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[Abstract]

The purpose of this study is to analyze the impact about emotional labor of sales service workers.
Collected data were statistically processed by PASW 18.0 program using reliability, frequency analysis,
T-test, one-way ANOVA, correlation and multiple regression analysis. The results were as follows. First, it
was found that the sales service workers had higher deep acting than the surface acting of emotional
labor. Second, it was found that altruism differed according to working period, conscientiousness
according to gender, and work-family conflict according to age, marital status, and average customer
response time per day. Third, the higher the surface acting of emotional labor, the higher the altruism.
And the higher the deep acting, the less job burnout and work-family conflict decreased, and the altruism
and conscientiousness increased. Fourth, as a result of analyzing the relative influence of variables related

to emotional labor, the variable that has the greatest influence was the deep acting of emotional labor.

» Key words: Surface acting, Deep acting, Job burnout, Organizational citizenship behavior,
Work-Family conflict
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I. Introduction
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II. Theoretical Background

1. Emotional Labor
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2. Related Variables
2.1 Job Burnout
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2.2 Organizational Citizenship Behavior
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IlI. Research Problems and Methods

1. Research Problems
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2. Related Methods

2.1 Survey Methods and Data Gathering

£ Ane] Rk mojAal Ak SAkhn Qe
204] o]Ake] dutelold, 20199 9Y st 7t AERAIE
ANBISIE. FAIPIARIS O RALGI2 M2AS Lol
Za AR 71deP] st API7IQN woR Fajetgl
T, AEEARIE RS & 25082 AM8Sloh,

2.2 Research Tool
@Hi&q Are U Aol AL8ET A5 29
otol 2astqict. Ael 1] ot

27
IR A 2E ‘%’é} lgq 7R 74 2lAE AE 2 2X™5
A2
sz

91, 2ol £242 g FErt 522 oujdick

DA%, ZANFEOIEEY, PAFE) 2 Ay
Vel 25 e )1E HYATIN A8E 2
2 WD ARSAL, A %A Urk IR0l
g IF IR T AAE HES olgstdct 2ol &
242 MOAF, ZANUPEOIEFY, FUBEF) 2 A
At 7pgAgEe) 250] 32 oolalct,

27 70] Al2E 24 Auks <Table 150 Aol

oltt. 25 Az9] cronbach’s a Zto] .80 oJAlo 2 =7
Ueht Agzgit 2208 ¥ 4 otk
Table 1. Reliability of Scales
Category Items | Cronbach's a
Emotional Surface acting 6 919
labor Deep acting 7 .845
Job burnout 5 816
Organizational Altruism 5 .830
citizenship
behavior Conscientiousness 4 .837
Work-Family conflict 4 .845

2.3 Analysis Methods
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2.4 General Characteristics of Subjects
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Table 2. General Characteristics of Subjects

Characteristics N %
male 84 33.6
Gender female 166 66.4
total 250 100.0
20's 146 58.4
30’'s 38 15.2
Age 40's 30 12.0
over 50 36 14.4
total 250 100.0
high school 154 61.6
. college 20 8.0
Education over university 76 30.4
total 250 100.0
Marital sing.le 160 64.0
status married 90 36.0
total 250 100.0
below 1y 48 19.2
. 1~ 3y 72 28.8
V\;/,Z:(;Zg 3~ 8y 66 26.4
over 8y 64 25.6
total 250 100.0
Customer below 6h 68 27.2
response 6 ~ 8h 134 53.6
time over 8h 48 19.2
(1 day) total 250 100.0

IV. Research Results

1. Level of Emotional Labor
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Table 3. Level of Emotional Labor(# Ofzf CfZFM)
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""p<.001

2, General Variables and Job Burnout,
Organizational Citizenship Behavior,
Work-Family Conflict
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Table 4. General Variables on the related variables

Job burnout Organi.zational citizenship.beh.avior Work-Family conflict
Altruism Conscientiousness
m scheffe m scheffe m scheffe m scheffe
male 18.10 23.74 19.43 14.60
Gender female 18.22 23.27 18.24 14.71
t =191 759 2.183" -.188
20's 18.29 23.47 18.68 13.92 a
30's 18.63 21.95 17.74 16.42 b
Age 40's 18.73 23.87 18.60 16.33 ab
over 50 16.78 24.44 19.44 14.50 ab
F 1.334 2.291 1.182 4.666™
high school 18.61 23.62 18.51 14.69
Education college 16.10 23.10 18.70 12.90
over university 17.84 23.11 18.89 15.11
F 2.798 425 249 1.838
Marital single 18.40 23.05 18.46 14.20
status married 17.78 24.09 18.96 15.51
t 997 -1.749 -.878 -2.181"
below 1y 18.13 23.17 ab 18.08 13.96
Working 1~ 3y 19.00 22.92 a 18.19 13.78
period 3 ~ 8y 17.79 22.55 a 18.42 15.42
over 8y 17.69 25.09 b 19.78 15.44
F 1.105 4,677 2.541 2.521
Customer below 6h 18.44 23.35 18.94 13.97 a
response 6 ~ 8h 18.45 23.69 18.57 14.43 a
time over 8h 17.04 22.79 18.42 16.33 b
(1 day) F 1.714 768 299 4.216"
'p<.05 "p<.01

3. Correlation of Job Burnout, Organizational
Citizenship Behavior, Work-Family Conflict and
Emotional Labor
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TS BT 5, Jhole] AAR AHS oFIstn § Mg ANEH A <Table 67 2k FYUElE W4 E0
2 ARz ﬂs}% Wese] BURSo] £24%  FARPIRES AR 1080 32, VIFE 1040} Ao} o3
C}2 ARSSS APEAO R EolRalt olERO7L kobx]  BAAOE 247} ¢Iick 28] Durbin-Watson &
© o2 LEHT 20 717¥9] Bl Ale] ol Matslaict,
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& ZA5(r=-175, p<0l)at= 2o JHBAIE, of85e]  5(B=-.296, p<.001)Tto] B0z [oJet JgFS vlx|aL
(r=530, p<.001). FAYH(r=625, p<O0DTH= ol 4 Uh LB =50 LhY5o] Weis AR aKio] o}

TS BYCE AP0 S AR A Y] A AT 2 4 9lon] o] 3j3Ale] MHae 8 2%o|ck
IH0R WAl E YHYSS ol B4 KRAT  olEReld] njile IS BAG Aol E ey
Table 5. Results of the Correlation Analysis

Emotional Surface acting .030 179 108 116

labor Deep acting -.218™" 530" .625™" -.175™

"p<.01 p<.001
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Table 6. Results of the Regression Analysis

Job burnout Organlz.atlonal C|t|zensh|p. behaVIor Work-Family conflict
Altruism Conscientiousness
B B B B B B B B
Gender(1=male) 272 027 -.101 -.011 528 064 .000 .000
Age -.053 -134 -.041 -114 .013 .039 .041 106
Education =111 -.044 -.083 -.036 .084 .040 -.003 -.001
Marital status(1=single) -1.602 -.163 .090 .010 1.909 234 -1.205 -.126
Working period -.003 =111 -.002 -.069 -.002 -.073 .002 .074
Customer response time(1 day) .001 .023 .008 139 .004 .087 .001 .026
Emotional Surface acting .081 119 -.013 -.021 -.090 -.159™ 178 2707
labor Deep acting -.223 -296™" .354 514" 434 693" -.245 -.335""
F 2.699™ 12.836™ 24.207"" 4.6517
R? .082 299 446 134
Adjusted R? .052 275 427 105
Durbin-Watson 2.106 1.696 1.981 1.924
'p<.05 Tp<.0T "p<.001
$(B=514, p<0l)Zto] FHO2 Qoldt YYS AL EHPSUCI PSS of Ho| FAsh: o2 ¥
T A5 UgisSo] £24E oEfR} kol Aok 17 STjRgelA Beie] e B 2ot
ACKL 2 4 91, SAAY Ay 29.9%o]ck ARl we s ARk S 9 ANE el A1
B DRl YRS B A AERE sl Soislor sk Ao ) YRaEe FEt o
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p<001)e BAO2 Qolgt Yo AL Yotk Wk AUS MG, A 300, nlEuc A, 1%
£9| EHYS0| R4S, UHBFL WA AT WF 8ARE ol4] 17 SIS ZH FAACAA A
VT Zr50] F7RICkD 2 4 ok o] slAAe] A puEI /PgREe] 250l of B Ho2 Uepith
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25 w50 Py 37 S URlE WAk WS = 2102 Uehgn, Uuaso] 5342 oferole) of
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