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Abstract

Recently, social welfare officers are suffering from a lot of job stress due to increasing work and are
carrying out emotional labor. This study assessed the effect of emotional labor on the quality of welfare
service through a questionnaire survey on 937 civil servants in Sejong city and Chungcheongnam—do
provinces. First, social welfare officers experienced more than average level of emotional labor, and
they performed more internal behavior than surface behavior. Second, the services provided by the
social welfare officers were higher than usual, followed by tangibility, assurance, reliability, empathy,
and responsiveness. Third, deeping acting had a positive (+) influence on service quality among the
sub-factors of emotional labor. In other words, the quality of service increases as the emotional state
itself changes, On the other hand, deeping acting did not affect service quality. In the future, policy
responses to excessive work burden of social welfare officers should be needed and a manual for
responding to emotional labor should be provided.
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