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Abstract This study examined the relationship between emotional labor, job stress and job performance
for 226 social workers. The main results are as follows. First, the degree of attention to emotion
expression, a sub—concept of emotional labor, had a positive effect on role conflict, a sub—concept of
job stress, and emotional disharmony had a positive effect on role overload and role conflict. Second,
attention level, emotional disharmony, and frequency of emotional labor, which are sub—concepts of
emotional labor, did not have a statistically significant effect on both job performance and
sub—concepts, role conflict, role conflict, and job ambiguity. Third, role overload and role conflict,
which are sub—concepts of job stress, have a statistically significant negative impact on both in—role

performance and out of role performance.

Key Words : Social Welfare, Social worker, Emotional labor, Job stress, Job performance

*This research was supported by Kyungdong University Research Fund, 2020.
*Corresponding Author : Jong—Sook Lee(oxy226@sungkyul.ac.kr)

Received April 1, 2020 Revised May 25, 2020
Accepted June 20, 2020 Published June 28, 2020



002 YAEgHFAT 2184 A6

1. A&
R e ERPE EEE I C B e
A SLE Al ol AlE|EAAe] S5 Hola A

AEALS Q78R BAg7} U HolX]

ojolol e B, v

[e) =, M,

L1
=
0,
2
>
o tot

ols i e Holh,

ALB|EAARE 7]HA o7 gl AEHIET} 8 AL
BA MEA FARRRA, T ojd HFREE 1% AH|
2o 25 AFel7|= stt1], BE oAt et

oF A AF3] Ei A H| 2ol gy
[2], T+ AE3= vh2A] 2l FA
A EFE AFAEd 2zl AlgdT o7, ol x
A7) 8GR FA T W A7HEA] Au| 27t o F g
B3l WIZE AR R A o] Fojub Al ARSI HAIAAY F
ARRRe] Aol F QA a, 1o wWhE A wF] H]F
AA] oA AL gla[1], sEoluf WSk o] thE A
2:20f| nls| AR o] B34 AU AR|AE A
7] wiitel ARle] S &R etA A Kahe
o]} 47} A4 EUXE A5 Ash= Blott
[3—5]. B=gh ARSI A b= AH| 28] tiitite] A5
& & o]FolAH, 1 G REHQ ArLE EA
U Ae Aeol= shv 848 o= dsof ek 4
$7F FF A= 1], SRR o] sh B
=W AT g gskal, ARl e 7 28]y
Azt AMA XX 5 FHTFR she ARBIEAARE 1%
o] el Faeh atoll §luh6]. o2 ek Akl EXA]

[s}
Abe) A AT PREAZA AFEAR

b
off
>
it

BN
o,

1o I
rh
o
=
jut)

Bl

[e)

T o

—_

o AF2EAA[7]E wole a]lo® A-g3lt) o
ATEL PP Fo] AFAEY 2o} 24220 Avigol
AL, AT FEE A QA EFE Ak AR
EY 2k om[8-10], AT Bol= Held ddow
A A, A, A vzt -85 Ael)e ¢
o BaskgicH 11, 12].

3 A s 2RIl = A G AT
As=ET Agste] WS PR ATES BA &
ouf, 2AARS Sto|up 24428t Lok MH|s vk
P AR EA] TR FASWA AR ATE2 2
s 2 ate] WA 1S EE sl 24

TALES AREE et A FxskE A
A gromA 224 ] B84 oAAES TRt
o)A ZAA Tl BAA ek wFka Bkl
1[13, 14], ARE-AEY 2 AA] 229 A Ash) 2
TR Tke] sF{10] 0.7 olojzlttar B uE e}, o]} 7
o] HANFI} HREAEY L JEA = WA v
o] g% Eelal, AlE|EAALE gto R §F At
FAolM= 3] o4 o] v F-53 Aotk
[15].

o2f gt FWM ARBIEAA= AR e] S w714,
Q3] =} AMH AAE Sl el A g A
1=

2% AFoksRs Al EAAe] A} AR

2 g AR dAE e et oy, v A
TES HHEE Aot} A RAALS] R Tkl QlE e
o & e aelehy, & ARIEAA] dEE HS
A Aom AbREA, A7) F AT Aol
Aag AT MHA A FARA ARS|EA|ALE] A5 3}
5 =017 A% thdRl Weto] mEEojoF & Aotk
ofell & AT AEIEAAE o ATt A

sEels W AR WAE TFETORA A1E%A
AL QPA ABEA MISE AFT 5 9l AT

Ae FESe) 875 ArbES Adkstas sk

REERE

21 AN gHeE ) A
g ake] oA

HE 744455 (emotional labor)& 215-¢] =3 3}4

oA 22 o] qrel wet 2ple] S AdEA v

o PEdhs Aqus 199 mEo 2 [4], LS

=

e R AR

)

TARAPZE Aol A A2 AlEshs 2 Sl o]
ox= A B = B 5 dUH16]. s 7]

prow 240 BRE GAe) Slsl] 247




A A A ET AR aE s W AR A 503

Aps|EARte) AalA el A Jee mAE 29
oz, AFEAR} AFEE Alze] ol otedee )
A3, Aulze) &R ALERA B A WAl

o

AGe FEFs nH o2 A oR =7t Zpde] BA
d FAZ s JEs v A= adlolgtar &
A
A y_ﬂ/\}ﬂiﬂl\}% o= 3t Lee?t Yoon[19]
o] Aol A ARSI EA| L] I s o] =0}
AFs AFAREY 2T} STk A0E BalslGlal, Ae
E8A] AR EA S TLE g o = gk Jeong[S]A A
FAAME AL BEAGGF RIS AATHRN I} =
o

I %o

)

o

m

= o

S
DARZZ} A= AR AE

YAE ZolAE= Ao

FAARE] Y

?1*401 s ARAEAAE SopIt How 1

.

o A g@e WA Aol

A ARk AN AR i BT
Pt P Aoz Fdo] Aol e Ao o
A

JFH o2 Fag=rtE <Jn|SH20]. ©]
28k A EA = 229 ;S; A a2 o) a4 9ol

% 98] =A@ s

:oé
1e.

o
i)
1
i

S

M
EN
N
1o
it
o
)
2
411
51

= RESIEEEED
% SR AR, A oAl

A
7
& ERAATE A
9 3}
3l

L)
B
I
[>
2

K
o
=

2 Ff
= 9
A

l
oX,

5
r

bl
rooo

ol

o,

N
QO =

iy
2
i
N
SN
o
o rz
d
=
=3
i)
w
o
=
v
2
o
e
-
=2
>
o
i
~
=

i
O
:
&
=)
i
N
X
lo
i
N

= ke
g
J
Ak
401'
o=
W~
O:
=
+,
)
Y
—n
J|m
ox
offl
il
®
r <
)

o 4ol oo
rob N
=)
I
ki
ojf
2
>
dr 7
a
ox
=)

b o
L
fu)
=
2
o
ol
b

)

I oot ot rlo lo fo
o
z
)

o
—

-
o,
&
~ 2
4z
2
o ox
r 2|
i
[
Aul
%
K
T
=

_-3
o
T
~
P

o 7 3 Lee[23]9] oAl A
AlstaL A ﬂi 7)Ao A
__Llquq zsgio ;d‘j
ZOo=E L}E}Ur Al o] g A
< ol ojgh Byt

A G v

o 3R
.o
oo g

2

2
2

Doox o i
02
o 2
BN
N
kZO o N N
2 d
E 29‘1 Og 0341:
" filo ]‘}[;1 ftlo
O
°c 2 o L
N2
Tl ij_
H:
L

)
i
L
2
R
o
-
ox,
B
2
—1m

Ao o]a]e 4= Utk AN ST FAMAS o
S =2 3 Park¥ Lee[24]9] ArollA= A4 F9)7F
2Tl froleh FS WIAA] E ZoR HIHSl
oh 3 AR EAATTTY S e ® 3 Choigt
Cho[25]¢] AellA] AT ATl Z4
< 1R AoR Hasgit) o|e} o] AR EA] He A

= A5d 7ol wAZE ke A B

|

Me A

N

S
(o] OE
.

oift
o

N

i
%)
(o))
ol
—|—’
r:‘i

K
ko)
L

Ak ARSI EAAY 33
s nje}l 7o) uk 7o} =A< 7}

IR ol ARSI EAAL}
$AH ke A A

2]
ATl v 2 M S

Rui
) g

rr rlo

o of

oX ox m¥ R U
offt I

o
no‘j‘lj Food 1
i
3 ¥
oL
o I
off
=2 rlo
L)
Inf
=
A=
=

e
ol
off
ol
s
O,

7V 2. ARRIEAAE 7

B gL )

i u%

O

2.2 NBIEANE] ARrEwzsh ARATle] T
AR Eg o] BAA gapga] 23] A5l
5 4 Qo 5, 7101 21 BAAE] & ARAE
gﬂ_/_:%. 7 Q%El—_/r_i 7];(]1]. E‘ﬂ' A]a]ﬂ ol =07 9]
3 o] ool AsEw 2 FATte] o}%_i e
ks Zlolu27]. TEAUES e s 3 Kang¥}
Lee[2819] Aol ZrBelot 2Fdtel] 24 o
G2 )= glow L}EM ESEEEY ﬂ—‘?—azaﬂi

N

Park[29] ] Oﬂ?oll*h A ]
27} A vo]| HA odake u] A= Aow

.‘LE“ }\13]/\ ;<4;<4 xl_gjg /}]'QE z}‘
HE AR2Ed s 45747
Ao w HuErh FEY2
Jeond} Cho, Park[31]¢] o1+ A EAE

A aste] 24 JFS M7 Ao Leksith, o))
Azl 7|20, A A AR2E 2T H
A3t} Mg Belo] e Ao Pk old] 2 o

FANE et 2e M AAsg

Leel[30]9] 04:%01]
24 AT} =

FAAES Doz 3

ri
1o

]}\1_1,:_ X]U/\Egﬂ_/_\_



504 HYAEFHFAT A8 A6%

3. AHE

3.1 A5

L ATE AT A7) A ARBEA el A sk
APB BAALE Ol o2 AEZALE AAIEIY A
ARE O REFEHS Soll F 2325 AEAE FAs)
, ATREYe] HolE B B SHEHA
e AEA] 655 A3 226595 HFEA
-g351Qlet 2 A AFE A Wl 9 By E
APHE T 957 (42.0%), 9349 1319(58.0%) 0=

Elutom, s 200 114 (50.4%), 300 80
(35.4%), 40tH 32 (14.2%) 2.2 A=) 5748
& 3 1k 949 (41.6%), 3—5 76™8(33.76%), 519 ©]
2 567 (24.8%) 0.2 ERSTE

L2 03

B Ao ZA=ZS Morris® Feldman[14]¢]

& °T S
o: >
o
>
&b
e
Mo M
oot
i o no
o
oo
ol
)
2
o
o
¢
-
(o rr
N
ME B o o
o o ME I

e}
o
rr
(@2l
o
vk
A
[
Y
k1
—

(5—point likert scale)®
A s agx] grpelA 54 wlg- 2R SHsE

3.2.2 AFXEHX

2 ATl A A 2~E | 2% Jayaratne$t Chess[33]
7} 7staL Jeong[8]o] ARE-EF A AEH 2 H I o
Gt o] = A8 3%Y, AR 3w,
AT 3 T T M G 9o o] FolR
o} 7} E5oll gisliA e 58 BAE H %= (5—point likert
scale) = 14 s8] 28 %] efrbelA 53 ‘wjg- 1ETy
2 SHsIES siolom, A HidTTt =855 AN

rES FF0] FE HOR BIH

3.2.3 A4
H Aol A AFA = Williams ek Anderson[34]
o] 7|dslar, Ryul35]7F ARE-SE A =g o] 8315t} o]

e 98 Ul A9 5wd, 93 9 A 5 5 B
271 319 1022 o]Foxtt zt

= 54 YAE A %=(5—point likert scale)= 17 ‘A&
] eatFelA 54 w9 TR SHEEE Slgle
), A ATt 2575 A5 2 AR

719,

AT o AT S B E A5S st
FAA Q214 (exploratory factor analysis)< 2
AlBkRar, 1 AdEs upgem 14 a9l
(confirmatory factor analysis)S <33} t} &
82084 S 483t A7 (Table 1), A5 4
Bl A KMO=.78, »*=860.84, p<.001% L}eh}
ko] BHAlA gRIAe) Agkek Ao A H T
AFelA =TS AR digt F9
(42.26%), 7AA B=23H(17.77%), FA=S
(13.26%)% FEF o, A T2 M2 73.30%%
ol H I tHKMO=.78, ¥*=860.84, p<.001). °]+¢] 24
o] 71z3ke] F14 Q1A S Fesigict WA 7t
ol Uidh AFwE Auugt) s A
4(GFL, RMSEA) 9} 54 &A+(NFL, IFL, CFDE &
allom, #3752 GFI=.90 ©]4, RMSEA=.10 o|3},
NFI=.90 o]’d, TF1=.90 ©], CFI=.90 o]’doH =37
T S5 o= RISl el igk A3t
AR A3t GFI=.94, RMSEA=.10, NFI=.92,
[F1=.94, CFI=.94% Yeh} RE A3A57) A3 )5S
FEe Ao AT g Ao A5
3t FF7 E A4 (standardized estimate) = .54 ~.94
2R, B B 07 folelinh A dxeS
2 H 7] ¢8te] AE % B4 (reliability analysis)< 4
gt A}, P Edel digh Fo) g 82, 1A
3} 74, AT HWE 742 EA AL
AF2Ed e sl g4 QRS g At
KMO=.76, ¥*=590.14, p<.001& v}eh} 2 # A4 o]
FRlEAnt & AFelA] AF2Edas ATt
(37.69%), A&45(16.25%), AFE54(12.19%) 0.2
FEHAoH, AA FARZES 66.15%= 1Ak
ool Aol 71310 FR1A 8R1EAS SIStk
A2 AuE Av} GFI=.95, RMSEA=.07, NFI=.91,
[F1=.95, CFI=.95% Yeh} BE A7 437Es

FEapleh. AN RIS T EER AT

o oox B AT
MM o oofl o X 1

Z oo

il

o,

A3

AN

i



>
oty
Jz
N
>
o,
o
oxl
t
offt
:;I
»
n
[~
i
o,
[~
el
iy
a
oX,
&
o,
)
X
(@)]
o
(@)]

Table 1. Emotional labor: Exploratory factor analysis

Attention to emotional Emotional Emotional labor
expression disharmony frequency
4. T find it hard to fail to express my feelings while working 91 .13 .02
5. It is difficult to treat a user with a smile .88 21 13
6. I do my best not to express to the user when I feel bad .64 .19 .27
7. I distort my real feelings for the user .33 77 —.02
9. I am confused by the actions I express and my real feelings .09 74 .36
8. When dealing with customers, there is a significant difference between my
real feelings and my feelings 40 7 —10
2. 1 often try to make the user feel warm and friendly .15 -.01 .88
1. I often have to hide my real feelings in order to work well 17 17 .79
eigenvalue 3.80 1.60 1.19
variance% 42.26 17.77 13.26
cumulative% 42.26 60.03 73.30
Table 2. Emotional labor: Confirmatory factor analysis
Est(igl)ate S.E. ¢
4.1 find it hard to fail to express my feelings while working <— Attention to emotional expression .87 17 8.86wx
5. It is difficult to treat a user with a smile < Attention to emotional expression .94 .20 8.4 9%
6. I do my best not to express to the user when I feel bad < Attention to emotional expression .54 - -
7. 1 distort my real feelings for the user <~ Emotional disharmony .76 A1 8,66
9. I am confused by the actions I express and my real feelings <~ Emotional disharmony .62 11 7665
8. When dgaling with customers, there is a significant difference between my real feelings and 79 B _
my feelings <= Emotional disharmony !
2. 1 often try to make the user feel warm and friendly <= Emotional labor frequency .64 22 3.65%x
1. I often have to hide my real feelings in order to work well < Emotional labor frequency .92 - -
w0k p<,001
Table 3. Job stress: Exploratory factor analysis
Excessive role Role conflict Job ambiguity
7. 1 often have challenges that are difficult to handle alone .86 .08 .00
8. My job is too short to finish in my workday .84 13 .20
9. 1 feel burdened with field investigation .70 .32 .13
1. I sometimes get contradictory instructions when I perform a job 18 .82 .16
2. I have to do something different than my thoughts .23 .81 .02
3. {hr:?(l)bhave to carry out assignments without proper support in the performance of 06 69 33
5. I lack the policies and guidelines necessary for my job performance 01 .16 .82
4. T often have to work with ambiguous instructions 11 .10 .78
6. My job is very complicated and often difficult to handle 17 .13 .58
eigenvalue 3.39 1.46 1.09
variance% 37.69 16.25 12.19
cumulative % 37.69 53.95 66.15

(standardized estimate)¥ .50 ~.84= el 25 o= 77, dEAS 76, AERTA 67 EAE T
BAXE Foslith A X =5 AR 7] 98} 25-d ol tisl] EAA QRS 539

) = _F
AF = 524 (reliability analysis)2 =383 A}, A8t KMO=.82, ¥’=716.22, p<.001% YEltar, 2FA9l=
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Table 4. Job stress: Confirmatory factor analysis

Est(igl)ate SE. ¢
7. 1 often have challenges that are difficult to handle alone <— Excessive role .73 12 8.27 sk
8. My job is too short to finish in my workday < Excessive role .84 .15 8.06%#x
9. I feel burdened with field investigation <— Excessive role .62 - -
1. I sometimes get contradictory instructions when I perform a job <= Role conflict .82 .14 8.5 sk
2. 1 have to do something different than my thoughts <= Role conflict 71 14 8.13##x
3. I may havg to carry out assignments without proper support in the performance of the job < 63 _ _

Role conflict '
5. T lack the policies and guidelines necessary for my job performance <— Job ambiguity .50 23 5.99sx
4. T often have to work with ambiguous instructions <— Job ambiguity 77 .23 5.7 6%k
6. My job is very complicated and often difficult to handle <= Job ambiguity .69 - -
sk p<.001
Table 5. Job performance: Exploratory factor analysis
In—role Out of role
performance performance

5. When I work in a social welfare facility, I have no neglect of the duties to be performed .76 .20
4. When I work in a social care facility, I comply with the official requirements imposed by the office 74 17
3. When I work in a social welfare facility, I tend to do what the organization expects 72 .03
2. When I Work in a Social Welfare Facility I Fulfill My Occupational Responsibilities .70 .15
1. When I work in a social care facility, I do my work properly .60 .25
9. When I work in a social welfare facility, I act to encourage my colleagues .16 .84
7. When I work at a social welfare facility, I look for ways to improve my work .06 .79
8. When I work in a social welfare facility I make constructive suggestions for the organization .20 .78
eigenvalue 3.93 1.51
variance% 39.38 15.10
cumulative % 39.38 54.48

A3t ) AJ7H(39.38%), A 9] JTH15.10%) = F25]
Qo AA FAHHEL 544892 FAF Y] o]

Asfo] 71z310] 21 LRAS Sl
& AaE A3, GFI=.93, RMSEA=.09, NFI=.90,

IFI=.93 CFI=.93% W—EP% E’_E A7} AL
Sakck AN B Y SR
(standardlzed estimate)+ .52 ~.832. % YE}y L,
S B0 R Aol U GRS 4] 49l
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Table 6. Job performance: Confirmatory factor analysis

Estimate
®) S.E. t
5. When I work in a social welfare facility, I have no neglect of the duties to be performed < 79 93 6.9 45
In—role performance
4. When I work in a social care facility, I comply with the official requirements imposed by the
. .78 .22 6.9358x
office <= In—role performance
3. When I work in a social welfare facility, I tend to do what the organization expects <— In—role 59 18 6,345
performance
2. When I Work in a Social Welfare Facility I Fulfill My Occupational Responsibilities <= In—role 59 16 6,64k
performance ’ ’ ’
1. When I work in a social care facility, I do my work properly <= In—role performance .52 - -
9. When I work in a social welfare facility, I act to encourage my colleagues <— Out of role 83 17 8. ATk
performance
7. When I work at a social welfare facility, I look for ways to improve my work <— Out of role 65 15 8.1 s
performance
8. When I work in a social welfare facility I make constructive suggestions for the organization 69 _ _
< QOut of role performance ’
#=xx p<,001
Table 7. Correlation analysis
1 2 3 4 5 6 7
Attention to emotional expression 1
Emotional disharmony A49%x 1
Emotional labor frequency \32%x 25%x 1
Excessive role .10 21k .04 1
Role conflict .26k 25 .04 RVAS 1
Job ambiguity 11 .09 .06 2T .39 1
In—role performance —.06 —.13% .01 —.43%x —.39%x —.36%x 1
Out of role performance -.12 —.16% —.05 —. 405 —. 31 —.14x 37#%
* p<.05 =+ p<.01
4.2 BA2EA HEW, ZAAAEH e 7o Bree 9T f A3
— 3 — =]
ALB| B Afe] 7y E 1) ggéggﬂi W Amyy (567, p>05), A3} 9] AaHt=—16, p>.05), 74 -
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9]3&7:” ’g}-ﬁiﬂﬁ&fﬂ _j'%/\E]}\]—O—]_oﬂ '72 J—Q’w_ ﬁELH 0“4'(t -6,D -05);—1‘294 OJJ'
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PN
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Table 8. Path analysis

Estimate(R) S.E. t
Attention to emotional expression — Excessive role .02 .06 .28
Attention to emotional expression — Role conflict 21 .06 2.79%%
Attention to emotional expression — Job ambiguity .08 .05 1.03
Emotional disharmony — Excessive role .23 .06 3.16%x
H1 Emotional disharmony — Role conflict .16 .06 2.28%
Emotional disharmony — Job ambiguity .04 .05 .55
Emotional labor frequency — Excessive role 11 .04 1.68
Emotional labor frequency — Role conflict .06 .04 .94
Emotional labor frequency — Job ambiguity .03 .03 A5
Attention to emotional expression — In—role performance —.04 .05 —.67
Attention to emotional expression — Out of role performance -.01 .06 -.16
Emotional disharmony — In—role performance —.03 .04 —.46
H2
Emotional disharmony — Out of role performance -.03 .06 —.48
Emotional labor frequency — In—role performance .01 .03 .30
Emotional labor frequency — Out of role performance —.04 .04 —.74
Excessive role — In—role performance -.29 .05 —.4.52%%%
Excessive role — Out of role performance -.33 .07 —4,99kxk
3 Role conflict = In—role performance -.19 .05 —2.89%x
' Role conflict — Out of role performance —.16 .07 —2.38%
Job ambiguity — In—role performance -.21 .06 —3.33%%%
Job ambiguity — Out of role performance —.02 .08 —.33
* p<.05 #x p<.01 =xx p<.001
Job stress
Excessive Role Job
role conflict ambiguity
Attention to In-role
emotional expression performance
- e
3 &
<] o
o . [}
g Emotional =
D disharmony g
5 5
o 2
T [1+]
Emotional labor Qut of role
frequency performance

RMR=.03, GFI=.97, NFI=.91,IFI=.92, CFI=.91
*p<.05 ** p<.01 *#** p<.001

Fig. 1. Path analysis results
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