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Abstract The purpose of this study was to verify the effects of emotional labor on casino dealers' burnout and
depression. Burnout is a big problem which thwarts their professionalism and effectualness and the effectiveness of
the service they provide. Depression is a core factor which affects one's mental health. To analyze the effects of
emotional labor on casino workers' burnout and depression, we conducted a survey of 606 casino dealers of H resort
and analyzed the results. Burnout was measured in terms of the client-related burnout and work-related burnout by
the Copenhagen Burnout Inventory (CBI), and depression was measured by the Beck Depression Inventory (BDI).
The research findings are as follows. First, the level of emotional labor (3.50) was higher than the mid-point on the
4 point Likert scale, and the work-related burnout (3.86) and client-related burnout (3.91) were higher than the
mid-point on the 5 point Likert scale. Second, emotional labor was correlated to their depression and burnout. Third,
emotional labor showed a significant difference according to gender, while burnout showed significant differences
according to age, position and term of service. Fourth, emotional labor had an effect on the casino dealers' burnout
and depression. We discussed the implications of these findings and possible strategies to alleviate this situation, for
example, the passing of a law and development of an employee assistance program (EAP) to prevent their burnout
and reduce their depression.

Keywords : Emotional Labor, Burnout, Depression, Casino, Dealer

This study was supported by 2016 Research Grant from Kangwon National University(no. 620160083)
*Corresponding Author : Jong-Soo Kang (Kangwon National Univ.)

Tel: +82-10-5550-6126 email: jskang@kangwon.ac.kr

Received September 7, 2017 Revised (Ist October 19, 2017, 2nd November 6, 2017)
Accepted December 8, 2017 Published December 31, 2017

276



AL Eo
5ol 7M1=
g9

0 -
ﬂw,.mﬂﬂ_;ﬂ
Q}mﬂ.nt‘ﬂl]
%ﬂwaﬂamwié
! — 01_. o8 QE
‘_.._nﬁ N ‘UE EO \WM w ﬂA_.o \mﬂ_ Hnlrmu ]UrL ‘ﬁl Z\m Z.#o q
%%&?ﬁoﬂnﬂééﬁﬂo iLﬂWEL}
7D_.A‘_HA_IOT¢ ‘Lu\wMﬂ‘l_/rlﬁEI# ZT,I‘.#]‘_:/Jl‘.J«olL;o,_HVI
FEFEEDE i AETTEE J
| _lq‘ma 7,@1]%2 ot]:/riLﬂ_ﬂq]ﬂﬂL.
Qﬂﬂr.%ﬁﬁaﬂ@%vrﬂ Eo,a_?ﬂldﬂﬂ%
ﬁTM:WQLﬁoﬂ,lﬂiM._dﬂAA i”E:‘JEI Mo_eio il H &
of X0 =T om%yoaﬂb o = .dr.x% T o AT ®w
Jlﬂawoii,_gew‘low/ﬂllﬂ Lu‘mﬂﬁﬂruﬁioTﬂlﬂP Hmoo1_|.xﬂm01_l
wiwﬂgﬁx%mmﬁ wg%mgﬂﬂ@a@ a@@%ﬂ%%.%
.ﬂﬂﬂqogolt@owmw_.ﬂo&om mo%muﬁo*'wi@mﬁ%m m_mﬂé,m_u,goﬁ_.wmi
éagwwi%%qmm %aﬁamHing wwm@&@aqg
OEMQLWH@OMQ% %wﬂhi__;ow.,%we 0 ﬂﬁﬁﬂwﬂ.}ﬂ%
%AnomwurﬂﬂATxmﬂQ iﬂrmar?kiﬁi_% = ﬂ&%ﬁﬁﬂcﬂi?
XLEEOOAPLLI;&EZ.MOQF* .ﬂ_u uLLtd‘LﬂmoO# - _._._MHH.QI BJEILE =~
Eoﬂvloii_ﬁo ‘;ﬁoo#o.LE mIAGAlEEﬁTIrLHHHMﬂdﬁAT - O,IH_AIQEJEIH‘OI7 \_V/
&mo%*ann];murmﬁﬂwomu%ﬂzﬁéyﬂmm%% &M u_._7].ﬂafﬂ.ﬂ%&
%ggﬂﬂw %aﬂcmﬂm_ﬂpimguia ) %buun&cng@w
%Wtewo%ﬂr%ﬂwtwbmowﬁfma%mwz;eoﬁﬂ% S %deﬂwﬂmm%ﬂ%w
E]éﬂa HL4Vo&rﬂﬂrLﬂoMo <° ﬂ7muoe |lﬂwﬂo. =~ = F =
o%ﬂaﬂa?%Aaﬁfwéogmwmmtm.wﬂ_o N Msgﬁoogeaﬁ_fh&
xﬁ%EOlemMWEﬂAo%urﬂ%Pﬁ |=_E_ﬁ%J§§rm#méﬂm
R = X T ﬂ?ﬂ?ﬂimddr o 7E0#A1_#5H
W Mo F T A mnwxroma_t o e % ._._mluonHﬁoaePi
éi]“ﬂ% X_ul_l?_ Jlo#e;o._cl_ o |7ﬂlﬂﬂlm£0]@hu_l ol
u@ﬂﬂo&d "ORE T Aorii_ﬂomﬂLaﬂ} R o 7i1orxﬂun
iﬁﬂuzmﬁwm T o:woléﬂz 9mE¢§dx%ﬂoﬂ
G qriﬂlM (e < R -5 e e e
u,x%alpm ﬂ_s__om,q_wmﬂ?mﬂv_.ﬂoJL o ,l.:ao],ﬂl I o
wm & 7ﬂw¢u5ﬁﬂ im_,.Lu_lPﬁLuM,wsLé] o o J,HWALZHEO
ZU}@IZO,UI - =3 H,A,ﬁﬂmo7;o,t oo Mﬂa ,|1FE0
wa fard ,mli_]riﬂ/ﬁ] %Jl%QH ﬂoox B
T A ]OOE %ﬂiqm,JLOtﬂFAAoIHEHI] Eo]fioiiﬂ;.o
ﬂﬁaﬂbuﬂooﬁaﬁuﬂ ﬁ.lﬂﬂﬂ_lﬂ*l&l ‘,%OLWMﬂJI_ZI@QTF XEEi,.Alﬂmoﬂl_,m
7uoléut1umkmﬂﬁo::o:ﬁ 3 o N T TE M o I = o N
ﬂm.wrwﬂﬂgoyLloeﬁriﬂﬁﬂwice]?ﬁoﬂ%ﬁ%ﬂww,.a%WW% N T
w ;ﬂ%LmA.L W]mmﬁ ) ﬁgaﬁma ON]LHHHVLJF P = g
Q%gmuwﬁmQaaﬁgwoqM&tmmgmwgw$mw RS
~ . X o — —_— 0 S =
ﬂﬁgn@yg@gﬁ»ﬂﬂgﬁ@%»ﬁaﬂtAﬂzlawa m@wm%ﬂn
Qu]:.ﬁ__obﬂoﬁllno# HﬂﬂﬂJLHMMﬂHw MﬁoEuTﬁquL, il ]ﬂﬂm]ulﬂ_;ﬁl
ﬂoiﬁﬂ_rm”L,.rhAl74,o|ﬂ_Al ﬂmo,mflo WAI_WLXHC,WEMHE'.O‘AAO‘_C& O‘IubWAUT,mH_
o R X J) X i ey UG o — 0 < o X° M J
,El;aﬂor_ Eo‘fﬂl%ﬂl]uw.édr.ﬂw ,uln_tuowriﬂ_nzéoxﬂﬂ o ﬂvro@&
ﬂ.mml\mca%iwmourﬂwmmﬂamﬂ%%ditvmquogowrfuﬂ@ z%iwmwﬁ_ﬁﬂ
zb%gwu}rﬁlwszﬂ]ﬂ%ezzoxﬂgoﬂ&aﬂﬂi%w«wﬁ% mﬂﬁilwﬂﬁ
1.711Amow i = ii]lmuoiﬂuru..ﬂnﬂ‘w&auf.w% Ho_wr}dxﬁ
zoulazolnuji}%a.uwﬂomfﬁma{bmoﬂaﬁzoﬂﬁﬂuufﬁﬁﬂr %J@ué%@@
Wwﬂdﬂmgo7wmoﬁww¢mﬂmmwﬂuﬂﬁﬂe LMﬂuMOt]]ﬂﬂOEErLCM%EO ﬂﬁXMﬂﬂlﬂ%WML
Au_l:.miwﬁn7§z._ouoﬂ]» ,otu1|13[r_olﬂomm17|ojlq1ﬂ|ﬂ| W 1405&55},#
M”D‘_m4;o 2l 7uL151m_| ov,muAEeo %o mcuwaxe ol oEédr.wrMo élﬁ;o‘_.
@HE%?}ﬂ%Luj@oieLﬂ?ﬁéﬂ LT Eulx%%y,z%d
(7noLﬂoWoiLEATlm,_omjm%\miﬁ,wuﬂaPiﬁm»eHUWﬂnoﬁ|7noNrEOMAoﬂrﬂlo
ayuﬂo%mmﬂiﬂlnﬂ]ﬁﬂliRﬂa%@?hw?%ﬂ%%?%iwwﬂtﬁﬁ
o?.}ﬂnodmrﬂﬂm11ﬂﬁ mﬂ_déz wo R
oﬁﬁﬁo].,aﬁﬂummmLﬂ.%@muf@J%hﬁwﬁﬂﬁa;ﬂ?
[@ngﬁolgmqqiu@qomnma
oﬂawgqgaﬂ@%wégi@qg%
M)oRT o ! ~ =F i N 1u|r =~ m#ro i o
E| ﬁomm e ™ ﬂHL Wy
b mgmﬂa%
»Az[;o o
quﬂwﬁﬂ
ot

o] ‘j’H
Ashfort

hsh

Humphrey(1993)

5 Morris 94_

277



1

kel
pal

~

2
o2 7|

3l AA

o

]

7]
2

ol Atk

L

[}

o= UEhr25]. o]
1414, A

A
ol

;__1<
L

L

31931, Maslach[24]

1| Pines[26]

Abgtell A &5
o

0|

1

7H
AT

3} Bl3te] wFE AYA

azlel] 2
o~
T

Kol
=
a2
A5 Ao Hize] vrobdl 7}

pa

L

L

°l
Ae)

=
=

=

[¢]

=, o2
1o

°©

=

3131 31[6], Morris

A7}

S wet

h=4
U
=

1:
1=

g]

7N

=4

—L

- O

%
Eel

Ashforth®}  Humphrey(1993)

)

al

%

H
SEEEEE
A

[e)

A

71%88) =24 A8 A123, 2017
Fg

T

xl
=1

"
.

A
ol

3
r

=

[6]. Hochschild(1983) AJH|2~ 12oke] FARA}

Hochschild(1983)<]
9} Feldman(1996)

A A

171 918 =3 2

A&

W

¥ 2 BAARE A Ale]

HAGL 27717} o1

L

1

k]
hal

M Ao gy

[3][24][25].

A

L
L

o] wluA =ArHe]
A = D

L
L

el

g

[s]
2 3

o
1

1

Zuete] 7HA] e
2

}

[e)

5

AT 15].

S

Aol Qe A FA
et ol

A olgar
g = i16].
[13][17].

"

3
{Jo

oF
oH
)
=t

o=
2

°

Szt

A

[¢}

)
=

o] A%

T

£l

O]—‘
Al A Zapf, Vogt,

= A
L

AR 7] dE 9

gl
=
L

A

o

A, 419

[e]

of| A &
shA et

T

£l

)

Ak Au 2 FAA) o}

el whe} 7)ol A el

o). oleld 4

Eay

278

CER

A}

ez}
=

SwHo A
Freudenberger[18]<] 141 1970

o

o] st olel@

-
[}

7}

2~Z)(Burnout)

=

151

o
o WA oz vzsh 0|44

A=



o8k

AArEol 7 229 233 &0 vAe I3

il

Axlel] daks wx L B3] A F-2sE 471, 717, 4
24 Bkl GEgE WA= 83 adS Sskd
t}. E3gt Brotheridge and Grandy[11]% W &9= 7+
A s vIAS e AR QS A, A3
ol e ()9l FFE MAE ew veyth s9F
AHLE ti o g Al A RAS NeTt =55
5 axlo] S7ket AAFZI 55 5E Axle] St
= Aoz BuFHh

HolE AR &0l Sojuytal flon, 53] o
gol FAkete Aulagel A ¢-&o] EA vl Ao
2 ZAEAT31). A w=Eo] FARClA vX e A%
o gk ®arel] oJstdl A =go] a3l gt of

oA}, A Bk 5o B4 Aol BEol gl&

ok Mg
°
T
=

4

, AAETHE E3edA 71
], A 22FARARe] A olut Afofel] AL F
S A3 $-88HA 9HEUH32]. Adelman[33]S =& 7
o] o] Q75 E ARAFE FAREY] 2T
BRkso) a1, ApEgte] vton] A7 s} Yma
21A a1zre] Mgl vl otk

[2-6]. FAx=E

3} AR BANAE M2 BARES AT F

]

[e]
N

il

3]
i=]

4708 FUATHL SAT13). 1] ATE
3 hofatel

B, ol SlA} ol v

o
o,

W
O
¥ 2 rfr okt Hz

o] 22| A} ATt AT Hjzel ofuld
7hl S wEQIThE B A ANl F
A& Aol Fafol wet HEg Au = QT E
7w "9EE 1 gio g sk

0

>~
X
24

e
K

o /RIS E SAMER A4

Client-related
: Burnout
Emotional Labor »
< Work-related
] burnout
Control variable
-Gender . Depression
-Age »

-Marital status
- Position
-Term of service

Fig. 1. Research Model

3.2 AR U XtE4E
2 A A A A

dejoltt o] YgAl= 1

3 fla) AHE =l FLo

ARA, ZAAE

TEAA A3 AR AL A R E AR

71382 sEhs do] 8tk AEFHE 2014 8
Hol| T om 277|104 ekl AR ZleYE 9]
o & Zolx} 1,1989 FolM FAx= HE] 6067

xgste] ¥4 3lgic,

4
7452 Morris & Feldman[14]0] 7e 724w
T EE NS e lew, gl Wl
= AR die FAARE, 2] Hxske &
A 7Rl 9 8l Aotk ZAEY 47 H=
(1="43 284 Fb ~4="vl5- 2FP)= FAs}o]
A7t =es e T30 Bee rdd

A, A4 gxls onlshe, SA LT Kristensen,

Borritz, Villadsen, and Christensen[34]°] 7§2&F

Copenhagen Burnout Inventory(CBI)E ©]&3}9it}. ©

A Fad 27 7edd aAEE A3 6w e
) R0

2 7AEdY &xe SAE ) 7P de 220

rlr



T Eee)=2A) Aled Al12%, 2017

MBI(Maslach Burnout Inventory)+
Qg Agshs Qo A e 4
AE o ST U AYaA 2
o} #% FAAA AT A

SHATH35].

w
o ©

{0
> THo

14
2

o ¥ 2

2 o
RS -3

>,
o 4o w
rg o
= _1? r
rir l;z 224_‘
= i

N

o

=

F9H49)

™

<
=

A7}
Beck Depression

Skl B 2

o,
N

P

!
nventory(BDI)E ¢+ 5
°]-§-3t5ith. BDI=
B7rst7] 91k
714, B 4

FolA ek,

—

¢

ol
o =L
Hoto
|

= B

ro
N

fi

o) A7, A7,

=21 wgoeg o

— o

3.4 SH¥EF9| ME|EQ} EtEHE
2 Aol A AE-3E H=E9] AlF %= Cronbach's a

= AHgste] Al on, T At <Table 1>0]

A Hi= 72o] 47218 Cronbach's a=.90, &2 a=.92,
AL 0=7002 eIt

Table 1. Questionnaire’s reliability

Variables Items Cronbach's a
Emotional work 7 .70
Burnout 13 90
Depression 21 92
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Table 2. Demographic characteristics of the respondents

Variables N % M(SD)
Gend Male 330 545
naer
ende Female 269 444
N 20~29 92 152 31
( eg;) 30~39 432 713 )
Y 40~ 29 48 '
Marital Not married 247 40.8
status Married 351 579
Positi Dealer 515 85.0
ostton Floorperson 91 14.7
Term of ~5 81 13.4
service 5~10 307 50.7 10.00
(£3.46)
(year) 10~15 110 18.2
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Table 3. Descriptive statistics of variables

Variables Mean+SD | Min. | Max. |Skew.| Kurt.
Depression 2.20+.59 1 4 a7 78
Work-related burnout 3.86+.62 1 5 -59 23
Client-related burnout 3.91+.80 1 5 -51 | -26
Emotional labor 3.50+.35 1 4 -84 | 1.10
4.3 B4 ZH AT 2N
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Variables
Client-related burnout

(D Emotional labor
(3 Work-related burnout
r/

***p<.001

(2 Depression

=
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Table 4. Pearson’s correlation matrix

A

| X0l

***)

t/F
79
1.69
3.40%*
.62

(=34

L.
a

3l

XQ
Depression

Mean+SD
2.13+.59

1
2.28+.58

s
2.19+.49
2.21+.62
1.98+.43
2.19+.61
2.20+.56
2.23+.60
2.00+.52
2.16+.49
2.17+.61
2.22+.60

t/F
4.04%*
15.97%**
2.78%*
a>b

1

24H(B=10")1to] ©

=
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Burnout

MeantSD
3.86+.74
4.01+.75
4.02+.72
3.92+.74
3.55+.69
3.94+.75
3.91+.74
3.95+.64
3.53+.65
3.99+.74
4.03+.70
3.87+.76
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Emotional labor

MeantSD
3.35+.34
3.40+31
3.36+.29
3.37+.33

pu

3.39+.40
3.16+.28
3.16+.32
3.52+.34
3.43+39
3.41+30
3.35+.33
3.39+33

Male
Female
20~29*
30~39%a

40~°

Not married
married
Dealer
~5°
5~10°
10~15"

Floorperson
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Position

Marital status
*p<.05, **p<.01, ***p<.0
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VIF
1.15
1.74
1.14
1.50
2.03
1.03

Depression
t
2.310*
2.08*

.59
-.48
1.69

.18

5.5 %%k

.09(.08)
1.99

274 %%

.04
-.02
.09
.01
.26

B

.10

VIF
1.13
1.75
1.14
1.50
2.04
1.03

t
23.427%%%
58
112
-35
2.01%
34
7.63%%%
15(.14)
2.03
19.50%**

Client-related burnout

s

.03
-.07
-.02
1

34

-.02

Burnout

VIF
1.14
1.75
1.13
1.50
2.04
1.00

Floorperson

t
41.004%%*
89
-1.39
2.20%
07
8.56%%*
14(.13)
2.12
14.40%%*

2.52%

Work-related burnout

13
.06
-.07
12
.00
.34

Married, Positon 0:

(Constant)
Gender(F)
Age
Marital status(N)
Position(Dealer)
Term of service
Male, Marital status 0

R’ (Adj. R?)
Durbin-Watson

Emotional labor

71&etel=gA) A18A A2E, 2017
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Independent variables
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Table 6. Regression results for burnout and depression

#p<.05, **p<.01, ***p<.001
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