J Korean Soc Food Sci Nutr gk 2] o oF )53 A
44(4), 610 ~618(2015) http://dx.doi.org/10.3746/jkfn.2015.44.4.610

'tiTtSel et Ale(stnt
TSRS D Al B oFst)

Contribution of Emotional Labor to Burnout and Work Engagement of
School Foodservice Employees in Daegu and Gyeongbuk Province

Chang-Goo Heo' and Kyung-A Lee®
!Department of Psychology and “Department of Food & Nutrition, Catholic University of Daegu

ABSTRACT The purpose of this study was to analyze differences in emotional labor strategies, burnout, and work
engagement according to general characteristics of school foodservice employees as well as verify differential effects
of two emotional labor strategies on burnout and work engagement. Our survey was administered to 400 school foodser-
vice employees in Gyeongbuk from March 3 to April 25, 2014. A total of 358 completed questionnaires were returned,
and 350 questionnaires were used for final analysis. For verification of mean differences, the mean scores for surface
acting, deep acting, burnout, and work engagement were shown to be 2.38/5.00, 3.46, 2.67, and 3.41, respectively.
The mean surface acting was significantly different according to cooking certification (P<0.001), turnover number
(P<0.001), salary (P<0.001), and school level (P<0.01). The mean deep acting was significantly different according
to educational background (P<0.001), cooking certification (P<0.001), employment status (P<0.001), salary (P<0.001),
school level (P<0.01), and meal service time (P<0.05). The mean burnout was significantly different according to
educational background (P<0.01), cooking certification (P<0.05), employment status (P<0.001), school level (P<0.001),
and meal service time (P<0.001). The mean work engagement was significantly different according to cooking certifi-
cation (P<0.001), employment satus (P<0.001), salary (P<0.001), school level (P<0.01), and meal service time (P<0.05).
Verification of causal models found that surface acting and deep acting increased burnout and deep acting, respectively
(research model). Additionally, surface acting did not influence work engagement, and deep acting did not influence
burnout (alternative models). In other words, we identified that emotional labor strategies have differential influences
on burnout and work engagement. Finally, implications and limitations of this study are discussed.
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Table 1. General characteristics of cooks and foodservice operations

Variable N %
40 less 19 5.5
A 40~50 less 173 49.9
ge (years) 50 and over 155 44.7
Mean+SD: 48.39+5.28
Middle school 38 11.6
Educational High school 257 78.1
background 2-yr college 29 8.8
University or higher 5 1.5
Cooking Yes 172 513
certification No 163 48.7
5 less 86 259
Total careers 5~10 less 93 28.0
as a cook (years) 10 and over 153 46.1
Mean£SD: 8.81+4.88
Characteristics (1) 1 2 g ; ; g
of cooks :
Fumber Otf, 2 47 16.5
urnover (times) 3 and over 19 6.7
Mean+SD: 1.79+1.04
Public official cook 13 39
Employment stat Unlimited period contract cook 270 81.8
ployment status Contractor worker 43 13.0
Part timer 4 1.2
8 and less 263 79.5
Work hours 9 25 7.6
(hours/day) 10 and over 43 13.0
Mean£SD: 8.27+0.94
1,000 less 8 2.6
Salary 1,000~ 1,500 less 157 51.0
(¥10,000/year) 1,500~2,000 less 124 40.3
2,000 and over 19 6.2
Elementary school 138 413
School level Middles school 95 28.4
Characteristics of High school 101 30.2
foodservice operations Once/day 254 76.7
No. of meal .
service time Two times/day 15 4.5
Three times/day 62 18.7
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Table 2. Validity and reliability analysis of measurement tool for emotional labor

Factor 1 Factor 2 Corrected item-  Cronbach's a if Cornbach's
‘deep acting’ ‘surface acting’ total correlation item deleted alpha
I work hard to feel the emotions that I need 0.967 0.824 0.699
to show to customers. (DA2)
I try to actually experience the emotions that 0.788 0.709 0.808 0.853
I must show to customers. (DA3) ’
I make an effort to actually feel the emotions 0.694 0.646 0.868
that I need to display toward others. (DA1)
I fake the emotions I show when dealing 0.669 0.502 0.519
with customers. (SA1)
I put on an act in order to deal with 0.622 0.480 0.549 0.659
customers in an appropriate way. (SA3) )
I just pretend to have the emotions I need 0.597 0.431 0.612
to display for my job. (SA2)
Eigen value 2.481 1.681
% of variance 36.118 36.118
Cumulative % of variance 18.663 54.780
Kaiser-Meyer-Olkin 0.665
Bartlett test of sphericity -
. 706.588
P-value 0.000
DA: deep acting, SA: surface acting.
Table 3. Validity and reliability analysis of measurement tool for burnout and work engagement
Factor 1  Factor 2 ‘work Corrected item- Cronbach's @ Cronbach's
‘burnout’ engagement’ total correlation if item deleted a
Working all day is stressful to me. (BO4) 0.746 0.703 0.864
I feel burned out from my work. (BOS5) 0.730 0.700 0.864
I feel tired when I get up in the morning and 0.715 0.685 0.865
have to face another day on the job. (BO3)
I have become less enthusiastic about my work. 0.706 0.626 0.869
(BO7)
I have become less interested in my work since 0.700 0.634 0.869
I started this job. (BOG6) 0.882
I have become more cynical about whether my 0.682 0.649 0.868
work contributes to anything. (BO9)
I feel emotionally drained from my work. (BOI) 0.642 0.623 0.870
I just want to do my job and not be bothered. 0.601 0.556 0.874
(BOY)
I feel used up at the end of the workday. (BO2) 0.536 0.515 0.878
I doubt the significance of my work. (BO10) 0.461 0.420 0.884
I am enthusiastic about my job. (EN4) 0.775 0.733 0.875
I am proud on the work that I do. (EN6) 0.765 0.732 0.875
My job inspires me. (ENS5) 0.761 0.699 0.877
I am immersed in my work. (EN8) 0.754 0.687 0.878
I feel happy when I am working intensely. (EN7) 0.747 0.714 0.876 0.893
When I get up in the morning, I feel like going 0.645 0.652 0.881 :
to work. (EN3)
At my job, I feel strong and vigorous. (EN2) 0.638 0.610 0.884
At my work, I feel bursting with energy. (EN1) 0.581 0.547 0.890
I get carried away when I'm working. (EN9) 0.559 0.506 0.892
Eigen value 6.613 3.243
% of variance 32.150 14.350
Cumulative % of variance 32.150 46.500
Kaiser-Meyer-Olkin 0.879
Bartlett test of sphericity
* 3,453.073
P-value 0.000

BO: burnout, EN: work engagement.
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Table 4. Emotional labor, burnout, and work engagement by general characteristics of cooks and foodservice operations

Emotional labor

iabl - - B t k t
Variable Surface acting Deep acting urnou Work engagemen
40 less 2.21+0.55" 3.31+1.05 2.45+0.58 3.46+0.58
Age (years) 40~50 less 2.35+0.67 3.43+0.75 2.65+0.61 3.39+0.59
50 and over 2.4240.81 3.52+0.74 2.72+0.60 3.43+0.62
F-value 0.915 0.896 1.754 0.278
. Middle school 2.44+0.79 3.56+0.76" 2.77+0.60° 3.42+0.62
Educational . a b
backeround High school 2.39+0.76 3.38+0.74 2.70+0.62 3.39+0.59
& 2-yr college or higher 2.25+0.47 3.91+0.87° 2.33+0.49" 3.58+0.71
F-value 0.665 7757 5.947" 1.396
Cooking Yes 2.24+0.69 3.62+0.78 2.60+0.65 3.48+0.65
Certification No 2.50+0.75 3.27+0.72 2.73+0.55 3.31+0.53
t-value -3.231" 4.266"" -2.081" 2.652™
Total careers 5 less 2.29+0.74 3.46+0.72 2.62+0.59 3.43+0.53
as a cook 5~10 less 2.51+£0.79 3.34+0.83 2.78+0.65 3.40+0.55
(years) 10 and over 2.33+0.69 3.53+0.76 2.63+0.60 3.43+0.67
F-value 2.425 1.617 1.986 0.100
Number of 0 2.17+0.64" 3.47+0.75 2.64+0.59 3.39+0.57
turnover 1 2.53+£0.78° 3.33+0.72 2.76+0.62 3.33+0.59
(times) 2 and over 2.62+0.72° 3.43+0.89 2.61+0.64 3.50+0.69
F-value 12.010"™ 0.707 1.119 1.324
Enolovment Public official 2.38+0.57 4.58+0.73" 2.11£0.57" 4.02+1.08°
Statps Y Unlimited period 2.35+0.73 3.43+0.73" 2.69+0.60" 3.41£0.57"
4 Contracted or Part time 2.46+0.82 3.31+0.65" 2.70+0.57° 3.24+0.41°
F-value 0.425 16.757"" 5.737" 8.913™
Work hours 8 and less 2.43+0.74 3.51+0.77 2.66+0.65 3.44+0.64
(ho rs/dau) 9 2.24+0.79 3.25+0.69 2.65+0.59 3.36+0.42
u Y 10 and over 2.24+0.52 3.19+0.69 2.71+£0.39 3.20+0.46
F-value 1.751 4.149 0.145 3.106
1,000 less 3.49+0.57° 3.37+1.18" 2.58+0.62 3.50+0.66
Salary 1,000~ 1,500 less 2.42+0.73" 3.54+0.75" 2.68+0.65 3.44+0.63
(3¥10,000/year) 1,500~2,000 less 2.37+0.71° 3.28+0.73" 2.71+£0.61 3.35+0.51
2,000 and over 2.12+0.33" 4.14+0.84° 2.40+0.45 3.52+1.04
F-value 7.418"™ 7.684™ 1.445 0.679
Elementary school 2.48+0.76 3.52+0.81° 2.68+0.68" 3.54+0.63"
School level Middles school 2.18+0.67° 3.57+0.73 2.49+0.55" 3.4540.60"
High school 2.40+0.71° 3.24+0.74° 2.8120.52° 3.20+0.51°
F-value 5.027" 5.508™ 6.930™" 9.416™
No. of meal service Once 2.37+0.74 3.51+0.76 2.60+0.63 3.48+0.61
time (per day) Two times and over 2.35+0.72 3.30+0.71 2.87+0.53 3.20+0.51
t-value 0.181 2.084" -3.342" 3.598""
Total 2.38+0.73 3.46+0.77 2.67+0.61 3.41+0.61

Score scale: 1 (very disagree)~5 (very agree).

YMean=SD.

i)Differeng*letters og**the same column indicate significant differences among groups by Duncan's multiple range test.
P<0.05, P<0.01, P<0.001.
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