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Emotional labor is the effort that you exert to separate yourself from a situation
in order to get your work done. It refers to the process by which workers are
expected to manage their feelings in accordance with organizationally defined rules
and guidelines. The purpose of this study was to present a conceptualization of public
servants' emotional labor, and to examine the process and consequences of emotional
labor in public service. This study reviews theory and research on emotional labor
with a particular focus on its contributions to specific understandings of public
servants and public services agencies. The main findings of this study are
summarized as below. First, emotional labor of public servants really exist. Second,
emotional labor has positive impact on their job—stress and emotional exhaustion.
Third, emotional labor and its consequences have casual relationship in public service.
In summary, the empirical result shows that the type of emotional labor depends
on the type of consequences. Based on these results, valuable implications and
strategies would be generated in order to reduce the negative effects of emotional

labor in public sector.

[J Keywords: local community services, emotional labor, process, consequences,
casual relationship
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2 olxjolt}t, oY), JFAIT| Azl TS o] X2 g okt gt 1 AL

Ao xpale] 7 e oF Wstel] gt d &S vl sfokt s, AL B2

w55 51 vheE AL 9n|gth(Slitera et, al, 2010). Aol Al ARG <kalel 7]
o [}

71 $leiA A= B olv AAA RS et e AL dejer 4
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WA e AR A el i AR A e 22e] gt ueh AR = 840

=
Ao o= Y= oA ok sheAl, owd Feoz mddoF sh=Aol
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B9 70w 93] T YRS 22 AZale HYolt). g vl B4 ot
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4 P Ede] 87HE 4%, P44 dPERe] 87HE 4%, 193 FUH FRED
o] 97 = Aoz FEE%(Hochschild, 1983: Al 7334211, 2000). o] # g
el g egel AL et vl Uehdth o B SR, ojyie] Aulad
FAE O 2Aon R o} 278 Bt &N LE FHA AL EFAES 47
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F=t}(Hochschild. 19835 Sutton & Rafaeli, 1988; Van Maanen & Kunda,

1989). ¥wHH AHAFAIAL FoA dote we5Ate AFASAA F2 AP0l F, &8

T ¥4 A& &I EE Z|dElth(Sutton, 1991). YAt ZESAMER 1ol oA}
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WA 584 23 34 52 THA A3 43 18AY (exchange) & &3l 271
o2 o] dyntE AdstHA, AT sl = 74 Aok (false self) & H| 24 A
st ¥th(Guy, Newman & Mastracci, 2008; Martocchio, Liao & Joshi, 2010).
a8 BEE e 7”{44 1’/]rha— 7”3% FfoF ot A%, A £ARH Alole] Hg
o, 7|EA T Ed Wﬂd xd
A

?31 Al weh hFsihAl TR
%_ Al &S0t} 7]E =2dlA
2 FYste A =FY ﬁﬂr % T2 2424 23 (emotional

A
burnout)/] ‘3”3 ZH’—Z:EH]Z:(Job stress)9 &7F, AFRHE(job satisfaction)] 74

(1) Z38=™ =¥l (emotional burnout)| gt

=

g A8 A oUA 7y 1z, xlEouels Ao R, JHl
b 2Ef 2ot BRI HA 3 Uepdth dubd o g g A gl
1‘—““ 7401‘4(‘/}511% ukla=-A7d4, 2005:
2 } = Fela, 7| & 4] gl
ofo]SollAl 3}EelE 7= Gt < "ekEA shaL 7P g sEel 9
AR5 HolF ol & 7=, 2, AlelA 5‘—?}5 }/‘]94 A = AU = S
ot AT R Qe 8-S FAR FHRIAR aiu e ZIAATE Eo1A
ZE ot BoRe $oWA wgE A Ho WA= 7PA$-&F(masked
depression), U7} o] & A 22 o] sk (depersonalized), #Zt(hallucinations) = &
THAHFA 9], 2002). AAle] ruA] o] AEA detths 2] BlsHE StAY, A7) EFAle

A E e A el 72 W Ushde A48 4 gx19 5o, A B A E4
(alexithymina) %ejol] o|27|% SoH(HWF, 2006). 3= A4le] d5d & &

X3l Jehe 4%9 &34 (a sickness caused by pent-up anger)ol] AlgE|Al €tk
(Brotheridge & Grandey, 2002: Kiffin-Petersen et. al, 2011).
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(2) EAEFH A(job stress)o Z7t

—d
[>
|m
kv
[>
1o
o
—{o

A 2474 83 @) Bol oA E g A%d Melolt)
A s 2Ed 2 2%l (stressor) o Avle & Attt 225, obfe] Ae A E
A eF o2 Qg 2Ef 27t ePFt SHsHA ol g Adstyle T Aol
oln] ofe] Mu| 24 FEoA o] FALY] AFAEH 2o AHA dF nA

= F4E o dF=d el A7IEJA (Brotheridge & Grandey, 2002: Meier,

Mastracci & Wilson, 2006: 23849, 2012; FA%1, 2012). A== 7= AF
2EH 20 542 458 244, 70l =a, A Aol iRl f Aol Hes
Earas 43]7}'”*4(8611" management)©| RTHE Aot} = dubAQl AP AEFYA H
o e3ld AZIIA ot wa, AA A AA F2 o] o] FoAA WA YFoll= A7 He
U BAZE FEO] RQI(AF )9 EES U Eh(HA=E, 2009). 18y SldA=
obd o7l Tk A7t vRsky] wEel 3 o] Aol LA A FAAAA = Bl 6

A

Ae&d F dSAE MG RO ol vt Ay FFLLS A HHA 447
Aol EAJo] Wol th27] wfFo|tt. thekel AH| 2 2h9le] fio] wE A e FFET
1 Q7Y AtolE IWrEATIA = Retthe dAE 3 E} a8y 7|E AN BE A
=50 ?‘—‘.%éEﬂﬂ g‘r Aol tﬁ% E—Dé%hﬂ_i o|Z A¥A WFE HrldE ZA7}

(3) R 2O0LE(job satisfaction)2| ZEA

AFHEE A w527t ALl e 2 el gt 71 24%] 7| # Qg on|st=t], o]v|
AArzEY 22 Fole] Be AFox] A4 HyR TR ol e "HEe 714,
A, 8 59 7ol whet A AR 22 A FE digh HrlellA AojR]= AAAQ1 wEE
E oujgtth (a9, 2005 FHE-A¥A, 2006). 2 w=wo] AFUE| nXE g vl
4 (H) EdE F84 () =271 Bth(Grandey & Diamond, 2010). & =52 ¥HE2
ZAFAALES AT E A7 vEaL, A5 A of|A AH| 0] Aoy AR stetsiAl
€= thal SHh(Brief & Weiss, 2002: 379, 2005). 23245
AT AT thFe AR dubAQl dglos TAsks A FNEEThe a OE 2234
Moz Agdg. = o =7, oA, %, BelTA, 954, 25, F59 AL
Z29] 1Y, kel £917] Toll G vhe Ao dRby AR A o] At
ot} A wEo g Qg ARukEe] 7ih ZRoj&o] ol AL = 0|44 ApLoA o
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52,
2010;

o

13,

u

=
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2. ZAHEAIRE RI=

Feluel A9 dA PP AT ATE fall 7€ dllele] A s SHA
TEREH B 2 NS T F e HHES vt 2] FasiiitH(Mastraced,
Newman & Guy, 2006: Guy, Newman & Mastracci, 2008; Martocchio, Liao &
Joshi, 2010; Grandey & Diamond, 2010; Slitera et, al, 2010; Kiffin—Petersen et.
al, 2011). WA 223 FEARE AxollA 2 thde] AEE AL, P9 A=
Z1Z2AA A = AP EA}EH” FH71HE Ao dugAv|gew AN LY F
AR AFsiion, ofeld ©eixge] AR (BEA/ATH), 2B (aHA), B
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A EAE Ao QAT AFle] Aol ol A3 glo] tEIAE, WeARIt Be A
SFANDIAFE TG Av) BRo] hselr] wEeldlTt )
J

HlwA QI 7F B2 A9 ME3} A= 678 FAA (A, A, o

p4 11— :T—Lv
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Brotheridge & Lee(2002)9 =4 2E, Glomb & Tews(2004)¢] 7
A = (the Discrete Emotions Emotional Labor Scale: DEELS) S°olitt. AA
AE AEAE AFEATH 54 AYe F 302d o= FAHARS. 7 Hriaked
A EE EA% 23 Cronbach’s Alpha#te] 25 0.705 HaL 3lo] =9 4% F

T g9 B Aoz & S gD

5 ZAMAIE & ] Thegst HA9] 37U U s B 7|E A eE AolAle] tiIAMH] A
A G 7P fARe RES A2 gk O Ay I NIhgFE O oM T P Be
TR &3 72X DA (K- ) D 2 T8 Rddw FA7E A olgg uRl
& o} FF RN I F o] o] gFro] 7h= ol e AFTAY] A A Tl tigk
ARiglol| = A~k gt efnlolr| gt}
s A 93 35U 548 o3 ZTH(IN=608). J7F5AE JdZ = oJ4do] 4047
(66.4%), 27d°] 2048 (33.6%) 2.2 ojido] FART B Aoz Yelgter AxdEa= 307t
2847 (46.7%) o2 Ea, 40t 2427 (39.8%), 50t ] 68 (11.2%), 20th 14™8(2.3%)2] &2
2 Uehuth, e Ee 494 giga %o] 4527 (74.3%), 2134 g 0] 869 (14.1%), g4
Z]o] 52 (8.6%), 158w = o|sl7}t 18%(3.0%) T2 Jelyitt 3378 fadas dukegy
o] FAMEATL 1759(28.8%), T3] 1027 (16.8%) 01 x, 742347 (7424 /A+)) o] 9678
(15.8%) a7 (&) o] 687 (11.2%) B (H4)0] 47TH(7.7%), BRI (BAH) o] 43
B(7.1%), 2533 (5H)0] 417%(6.7%), APEIH (5714)0] 367 (5.9%) T2 e
7) QFEAA EAL TPHS(dummy variable) & ARS8, YA W Skrte] 82 23 (subjective
measure) X 24] Likert-type 53 HEE o] &3] SH AT AEAE SHAE Fel|n AF=E

[=2]
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45
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a4 AMOS18.0 3714
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1.00
A48*F
.35™
41

A42%F

A

4

43%F
- 47

2.98
3.57
3.35
3.41
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Az ATRYY A4S BA3 A3 x2=145, pa=0.000, GFI=0.775, AGFI=
0.332, NFI=0.780, RMR=0.07 522 Yelstt, 18137} 22 J7pr)Eol oA st
o] BES Hrlsla, JlolAlgel dEgte] WEAYA] grol AR 7]zt olA o}y A3ty
= 2] F3 Zo® Yepgth frelghEd osiA AFRES BT Akmd] Afsithe 7S
et 27, A 2 ol AR o] Z1A4E Y a1 R HE: A7 RS EUR

S 2] 93 whgor AT dN AAVFAS YeERlE £ A4 (modification
indices) & o] &3l9th. FH oA o] g H A}, Z47he] A 5o x2=7.863, pit
=0.038, GF1=0.991, AGFI=0.795, NFI=0.983, RMR=0.007 522 Y%t} H%
AFEol| vle|A S Rg o] Hekx| 47t Auba o 2 ey wj o YRS HEH <
ARz AAEAT (28 2)E SAZRaM o8 AF FHE P EE S AEA TSk
A% 295 YERda gith9)

g 2> 28es X 2010 Ok

[H8e32 #ell —— (#3359 2] — (H3=32 21

_9g5**

Z) #xx: p<0.001, *# p<0.01

4 AE e 90, B, Avkel 240 e DY shie ANPRE B
% ISIEh. Aol B A0 ue} g o] Ao -ATehs 2349 AT

9 o] FYAFE ARAQl Rye] Aw NS YERl] 913 Ao ASHA] e hdite] BAE
FAJs, & Flolrkse] A deE et iy o33 A Re] AR WhEA] o] 2202 Y
sk ASolgtk Abge] Zhsstth (=3, 20100 AASF, 2010: o8- UAE, 2011).
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