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Salespersons

Ok-Hee Lee!
Dept. of Fashion Design, Sunchon National University

Abstract

In this study investigated the effect of emotional labor, emotional exhaustion, and
depression on the job-related attitudes. Sample subjects used in this study were
salespeople of a fashion shop in Jeollabukdo and Jeollanamdo. Questionnaire data from
160 fashion shop salespeople were analyzed through a reliability analysis, factor analysis,
and multiple regression analysis. The results of the study were as follows. First, emotional
labor of salespeople was divided into 2 factors, surface acting and deep acting. Second,
emotional labor had a significant influence on the emotional exhaustion and depression.
Third, the surface acting of emotional labor had a positive influence on the emotional
exhaustion and depression; whereas, the deep acting of emotional labor had a negative
influence on the emotional exhaustion and depression. Fourth, the surface acting of
emotional labor, emotional exhaustion, and depression had a negative influence on job
involvement; in addition, the deep acting of emotional labor had a positive influence on job
involvement. Fifth, the surface acting of emotional labor, emotional exhaustion, and
depression had a positive influence on turnover intention; in addition, the deep acting of
emotional labor had a negative influence on turnover intention.
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Table 1. Factor analysis for Emotional Labor
Factor | Eigen |Cumlative | Cronbach's
Factor [tem )
loading | value (%) «
| trick myself about my real feeling when | 89
face customer. '
| act like | am happy. .81
Surface )
. | try to smile even | do not want to. .79 3.23 35.9 .86
acting
When | face with customer | express more 78
exaggerated emotion than in real situation. '
Emotional ) .
| act to customer like | am acting. .69
Labor
| try to express a good impression and a 80
nice feeling. '
Deep | | try to keep a good mood. .80
acting - - 2.65 65.4 .80
| express my feeling to sincerely help 79
customer. '
| try to express sincere sentiment. .76
Table 2. The effect of Emotional Labor on Emotional Exhaustion
Dependent variables Emotional exhaustion " -
Independent variables B t
Surface acting .392 5.809™
Deep acting -.363 -5.375™" 217 31.42

*p<.001
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3.050™
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9.128™

Depression

.226
-.291
.588

Dependent variables

Deep acting

Surface acting
Emotional exhaustion

Table 3. The effect of Emotional Labor and Emotional Exhaustion on Depression
*p<.001

Independent variables

“p<.01
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Emotional exhaustion
Depression
Surface acting
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Emotional exhaustion
Depression

and Turnover Intention
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Table 4. The effect of Emotional Labor, Emotional Exhaustion, and Depression on Job involvement
Turnover

Independent variables
Job involvement
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