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t}. Hochschild(1983)7} The Managed Heart — &34}t #A A A =FA Al FgHolgt Be
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Scott and Barnes, 2011)% F44olg} He 7%
(Ashforth and Humphrey, 1993; Liu, Prati,
Perrewé, and Ferris, 2008)°] WA Jx, A
SAT T3 dFE Ao o]2x Rg FFeltt
(Htilsheger and Schewe, 2011).

AT A AFATEC] oMY ZAH
olfre AT g NE OE o4 #H=
o] F&3ta e Ay FHHA €t} Grandey,

3t 1%
7= 244 24 (occupational requirements)
o] #4 77 %4 (emotional display)e] ¥4, U
A2l 2 (intra-psychic processes)e] #HH o2
ERatiet o] Al #HES A s
Ul ZZxshe vt 254 oE v ojyet 244
gl g i E AR e d5S s
Stk dRede WHAZE #HA7|E BT
Azt ehdel FEAQ G vHtn BAg
(dl: Ashforth and Humphrey, 1993; Hochschild,
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EEdEe] nx e Gk e ARk F7gol
A71= 2 ) eH(Hiilsheger and Schewe, 2011).
ASAT 9A A9 Fds veplia e, £
HA7I7F 9L A% FHAQ S Rt
© A¥%e Hlud dAEA 22E 3 9l v ()
Brotheridge and Grandey, 2002: Scott and
Barnes, 2011: Totterdell and Holman, 2003),
WA B3 dsfjxs 222 Zsitt. g
Me W77t 744 s v Aoz A
+ ¥ (o) Ashforth and Humphrey, 1993:
Hochschild, 1983; Liu et al., 2008), t+& 3
A= FAolA EAY 2358 FAHA J3F
< 1 ¢ gz FAHEY(A: Brotheridge and
Lee, 2002: Grandey, 2003: Hiilsheger and
Schewe, 2011).

olAY FHA7IS 2] WAV EH
3 ASATFEo] A 2
P ees vgtEE o]
Tt Grandey et al.(2013)el] w2H
< vtgtEe B wet 71EY dFES A
THZ 8 7 . A s s 4
s70=2 olgstes HHCZ, Hochschildd]
o 7138t FHL S0l A5
& AEoEA dnjdves A& dxdn
Z2]o] ofg7 P9l = ¥l (control)
|, 223 2 23 FHLELS o 9A 29
o2 HE #2 (alienated)HEA o #A S
(Wharton, 2009). €< #8x=%5< 2%
do= nigtie wHo=2A Adg 74
g AAlA Fo12 G&(work role) & 1%
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Humphrey, 1993: Liu, et al., 2008: Rubin

et al., 2005).
2.2 WMAR|oty o2 Mo - S

2000dd) o] F Az|et o] 2| 7125
ﬂﬂr%ﬂgl Wil AEA S stk %@i

Bk E]T‘E IR
E‘@] Gross(1998)9 7+

% 24 o] 2 (emotion regulation theory)el] &4
st g ekl FHU Aeld A7kl nlX

£ Ao)gk a3 235 wEtHGrandey, 2000).
:r!-;q]x%oi @-;gga_xéo]ioﬂ w}en% 71—;<47\ OL
= ol e AL 243}
a(antecedent focused form o
emotion regulation)@} o] At o|T I

< JAte AFEA 7 24 (response focused
emotion regulation)®] SICHGross, 1998). Grandey
(2000) & Gross9 =28 =gl 483 ¥
A7NE AMEA AAZAZ WHA7E ARA 2
AT EA39Y. ade ol 2] oA
gl tigk AF ket 2 o A =S
58 7S 248t WHAr) 7} ojn] ZAE 714
AAete THAZIEG Mu]x FHL] A4
Jol g dlgte 742 8k

od =] A7helx A 72 27 %-25H emotional

e dlo

dissonance)°|t}. A4AES g HejdgEo] 7
ARZIE SV S Ao 2N FHE A
Y& A7) ApdH o7 JgS vt FA3T}

AASIT H4sH H13 20164 2¥

=

(Grandey, 2000: Mesmer-Magnus et al., 2012:
Pugh, Groth, and Hennig-Thurau, 2011: Van
Dijk and Kirk-Brown, 2006). ¥Hd7|& 44|

7 =7 e e e xdcte
AHE8E 2702, ARt BAS STt
= 7T A g AE d oItk (Brotheridge
and Lee, 2002: Coté, 2005; Grandey, 2003).
ol¢h de] ARA AR xAAHoRA YHAYE
A & BT 27 AR AA 2

Ro 2 7F

& 2wy vl ol TG o] Fel o5
TEE FHA7|EY AelA Ao amvF At

(Bortheridge and Grandey, 2002: Hiilsheger
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o]- @‘g—ﬂ—7u§—,} 3}k OEJOE_H
EAkA n| 2=
Aoz dy 4HA AtHKenworthy, Fay, Frame,
and Petree, 2014: Pugh et al., 2011 Rafaeli
and Sutton, 1987). HE3 ZWA7|E Fdst=
AL A 24 Edo] A FA Hiehe

Magnus et al.,
Brown, 2006). 7}

EEES 9AA 9L
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corrective action)< 873817 wWiEdl] T2z
FAAYE gt oL Aalo] 7R aAA, 74
A AYE 22E Fuhd gith(Bortheridge and
Grandey, 2002; Richards and Gross, 2000:
Grandey, 2003).
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T(job demands)7} L3¢
o} = AR 77} Aalo] 2=
oxA Frteitte Q14E a7 %‘?}(Maslac
Leiter, 2008; Pugh et al., 2011).
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3.2 LjHeds|o| Bl

WA g o] we ofatd, yHdr|E 9
st A esae g ARteAY 38491
e Aoz whe vy oz R
z35 29 4 I Grandey, 2000; Hiilsheger
and Schewe, 2011; Mesmer-Magnus et al.,
2012). AHA g xddgo A YWHdA7= 2
e Eoldod)e e Ads aRsAR, I
AR wet nighA e o] EH YU eAAA
W FHAVE de WA A FxgE wx
2A Ik (Grandey, 2003; Richard and Gross,
2000). #PHExE B e 9 ARl 13
el tigh A &A Q1 Bl Y wH Y TS kA &
ol Hrh, H AAlo] AAR =71 & FHst

Z

T A7l o Ele &vke EWd 7
3

i}

N

= =

4 CARE A
of /dE FAske © T8 849 (Ashforth
and Humphrey, 1993: Hochschild, 1983), W

AASIT H4s5H H1= 2016 22

W g Bal AEAE AN 43S W £

sl sl do. £ APRELS A

and Lee, 2002; Coté, 2005). 4HolA 873}
T AT Aol wie o] X2 o A=
A 1A U AP e dsdes 9
T 03 Bt} s&e S E & ¢ A Eo
(Coté, 2005: Groth, Hennig-Thurau, and
Walsh, 2009; John and Gross, 2004). °] 23
A g =EAte] A7 853 (self-efficacy) # 4
of thgt 3t dE + Ak (Grandey, 2000:
Bortheridge and Grandey, 2002: Brotheridge
and Lee, 2002: Grandey, 2003: Totterdell
and Holman, 2003).
WA o] A YWHAZI7F AR e
MRS 7ot dvhe de dxsAnt yd
718 st AN drid B Al 2ol
Y=
CUHS7lE 240] A ste A A EdE
Ailel A deE AHA R HStAIH
o]t} (Grandey, 2000; Hochschild, 1983).
A9 97137 g ade] Add = U
S e AR A, A A AE2 ket
FEHZo 7 i (Ashforth and Humphrey,
1993; Hochschild, 1983: Rubin et al., 2005).
WHA7E Bl A3 ZolEteE 23l
A&A7)E BN e AAA o] Fof7}
A El= Aotk (Liu et al., 2008). Altk7F WHA
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Morris and Feldman, 1996). AH]A 2k¢je] &
34 A= AES BYglol A2 1AL OiH
dlof ghrh. WHAdrIE FAsRo] A9l
e OZWOi ANBF7rgo 2N I8 AHE
w7171 Q8 wEsle Ags 712171t Liu et al.
(2008) ¢ w=H 144‘?1047]% sk ARS-StE
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éﬁ% el skt
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Ae & 399 N9lo] deshe vpel A e
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A% Ae Faslcr Bk meb A4A9 o)
W72 34 SsT Be ENdslut o B
e AR, A AQS 228 4 AHLiu et
al., 2008). MR 2 S BeQos)7] 919 A
Ag AN e £ AT EQL aok 5
A o) e GEAsE B T 3
& WEolile AL A3 A4E Qo] ohjT b
A% WRNE e s A
A 28 AFsE Aol YSTHE 942 3 Hn

Ao g FEsA7| = 4H(Liu et al., 2008).
3 A YHAVE AT FFEeE G o A F
ANE A4 Fe= AR A 288 YHd
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=
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golzdl £ 9t AA a7 #HA e
Foldh 249 44 54&

o] A< AE3etE Aotk o] AA waw
HA7)= 7

w}aw 7% 288 FAthe o4 0] 24
o B QWA YRE TS AA2E 7

AR P¥oR BE AL A-eA %k Rubin
et al.(2005)& WHA7 & 240 a7de 74
< 7] g x=Eol7] o] AHeRE 7l
P& adz gdske Ade PR dta F

o] Hochschild(1983)¢] #¢1<]
2 1ve #4< WsIlE
PAE AF 5P7ﬂ 54‘34 Q% A= wila 59
& sEo] GolA|A ol 499 die] LA
o] AH o YHdrle A =sAE ALl
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Aektethe 24s 7M. 4 dth(Ashforth and
Humphrey, 1993: Brook, 2009: Hochshcild,
1983). & UHA7IE WIs] s el i
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7Hd 2a: WHS7) = P wE A g axE U
g H)Ag #AZ 7P Aol

7Hd 2b: WA E 2 =B A7 JU

A o] H|Ag #AE 7P Aol

ofl EE_, oflt 1:1}'_,

AES Hsts AeEc] oA stk dE

4 WFEZA Pugh et al.(2011)2
A7] F57(surface acting efficacy), Chi,
Grandey, Diamond, and Krimmelet(2011)3}
Judge, Woolf, and Hurst(2009)& <34
(extroversion)& ZHWMQIo 2 Mesilct. 3
A OE d7ES AgHeld FFe 724 54
AW EEA F2 Hoke=r o Zd Bhave and
Glomb(2013)& aId AF9] A= 279 F=
(occupational emotional labor requirements)
£, Wang and Groth(2014) AH]~ tide] 7|
913} = (individualized service encounter)&
7247y 2RI 0B A AFEYd FYsta ok 1
gy gile A1E2 THAVI Agd 4% 119
WAE 2Aste WUES FAse v 4 A
< A52 35 ¥(d: Bhave and Glomb, 2013;
Chi et al., 2011: Giardini and Frese, 2006:
Pugh et al., 2011: Wang and Groth, 2014),
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AASIT H4s5H H1= 2016 22

7F AE W okdet F A oA = &rk(d: Groth et
al., 2009; Johnson and Spector, 2007; Judge
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12 34 0.12 | 0.32|-0.06  -0.01 0.05 0.02 0.02 0.10 -0.15*  0.06 -0.05  -0.05 0.05
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Linear and Non-linear Relationship between
Emotional Labor and Job Stress of Service Employees

Heeeun Jang® - Kyunguk Yang** - Yeon Joo Chae***

Abstract

Research in emotional labor has grown exponentially in the past three decades with the
expansion of the service sector in the South Korean economy. Although many studies have been
concerned with emotional labor strategies (surface acting and deep acting), the empirical
results regarding the consequences on service employees’ job stress are still inconclusive. We
point out that these mixed results are due to differing perspectives on emotional labor that
have been used as focal lens in various research. These perspectives have highlighted quite
different aspects of emotional labor and have provided competing predictions on the psychological
effects of surface acting and deep acting. In detail, occupational requirement perspectives and
emotional display perspectives argue that both surface and deep acting are identical in that both
are rule-abiding but forced behaviors in the workplace. From the intra-psychic perspective,
however, deep acting is not detrimental to employees” job stress, because it reduces emotional
dissonance unlike surface acting.

To reconcile the theoretical controversy and more accurately gauge the effects of two emotional
labor strategies, this article hypothesizes the non-linear relations between deep acting and two
outcome variables: emotional exhaustion and personal accomplishment. Surface acting is hypothesized
to have linear relations with outcome variables given that all three perspectives agree on the
effects and previous studies have shown relatively consistent results. In contrast, deep acting
is expected to show U-shaped relations with emotional exhaustion and inverted U-shaped

relations with personal accomplishment based on three lenses of emotional labor. In addition, for
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further clarification in investigating the effects of deep acting, we examine whether occupational
identification moderates the non-linear relations between deep acting and outcome variables.

This study used a convenience sample of 211 service employees who work in retail stores in
South Korea. We collected the data through weekly surveys over a four-week period. Emotional
labor strategies, affective state, emotional exhaustion, personal accomplishment, and work conditions
were repeatedly measured as a longitudinal survey design and occupational identification and
other demographic variables were measured only once. Due to the characteristic of our data, we
needed to utilize the Hierarchical Linear Model (HLM), which was well confirmed by ICC1 values
of the outcome variables. The results showed that surface acting were significantly related to
only emotional exhaustion, not personal accomplishment, supporting Hla, but rejecting H1b.
And H2 predicting non-linear relations between deep acting and job stress was supported.
Finally, occupational identification moderated only the inverted U-shaped relations between
deep acting and personal accomplishment, supporting H3b.

This study contributes to the literature in emotional labor in several ways. First, we pursued
a more comprehensive framework, combining three lenses of emotional labor research. Second,
we suggested non-linear relations between deep acting and employees” well-being for the first
time. Finally, we explored when the effects of deep acting would be strengthened by testing the
moderating effect of occupational identification. Despite these contributions, however, this
research contains some limitations. First of all, the results should be restrictively applied to
other settings because we targeted only salespersons as our sample. Further, we did not test
causality between emotional labor strategies and job stress. Even though controlling for the
effects of individual differences by using HLM, we still could not effectively rule out all alternative

explanations. Hopefully, these limitations will be addressed in future research.

Key words: Emotional labor, Deep acting, Surface acting, Non-linear relations, Emotional

Exhaustion, Personal Accomplishment
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