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Abstract

The Study on the Relationships of Emotional Labor, Job Satisfaction, Turnover

Intention, and Resilience

Kim, Sung-Eun’ * Kim, Chul-Hee"

The aim of this study is to examine the relationships between emotional labor of surface acting and
deep acting along with job satisfaction and turnover intention. Furthermore, the study attempts to
understand the moderating effects of resilience on adjustment in regards to the emotional labor,
surface acting and deep acting, and job satisfaction and turnover intention.

For this study, a survey was conducted among administrative assistants and five hypotheses were
verified. The findings of this research are summarized as follows:

First, the surface acting of emotional labor has a statistically significant positive correlational effect
on turnover intentions. Second, the deep acting of emotional labor has a statistically significant
negative correlational effect on turnover intentions. Third, the surface acting of emotional labor has a
statistically significant negative correlational effect on job satisfaction. Fourth, the deep acting of
emotional labor has a statistically significant positive correlational effect on job satisfaction. Fifth,
there is a moderating effect of resilience between the deep acting of emotional labor and job
satisfaction.

This study i1s meaningful in that it helps understand the relationship between the administrative
assistants’ emotional labor, resilience, turnover intention, and job satisfaction and that it proposes

implications on vitalizing organizational communication and emotional programs.

Key Words: Emotional Labor, Emotional Labor, Surface Acting, Deep Acting, Turnover Intention,
Resilience, Job Satisfaction
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