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A 2.545 2.756 -.211| .004***

Z. * p<0.1, ** p<0.05, *** p<0.01
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EAA 2.764 2.579 185 054*
ZEolAESA 7] &= TS AARZ 7 H 7pgote] Wit P st
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A we ot =71 Qe AA 38 w71 A7 At
A3 3.412 3.305 107 214
i SHO|AESAA 7= AA AAHE = IU=2 Zdst= 242 JA S
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9 [ 84 74 20 A 999 avhs EagAd a0 e 1aw
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ARl Wt =72 Sl BAHEOE o2 4SS vEdol & oyt ot
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Zo|AESA HoFolof of= ARFES AAZE L7|7] ¢sf =3t
W92 3.968 3.963 004 948
SHoldEESS T& o J4AoE YHA A stejal k=gt
AR 93 3.477 3.332 145 075*
i B2H A aots AHET AT 5 JEE o =S vEE LRl
o v 3 914 3.560 3.558 002 976
| ZEo|AEEANA Ho] A= f 7S ZE®Y ohet &7t Zo] Ly gt
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e 9l5 3.162 3.111 052 552
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* p<0.1, ** p<0.05, *** p<0.01
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EHY L4 091 | 692 | -.051| .123 | 277 | .065 '
zHYL 140 | 691 | .148 | -.044 | -.041 | .205
EHYP 6 061 | .669 | .074 | .070 | .169 | .111
o] & ol 4 153 | .054 | .779 | -.109 | .017 | -.018
o|Z o5 -011| 177 | 728 | -.158 | .106 | -.193
o]z ol L) 118 | -.015| 717 | -.006 | .184 | 277 811
o]Z] ol | 125 | 222 | .705 | -.018 | .245 | .161
o] 2] 9|3 143 | -.094 | .655 | —.004 | .118 | .242
W25 -.010 | .085 | -.034 | .798 | .016 | .068
WAy 94 -.148 | -.088 | .006 | .739 | .048 | -.157
WA eg<13 -.015| .121 | -.044 | .716 | -.030 | —.021 71
WY1 -.006 | 211 | -.072| .684 | .085 | -.068
AP 216 -.151 | -.170 | -.137 | .607 | -.111|-.120
RS y) 141 | 147 | 134 | -.014 | .743 | .049
XA 0734 11 | 139 | .046 | 234 | 732 | .097 61
FA A3 085 | .247 | .209 | -.151| .689 |-.129 ’
A0S 012 | .109 | .201 | -.035| .677 | .188
H| 14 3}2 164 | .055 | .132 | .038 | -.061 | .695
H] 1A 3}H 239 | -.024| .122 | -.171 | -.030| .667
- 112
H| 1A S}5 218 | 117 | .074 | -.075| .190 | .641
H] 1A 5H 208 | 207 | .060 | -.140| .367 | .583
- (eigenvalue) 6.718 | 3.502 | 2464 | 2.145 | 1.540 | 1.355
714&(%) 22.394 | 11.673 | 8.212 | 7.151 | 5.134 | 4.516
+24710-&(%) 22.394 | 34.067 | 42.279 | 49.431 | 54.565 | 59.081
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G AFT A WES e HESARAL ANt
(HE 4-24) A=A 2
3] A A4 (Coefficients)
e
slEzs} A | %] 94 g
Ak AR _
29 (model) o s
iE t )
B ) Beta (Sig.) Tolerance VIF
L2t
&) 1.251 | .283 4.417 .000
zAYLY .095 .062 .072 1.514 131 .846 1.181
A Y2 -.142 054 | -.119 =2.630 | .009*** 938 1.066
AXA T 278 .048 282 5.804 | .000*** 817 1.224
H] Q12 3} .096 .061 .084 1.569 117 .673 1.486
57~ ot 212 .061 .184 3.461 | .001*** .683 1.465
=% pd0.1, ** pc0.05, *** p<0.01.
2d g oK (Model Summary)
R R A& T8" R AlF e Durbin-
(R Square) (Adjusted R Square) BxEAt Watson
482 233 223 .63092 1.957
SA%F HsteF(Change Statistics)
F rojgtE F
R Al Hsbg AR 1 AT 2
5 kg et H Hr st
233 24.148 5 398 .000

Z4HM 4 (Dependent Variable) : o]% o=

ANOVA : F = 24.148 (p = .000)
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CH 4-27) AIFEF ] ZAAT FrAS
H=RS _:_f; _‘—J__u‘%_ [eXe) 714
NEEE E;f ’;ﬁ peglel i ZH];
WHsge] — A4 -.154 | -.098 | .093 | —-1.646 | .100* | =4
a9 — Hl1A S} -456 | -.343 | 094 | -4.843 | *** | QA
W9l — 337 ot -362 | -309| .076 | -4.783 | *** | A
EHPSY] — AN g 620 | .538| .081 761 | *** | A=y
HHYPY — B A S} 433 4441 068 | 6356 | *** | A
EHPSY — HFHHF AS 290 | 337 052 | 5.534 | *** | A=A
WS — o] -119 | -.067 | .119 | -1.003 | 316 | 71z
FAYPSY] — oA % -.036| -.028| .108 | -0.338 | .736 | 71z
XA 17 — o]For 421 373 084 | 4.998 | *** | =
HQI A5} — oA 144 | 108 | 095 | 1.504 | .133 | 71z
A4 Aot — 1119451 499 330 | .094 | 5.328 | *** | A=

. % p<0.1, ** p<0.05, *** p<0.01
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3
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HEERSl | BER | g9 | 7
A=t ~ | GR |
Ul A Ar | & 3= | A=
~5.26
g9 — HlASH -.530 | =394 | .101 , *kx | e
] ~4.79
WS — A3z Hst | —.441 | -.326 | .092 . *kx | el

TP — AH g 586 | .504 | .082 | 7.108 | *** | =

ERHY] — v A5} 458 | 492 | 072 | 6400 | *** | A

BHPL] — AHF As 340 | 362 | 062 | 5515 | *** | AH

AMZA 17 — ol | 484 | 391 | 078 | 6209 | *** | Ay

AFHZ A5t — olHew | 236 | .153 | .143 | 1.644 | .100* | A=

007**
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Z % p0.1, ** p<0.05, *** p<0.01
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(R 4-30) ATRPT NERPO A 6w

W7 % 72| Aeny R
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ABSTRACT

The Influence of Emotional Labor on Turnover Intention of
Workers in Social Welfare Facilities

— Focusing on the Mediating Effect of Job Burnout —

Lee, Hwan Jung
Major in Public Administration
Dept. of Public Administration

The Graduate School
HanSung University

Since the excessive emotional labor of social workers drives them to
change jobs, make extreme choices and impoverish their lives, there is an
urgent need of a new perspective for social workers now. In order to
provide effective welfare services, their emotional labor should be
considered as a social problem. Especially, high turnover rate of social
workers leads to the loss of workforce, inefficient welfare services delivery
system and overall failure of welfare policies, considering that the
population of the elderly and geriatric patients is radically increasing.
Therefore, it is crucial to resolve the problem of emotional labor of

social workers for the systematic personnel management on social
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workers and the provision of high—quality services.

This study investigates how emotional labor influences social workers’
job burnout and how that burnout leads to turnover intention through
empirical analysis. Firstly, this study includes descriptive statistics analysis,
frequency analysis, reliability analysis, correlation analysis, confirmatory
factor analysis and structural equation models based on the questionnaire
surveys on social workers. According to the results, 53.2% of the
respondents have experienced turnovers. On average, the workers in
welfare facilities for the aged have the highest rate of job burnout.
Secondly, the results show that emotional labor has no direct impact on
the turnover intention. The deep acting of emotional labor has negative
effects on emotional exhaustion, depersonalization and the reduced
personal accomplishment, and indirect effect on the decrease in the
turnover intention. On the contrary, the surface acting has the positive
effects on the turnover intention through the mediating effects of
emotional exhaustion, depersonalization and the reduced personal
accomplishment. In addition, emotional exhaustion, depersonalization and
the reduced personal accomplishment are positively correlated with the
job burnout.

The implications from this study are as following; first, the management
to induce the deep acting of emotional labor is needed. Second, the
measures need to be taken to relieve stress and job burnout for the social
workers in welfare facilities. Third, the duties of social workers need to
be adjusted to fit the individual traits and personalities of social workers.
In addition, sustained management and will for betterment are required to
improve working conditions.

Furthermore, the policy suggestions based on this study are as follows:;
first, Industrial Accident Compensation Insurance Law needs to be revised

to include treatment of mental symptoms and disease from emotional
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labor. Since there are no protection measures for the mental distress from
emotional labor, diseases and accidents from emotional labor should be
included as one form of industrial disasters to protect the mental as well
as physical health of social workers. Second, it is necessary to expand
Labor Standard Law and introduce governmental inspection and
monitoring activities. The labor standards stipulated in Labor Standard
Law should be expanded and applied to all companies and work places
in order to prevent abuse of employers and to protect health and human
rights of emotional laborers. In addition, the practice and implementation
of labor standards have to be strictly managed and controlled. Third, the
excessive competition among companies should be restrained and the
protection measures should be taken for the emotional laborers.
Satisfactory services for customers lead to a social change that satisfies
companies, customers, as well as service providers. Since emotional labor
is not just an individual problem but also social one, it is urgent to
develop social attitudes to treat emotional workers in respectful ways and
to improve the business policy and laws in order to protect the rights of
emotional workers. To do so, government should actively negotiate to
pass the Protection of Emotional Workers Law. At the same time,
companies should make further efforts to abide by the labor laws and
protect the rights and the interests of emotional workers instead of

forcing intensive and strenuous labor.

Key Words: Emotional labor, Deep acting, Surface acting, Job burnout,

turnover intention, Emotional exhaustion
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