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Emotional Labor between Service Job vs. Non-Service Job and Effect
of Emotional Labor on Depression and quality of Life
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Abstract Emotional labor is the process of regulating feelings or emotions and expressing them in the way that fulfill
job requirement. There have been many studies about characteristics or related variables of service workers’ emotional
labor, but are few studies comparing emotional labor between service workers and non-service workers. Therefore we
are to examine the differences of emotional labor among the different types of workers. And as depression and
lowered quality of life are well known negative consequences of emotional labor, we also intend to study the
relationship between depression, quality of life, and emotional labor. Data were collected from 125 sales workers, and
186 cyber university full time students. And as to assure the student participants to be non-service workers, we limited
the participant job as administrator, soldier or housewife. To compare differences of groups, one-way ANOVA was
performed with Fisher’s LSD as post hoc comparison. On overload in customer reception, service workers showed
significantly higher scores, and on demand of emotional regulation/emotional dissonance/depression, both service
workers and housewives showed significantly higher scores. Also analysis of multiple regression was performed, and
the result showed that, emotional dissonance increased depression but decreased quality of life, while support/care
increased quality of life, but decreased depression. With the result, implications and limitations of this study were
discussed.
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Table 1. Demographic characteristics of the respondents

Non-Service
Group Service
Admin. Soldier | Housewf

Female 124 20 13 53

Sex
Male 0 15 85 0
Under 20s 27 1 50 3
30s 42 16 34 14

Age
40s 39 7 13 28
Over 50s 15 11 1 8
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Table 3. Analysis of Variance & post-hoc comparison AR AA AHHR)S 1882 )3 F:50]
Variables F post-hoc comparison E}‘ F=12.743 ;‘L‘_‘?i}% ]THZHT(B) EL H]‘{:_‘T—i} _]
=0
Demand . Seivice, Housewf THZHT(‘B) - }-EH Table 4oﬂ ] ]o]— E}‘
. . 4.16 .
emotion regulation >Soldier
Overload in Service > Table 4. The effects of emotional labor variables on
customer 12.18 Admin, Housewf., .
. . depression.
Emotional reception Soldier -
labor Emotional 10,44 Service, Housewf, > Variables B Error B ! p value
dissonance ’ Admin, Soldier constant 2.872 3.143 914 362
Under . Housewf > Service, 1 174 180 061 969 333
illance 589 Soldier > Admin
survel 2 -279 223 | -090 | -1249 | 213
Support and care 1.52 3 757 137 424 | 5527 .000
Beck Depression Inventory 1872 Ser\[/i(cie > HSOlﬁhe»Wf > 4 -.146 225 -.043 -.649 517
i, Sodier 5 -312 096 | -179 | -3262 | 001
. . . . ax Soldier, Admin >
Satisfaction with Life Scale 19.68 Housewf > Service 1.Demand emotion regulation, 2.Overload in customer reception,
3.Emotional dissonance 4.Under surveillance, 5. With support and
“p<01 "p<.001 care
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Table 5. The effects of emotional labor variables on
quality of life.

Variables B Error B t p value
constant 17.848 1.684 10.596 .000
1 -113 .096 -.073 -1.173 242
2 -110 120 -.065 -916 361
3 -331 .073 -.341 -4.509 .000
4 .166 120 .091 1.381 168
5 .238 .051 250 4.640 .000

1.Demand emotion regulation, 2.Overload in customer reception,
3.Emotional dissonance 4.Under surveillance, 5. With support and
care
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