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Abstract The purpose of this study is not only to explore the effects of emotional labor on job stress
but also to investigate the moderating effects of grit and social support between emotional labor and
job stress. A survey was conducted for 804 call center counselors in Daegu, Daejeon and Suwon to
figure out research questions, and the collected data were analyzed with SPSS 25.0. The results of the
data analysis are as follows. First, emotional labor of customer counselors was found to have a
positive effect on job stress. Second, in the relationship between emotional labor and job stress of
customer counselors, grit showed different results according to sub-factors. The higher the
Perseverance of Effort, the higher the job stress, and the higher the Consistency of Interest, the lower
the job stress. Third, in the relationship between emotional labor and job stress of customer
counselors, supervisor support of social support had a moderating effect, while peer support had no
moderating effect. It shows that in order to prevent job stress of customer counselors, who have a
high intensity of emotional labor, it is necessary to intervene to help them develop a positive
perception of themselves through non-cognitive factors such as grit and the support provided by a
trusted target. In addition, appropriate intervention methods and educational environment should be
supported.
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Fig. 1. Research Model
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Table 1. Reliability and validity analysis of research variables

Variables

Factor

Item 1

2 3 4 5 6

QEA1

772

QEA2

.864

Emotional Labor QEA3

.738

QEA4

.664

QEAb5

.656

QPS1 .793

QPS2 .860

Job

Stress QPS3 742

QPS4 .749

QPSb .706

QlC1

.758

Qlc2

773

Perseverance of Effort oIc3

.752

QIC4

.763

Grit QCET

.662

QCE2

.691

Consistency of Interest QCE3

.869

QCE4

.870

QSS1

.923

QSS2

.933

Supervisor Support 0553

910

Social QSs4

.897

Support QPS1

.851

QPS2

.889

Peer Support OPS

918

QPS4

.863

Eigen value 6.255

4.016 2.975 2.232 1.607 1.315

Dispersion ratio 24.0

156.4 114 8.6 6.2 5.0

Cumulative variance ratio 24.0

39.5 50.900 59.5 65.7 70.7

Cronbach's & 0.869

0.949 .926 0.816 0.789 0.792
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Table 2. Correlation between measurement variables

variables 1 2 3 4 5 6
1. Emotional Labor - 703" -336" 423" -.107" -.230"
2.Job Stress - -.308" 409™ -.168" -.242"
3. Perseverance of Effort - -842" 078" 157"
4. Consistency of Interest - -075" -207"
5. Supervisor  Support - 329"
6. Peer Support 1
M 3.21 3.32 3.69 2.82 3.46 3.75
SD 94 .98 72 .85 1.07 1.00
"p (.05 " p(.01.
FAeFE TR HAAAY wHA%(=-33)
T ZHFA(r=.42), AHEA 2L 5191 e 19l At 45 LRSI} RSAEHA AN J2oxEE
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Table 3. Effect of emotional labor on job stress

Variables B SE Vi t F R?
(constant) 1.919 347 5532
i 10.400 .060
Emotioral | 3e3 | 119 | 266 | 3225°
Labor

"p .05 " p .01

Table 4. The result of verification of the

J3l0] W JRAE L] PAE ZHE=A]
ol 28 sl AASA. WA
FLREHAS] PARNA mHA & 21

A7+ FE Avke Table 491 2tk 84 A3t 29 1

oA st mAEE FYstole W A E(R)0l

500012124, BF 204 AT, kAL, 147

Bt X&) g FUSE o 29

(R)e] 50322 .003WHF S718HoH, .059] frofs

FoA BARCR Fofstlt ole AP eeT AT

2EH A9 #A= I39] kx| s =€

= A< vttt
o R gt AFAE A0 A CIH |

FA9 ZHAIE 43 82 Table 59 2t &

A 9 1904 BT FrRAE FASlE

o Ag(R)] 49601901, BF 2014 e,

FURAl, BT FuRAS] eA8de st

< o AE(R)0] 50002 004%HF S7HHL

. 059 FooA BAHLE RSl o=

M AR 20 WA= 2319 FulfA

o) xddrke AL vt

oy H 32 o

1o

moderating effect of perseverance of effort

model B SD Vi t 0 R? mo‘;'ﬁ'ed F

(constant) 3.317 .024 135.624 .000

1 Emotional Labor .663 .026 .676 25.504 .000 .500 499 401.219
Perseverance of Effort -.079 .026 -.081 -3.051 .002
(constant) 3.331 .025 131.333 .000
Emotional Labor .659 .026 672 25.319 .000

2 Perseverance of Effort -.083 026 —085 | -3206 | 001 503 | 501 | 269.919
Emotional Labor x Perseverance of Effort 042 021 051 2.039 042

Dependent variables: Job stress
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Table 5. The result of verification of the moderating effect of consistency of interest

model B D 5 ¢ o R mo‘gfed F
(constant) 3.317 .025 135.006 .000
1 Emotional Labor .689 .025 .703 28.027 .000 496 495 393.92
Consistency of Interest 034 .025 .035 1.389 165
(constant) 3.317 024 135.435 .000
) Emotional Labor 679 .0256 .693 27.377 .000 500 498 266.417
Consistency of Interest .027 .025 .028 1.105 269
Emotional Labor x Consistency of Interest| -.057 .023 -.064 -2.500 013
Dependent variables: Job stress
Table 6. The result of verification of the moderating effect of Supervisor Support
model B D 5 ¢ o R? mo‘gfed F
(constant) 3.317 .024 136.035 .000
1 Emotional Labor 679 .025 .693 27.684 .000 .503 .502 406.081
Supervisor Support -.093 .025 -.094 -3.771 .000
(constant) 3.324 .024 136.036 .000
) Emotional Labor 677 .024 .691 27.675 .000 507 506 974643
Supervisor Support -.093 024 -.095 -3.811 .000
Emotional Labor x Supervisor Support .059 .023 .063 2519 012
Dependent variables: Job stress
Table 7. The result of verification of the moderating
effect of Peer Support
model B D 5 ¢ o R? mo‘gfed F
(constant) 3.317 .024 135.752 .000
1 Emotional Labor .670 .025 .684 26.678 .000 .501 .500 402.731
Peer Support -.083 .025 -.084 -3.292 .001
(constant) 3.323 .025 132.823 .000
) Emotional Labor .669 .0256 .683 26.593 .000 500 500 268.915
Peer Support -.088 .026 -.090 -3.433 .001
Emotional Labor x Peer Support .025 .023 .027 1.068 .286

Dependent variables: Job stress
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