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The Relationship between Counselor's Emotional Labor and Psychological
exhaustion : The Moderating Effects of Social Support

Ahsung Kim*, Geumok Im**, Huigon Jung***

Abstract

The purpose of this study is to suggest the implications of social welfare workers' understanding
of emotional labor and prevention of psychological exhaustion. In order to achieve this goal, I
analyzed the effects of the levels of surface acting and deep acting, which are components of
emotional labor in social welfare workers in social welfare center, on emotional exhaustion,
depersonalization, and lack of sense of personal accomplishment which are components of
psychological exhaustion. And 1 empirically analyzed how emotional labor affects psychological
exhaustion, when superior support and fellow support as components of social support play a role as
moderating variables. Empirical results show that emotional labor affects psychological exhaustion and
social support plays a moderating role. Based on these results, theoretical and policy implications and
future research directions are presented.
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1. Emotional Labor, Psychological Exhaustion,
Social Support
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2. Measuring the Variables
2.1. Emotional Labor
AP ER| AL A ewel] gk $4E
[31]1¢] A2} Kruml & Geddes(2000)[3
s Aol tisiA 91(2010)[33]0] iS4
ate] AN M BAE 54 HEw siglon, WA Y
T2 L BAANR| 2 A Al AHIAE AT S 9ol izt
Hol= AXE A Hol F 58 #88 X Ts}o] 97H91 3,
WA ES U BAAH| 2 O A S A Hojof &
UE= AXE =77] Sl oA ow wEd) 58 H S 58]

o] 47)¢) ¥ako 7 A

S 9314 Grandey(2002)
2]¢] Aol High A

AgE AFEEES =

2.2. Social Support

B EARL) A ARl d S A P
(2016)[34]0] A&t AEwds g3kl FAEGIT 2
= YAE 54 HE=E 3],010
o disixE A3 E
A5k F5e] A8
o] °ﬂ A&
e ¥
R

7h el

2.3. Psychological Exhaustion
AEEA ] A2 240 i
Jackson(1986)[35]°] 319kst A4
Burnout Inventory) =75 A4 %1(2016)[ ]O]
538 5481 PASIT. At P7E 57 =

% ﬁ H/\i Maslach &
E=MBI(Maslach
o] ARES AT

Az sgov)

g

WA GAH 12 7 sk gl ARREAAe] QIR ool
AR oz ke =P B BUS T3] 9ol B,
MISKISRE U} sk S ARBIEAAS] Q7 ) A 3
o BYANAL R gobX A4S S BEE TPl
571] £33, 7HQ14 BH7FS] Aok s B tpgAEe
a7 oA by ERHOE AUY 5L $IL TPl
gkl Bapoz AR o] F A1 HHge] Aelo) BYE
& A g Bgow T4sle] ] uhEe] Suse] o

M= skl gatstglnk

IV. Empirical Analysis

1. Selection and Feature of Sample
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3. Verifying the Hypothesis

3.1. Emotional labor and Psychological exhaustion
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Table 1. Test of hypothesis

emotional depersonalizati| sense of personal
Variables exhaustion on accomplishment
B(t) B(t) B(t)
surface acting .301(.285) .326(.315) .415(.350)
deep acting -.135(-.127) | -151(-.142) -.177(.186)
F: 22.725%% F: 19.826x* F: 14,227
Rz 139 Rz 171 Rz 193
*p<.05 **:p<.01  **x:p<.001

3.2. Moderating Effect of Social Support
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Table 2. Test of hypothesis

B
Model 1 Model 2 Model 3
surface acting(A) 231 % %% T728%x% 225% %%
deep acting(B) —.244%xx —.836%%x —. 241 %%
superior support(C) .055 .079
AXC —.288*x*
BxC —. 351 %%
Adjusted R2 .339 .327 .351
AR2 .000 L012xxx
*p<.05 **p<.01  ***p<.001
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Table 3. Test of hypothesis

B

Model 1 Model 2 Model 3
surface acting(A) 278%x% 285% x* 317 %xx
deep acting(B) —. 20T x%x —.231x%x — 211 x%x

Fellow support(C) 041 .025
AXC —.159% %%
BXC — 187 ***

Adjusted R2 411 .430 415
AR2 .000 029 %% *

*:p<.05 *x:p<.01  *xx:p<.001

V. Conclusion
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