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<Abstract>

Objectives: This study was designed to determine the relationship among emotional labor, perceived
organizational support, and job attitude in public health centers. Results: First, emotional dissonance
had no effect on perceived organizational support. However, emotional endeavor had a positive effect
on perceived organizational support. Second, perceived organizational support had a significant effect on
job attitude. Third, emotional labor had no effect on job satisfaction, but emotional labor had a positive
effect on job commitment. Fourth, perceived organizational support had a full mediating effect on the
relationship between emotional labor and job attitude. The implications of this study are as follows.
Conclusions: Higher emotional labor leads to lower job satisfaction and job commitment in public
officials, thereby affecting job attitude. Accordingly, various systematic methods, such as flexible
working hours and personnel policy, need to be implemented to alleviate the negative effects of

emotional labor.
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Effects of Emotional Labor and Perceived Organizational Support
on the Job Attitude of Public Health Workers
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Effects of Emotional Labor and Perceived Organizational Support
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<Table 1> Demographic characteristics of the participants n=497

Variables Categories Frequency %

Men 66 13.3

Gander Women 431 86.7

Single 120 241

Marriage Married 372 74.8

Divorced and/or widowed 5 1.0

20’s 60 121

30’s 162 32.6

Age 40's 158 31.8

More than 50’s 116 23.3

No answer 1 2

Less than 5 years 176 354

6-10 years 98 19.7

11 ~ 15 years 40 8.0

) 16 ~ 20 years 40 8.0

Employment History 21 ~ 25 years 67 13.5

26-30 years 47 9.5

More than 31 years 12 2.4

No answer 17 3.4

High School 16 3.2

) College 181 36.4

Level of Education University 259 5 1

Graduate School 41 8.2

5 rank 2 4

6 rank 104 20.9

7 rank 139 28.0

Position 8 rank 79 15.9

9 rank 35 7.0

Contract Worker 57 1.5

A permanent 62 12.5

The others 19 3.8

Medical Doctor 1 2

Nurse 199 40.0

Profession Health Specialist 106 21.3

Medical Technician Officer 98 19.7

The others 93 18.7

Health Promotion 136 27.4

Community Health 87 17.5

Health Visiting 32 6.4

) Mental Health 12 2.4
Field ‘

Infection Control 64 12.9

Medical Treatment Business 42 8.5

Preventive Health 48 9.7

Public Health 76 15.3

Total 100
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<Table 2> Loading of item measurement and composite reliability(CR) and average variance extracted(AVE)

Variables Comp CR  AVE
onent
Emotional Dissonance .880  .381 .808
| disguise my feelings when | met with civil servants. .806
| also show my feelings by camouflage when | work with civil servants. .843
| sometimes pretent to express the right feelings for my job. .829
| act in a different way than | really feel. 710
| sometimes pretend otherwise to handle civil affairs in the proper way. 715
| used to express emotions that do not actually feel. 724
| have to hide my true feelings when | meet with civil servants. 630
Emotional Endeavor .858 .351 .809
‘.U.y to change my true feelings to accord with the feelings | have to express to the 629
civil servants. ’
When dealing with av Ciyil servant, | try to make my own feelings that represent the 531
image that our organization wants.
| often think of pleasant things when | prepare for work. 604
When | cooperate with civil servants, | push myself to feel what | really feel. .789
When | prepare myself for work, | tell myself that | will have a good day. 656
} try to aptually experience the feelings that | have to show to civil servants when | 795
interact with them.
| try hard to bring in emotions that need to be shown to civil servants. .789
When | reveal emotions that | do not really feel, | have to focus on my actions. .682
Perceived Organizational Support 670 495 776
The manager of our organization pays little attention to me. 646
Even if | d?d thelbest | could do, the manager of our organization would not pay 700
much attention to it.
The manager of our organization cares about the satisfaction of my work. .758
The manager of our organization is really concerned about my welfare. .825
The manager of our organization is very concerned about my goals and values. .834
The manager of our organization cares about my opinion. .854
The manager of our organization is proud of my achievements in work. .849
The manager of our organization is committed to helping me maximize my ability to 839
perform my work.
It is possible to get help from the manager of our organization when | run into 753
troubles.
Job Satisfaction .883 613 .888
| feel rewarded for my duties. .836
| would not mind taking over my current duties again next time. .826
| think | can fully demonstrate my ability in my job. 799
| think | am learning a lot through my work and it helps me develop myself. .826
| think | am fit for the job | do. .812
Job Commitment .821 371 745
I will gladly accept whatever tasks | may be given to continue working at the health 654
center.
| do not have any attachment to the health center | work for. 655
| am proud to say that | work for health centers. 779
| think my health center is the best place | can work. 726
| think the problem at the health center is my problem. 662
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<Table 3> Path analysis results

Hypothesis Route S(E,ig?f?cr%rzss SE CR p Result
1-1 ED — POS 0.089 0.041 1.833 0.067 Reject
1-2 EE — POS -0.328 0.066 =5.784xxx 0.000 Choice

2 POS — JS -0.176 0.054 —3.273xx 0.001 Choice
3 POS — JC -0.434 0.056 —7.607%*x 0.000 Choice
4-1 ED — S -0.069 0.043 -1.346 0.178 Reject
4-2 EE — JS -0.018 0.063 -0.327 0.744 Reject
5-1 ED — JC -0.179 0.037 —3.883x*x 0.000 Choice
5-2 EE — JC 0.300 0.062 5.490%** 0.000 Choice

+_ ED: Emotional Dissonance, EE: Emotional Endeavor, POS: Perceived Organizational Support, JS: Job Satisfaction, JC:
Job Commitment, CR: Composite Reliability, SE: Standardized Error

T. X2=044.395, d.f: 494, p: 0.000, CMIN/DF: 1.912, Root Mean Square Residual(RMR): 0.083, Root Mean Square of
Approximation(RMSEA): 0.043, Goodness-of—fit Index(GFl): 0.898, Adjusted Goodness of Fit Index(AGFI): 0.877, Normed
Fit Index(NFI): 0.907, Comparative Fit Index(CFl): 0.953

T *x P<0.05, #*x: P<0.001

<Table 4> Mediator variable of indirect, direct, total effects

Variable Indirect Effects Direct Effects Total Effects
EE ED POS EE ED POS EE ED POS
POS . . . 0.004 0.022 . 0.004 0.022
JC 0.004 0.021 . 0.004 0.004 0.004 0.004 0.004 0.004
JS 0.007 0.026 . 0.778 0.201 0.007 0.510 0.1 0.007

T. % p<0.05, **: p<0.01, ***: p<0.001
T. ED: Emotional Dissonance, EE: Emotional Endeavor, POS: Perceived Organizational Support, JS: Job Satisfaction, JC:
Job Commitment.
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