A 27 53

5+3] A w23 mM25 2022 062

DOI: 10.15706/jksms.2022.23.2.002

O
>

-

N

The Effect of Two Types of Call Center Consultant'
Emotional Labor on Job Burnout: Focusing on the
Multi—mediating effect of

Emotional Intelligence and Social Support

Ahn, Jae In(First Author)

Graduate School of Business, Sogang University (Master)

Kim, Mi Ri(Corresponding Author)

College of Business, Sogang University (Lecturer)

Kim, Kil Sun(Co Author)

College of Business, Sogang University (Professor)

R R QLA|Ole] 20209 AALSS) wE CAUAE FEAe] 3AwE Faue] 4y
A2 PHE G BAAS D A ARG FHOE 9 ARE W] A2
& A



M
=
o
>
n
>
1o
N
oz
H'
ofn
P
02
o
>
o
pal
_|
B
>
=)
=
>
rir
02
9.'.
N
%
5
or
o

% AtEH RIX|9 o

ofy
o
N
ol
151
iy
ofy
i
lo
Hu

Abstract

The purpose of this study is to investigate the mediating effects of emotional
intelligence and social support on the relationship between emotional labor and
job burnout. Emotional labor was divided into surface acting and deep acting, and
job burnout into emotional exhaustion, depersonalization, and reduced personal
accomplishment. Also, emotional intelligence was examined in its facets of
self—emotion appraisal, others' emotion appraisal, use of emotion, and regulation
of emotion, and social support in its components of supervisor support, peer
support, organizational support, family support, and community support. Survey
was conducted with 200 consultants working in call service centers in various
industrial sectors. The analysis led to the following results. First, the surface
acting of consultants increased job burnout, but deep acting did not. Second,
whereas emotional intelligence had a fully mediating effect on the relationship
between deep acting and job burnout, it had no significant mediating effect on
the relationship between surface acting and job burnout. Third, social support as
a mediating variable had no significant effect on the relationship between surface
acting/deep acting and job burnout. These findings allow the conclusions that
emotional labor i1s not a single—dimensional concept and that emotional
intelligence is an important determinant of the relationship between emotional
labor and job burnout. The results of this study are expected to contribute to
improving the service quality of firms in service sectors by providing strategies
to manage emotional labor and improve emotional intelligence of call center

consultants.
Keywords . Emotional labor, Surface acting, Deep acting, FEmotional

intelligence, Social support, Job burnout, Call center consultant
Aed(20221d 049 03Y), 824(2022d 059 079), AAEAL (20223 059 09Y)
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EMEH dEAMS ZELS0| AR 0jX=s e YRS & MEH XX dSHHELE SH2=

(Hochschild, 1983). thAl =3l AAZQl 78S =] &= e #4ds] 8
TE Ao Ful %3 Wy olw (Austin et al., 2008), xFAle] WA 7o) M3}a)
A ¥ AR A el Bt AlEstr] Sk Al 5Ad RS ST
o] o]F A= 8% o]t (Grandey, 2000). Henig—Thurau et al.(2006)0] w=w, 7w
F= JQle]l =7a YA @S PAS BHdse Pso=2H, =a de S
7Pt AY AAA R 7= e AAete d9E Eded. o volrt x99
AE Fdetd AAFZIIF A ARzl FEgS vvs A7AARTE A
(Grandey, 2000).

WA, el 2 B8R ote AAE AAR AFsEe ARE 23
UH(Hochschild, 1983). W 9l= SvtE A4 39S Fdsty] el Az, 3
EE 7Y 58 45402 ddste d5S Eah (Hochschild, 1983), &2 o] =}
20 WA A 28-S A7) Al WA A4S v =Este ds @
o] th(Grandey, 2000). 5, Z4o] 273} A7) fal A

™
Al Axle]l wg7tA] XA 7IEA F3EE AgS @3t (Chu and Murrmann,
2006). Brotheridge et al. (2002)9] AFZ3lo] w22 AP S FHF47
}_i,_ P

—3— = =
oo g wEbA, B Ao T)E BEoA 2 AHE &

Haelel el o] AdoR i
WA A3 Rz s},

A %€ Salovey and Mayer(1990)7F H %2 AFE3 7ot 158 74 A
& A8E WEsHA A etaL xztske mdcte v, 8-S vHEol WAL o] &
sto] AtalE Fxlete 59, AN AAAAE o ¢ de eHIH A AA
aS 717 HE 24T o de sEHoE FESHIT o] %, Goleman(1995)
2 A GolH ‘TES 2Heta FyHoR AlaE sto] Bl FsteE s Al
AL A g e B3 4 e oAl A Ystela Wong and Law(2002)% A}
Ao el tigh AAAQl AQls Fotatar, v AR S oldfstal ¥ % Lﬁ}tq,
del AAg P ow diAetal, wAAH AgS o F 011417] e =49 A
S Pdrvo= gdsta &8sk sl sl

Wong and Law(2002)% Salovey and Mayer(1990)¢] &3] 7fds =S 7]E o
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2.3 AF3] A AA

AR A= Aals B dij#3AI AL, B8, 7HS, R, o9 Tl 9
ATHE A4, 2440 =gy AYS S3ch(Schwartz, 2002; ©]5, 2006).
19709t o] %2 AMSA A A= 2Ed 29 FAS daA7IAY 5 F s
T2 GEAHA g A5 7 ER7] AR =Y AFAfe| whet ok
Aol ¥ H7l WHE vt (Cohen and Syme, 1985). House(1981)
AE A A A 7F ERle] A A B4, BEA AW, Aoy AR A, F=w Al

4
Ay, 2EAARYE QS BEY 5 ddvkn sk

o rr & &

2 hde] A@ wAE @l

12]3L Beehr(1985)+= 2 Aol 23T & A= A4 AAd 23S @ A
e A Ao v ARAE A2 ARSI A AAE At AFaE A= A
5, Fobo] Aot AFAoR A = AAEEAA Algs A A olw, v A
A AR = b, AT, AHA TR AlEutes Ay, 93 2 KA ot 7]
& EHES HtFoR B AFolA A A AA = Aol ARHAHA #AE 2
U AL, FREAA, ZAAA, TFEAA], ALS A AR AT 2R LY A
2EY s 9 GAAA 087 e ARt R ARSI A AR 7 Fas ATEH T
2531 T (Kim et al., 2009). ARS|H A Aol wE arpE Ay HU, FARe] XX
7F BEFE 2E v Yoty B AFAIAAY T, 19999 7F5e] A A
7F AR E2et A ()] #AVE vk AT AR (AAE F, 2010)7F
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AR Aol gig A= A F 7HA SH S, FAAQ SEg A<
ZHoA A3 E 4= 9t} Hochschild (1983)9] d+E A =59 Ayz L3 =
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3.1.2 AAs R A XX AT miAaZe 7MEEA

Aol AA R o]e} e AL =R €AY Ao AAS gUets B -
S T8 k. Grandey(2000)+= FWFY L WA/ A 270e HF
goba A ol & WAetE Adoz A A7kl AR Fol A FukE o
of at= FeA4e A7k AT AFAZe FAGA A TS AH[ 2= A
A A S olsfstal getAA S st sl Age Abaret
B5S A ZehErh Al AAME A 2HEE TEE AW A =TAE
agA R AR AR Fo e A3 AR Yal(Schutte et al,
1998), ATl 58 A=A A AFAIE ol Hol A¥siA Hrt
(Goleman, 1998). o|x & AT PA-TS FASFHA FAHA FA=2 s A
A He AF2EY 2 B A5a3 5 FAAA A4S 243k 2= AFH Q)
ok ATl W Al AAM A Ao ~EYA A7 HEv) wa AR E
A& Ago] ofHAW AT w2 AFEE REH A AEe] Folxy s FA A
o2 Hrista gk ko] gAY sS el oz 4 A Adri(Lopes et
al., 2004; Shin and Park, 2013). WAL} A FA4x00] A A AT EH
P& A AFAHNS FuetA st 2EH A 9 A% BHES A= A
© & e tH(Prati, Liu, Perrewe, and Ferris, 2009). T3k a9 o} 25479
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A A s olgh AiQle] AAle) Aol ek Tl dQle vhefstal, thE Abse] #
A olslistal aketn, dakel HEd PAew xdste], Al A AL Hx
= 9A4dsr] 98 =dd BAHSs dsom Fdstal FEste YR APy
(Wong and Law, 2000). ZAAR 5L Y 717 sgeeo=z FEH 72+ 921 %z
A Ao daat 2ok A, A7 olsl= ARAle] el djle & i A
e olalistal, = aWE xSk, A FES AFEHA AAGE THE 9
ngoh =4, B ol Bl des dEste] gl AAS & F55a
ERlel A =4l W3tste] a5s & olsfstes sEoR Ao A, Az
A2 w3k Ao mE FEAd AES AASL el SA HHEs A dsshs
TEE ougt. S, s ddete vtE JIAAE £ oda Aus e s deEA
oz sjdsts Ao AAS Fol Aol wel HAsHA Fsshs sHoE A9
gop A, L8 A AR E F&ste] wAE At a2 Ae B
ZE olF7] A8 HAE vetes Aeste T A4S 2838t 4aE Fola At
ARl ZEs = THe gudd. 2 dFtelA= Wong and Law(2000)7F 713t
WA sH =] WLEISERS Abgste] AEdss 7AsY. A HE=
WLEISE 71&9] 538 AT Hes destetal A7 daow 54
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HAA S Aol gel ol &Ha (=] &, 2007; 74, 2007 HEHHA FH5

A, 2006).
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ool - Znlel - 2 A
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A A 924, 7FEAA] 942, ARS|AA] 9542 YERY B 7
'S}aiv}(Nunnany, 1978). AA, 12 @107 FAE 22 29l
il :@MZ# [JEAE FPeldth. FTsE [AN-s
Folm, 0.70]% ol wighAsirtar AT, HAEAFE
(Average Variance Extracted; AVE)< 0.5¢]%, 7§d A1Z % (Construct Reliability;
C.R)+= 0.70]%o]ofoF &TH(Hair et al., 2014). =3k AR5, A3 HAA], HF A
1o aLxfQRliEA o] Adfoln, SR 9 CMIN/df<3.0, CFI=0.9, TLL

oo o [‘-TN
BN

—{o

4 A 3]

AR e =

>0.9, RMSEA<.052. 2 YElRTH RMSEAYE oy th4e #E=uFE= Q3|
A 2 BAFY] FAlES Besly] g e AgAFERA dubE oz 0.05
olgtd wl$- Fow, 0.08°]3td ¥zstar, 0.1 olshd HES Hog Fusiy, K
w49 At v BHIg FEow SlHITH<E 2> L),
<3t 2> 12} &1 89134
TN AT E FlRsE A S.E t—value | AVE | C.R
Al Al
2] XUF%OHEI 1.297 0.878 0.126 | 10.328%xx
2} 7] 717 0] 3] 2 1.249 0.887 0.12 | 10.405%xx
a 1{717&%0}6113 1.365 0.915 0.129 | 10.604#xx 0.759 1 0.925
°ldl [z 0l 304 1 0.636
grol | ERIZHAolell | 1.231 0.883 0.105 | 11.707:#x
SIzkA ol a2 1.261 0.891 0.107 | 11.782%xx
| A 3%7:“30}633 1.017 0.789 0.096 | 10.608%ws| 0717 | 0:909
CRINERENEEDED 1 0.703
A AR x4 0.988 0.843 0.064 | 15.353%xx
| A A zA2 1.011 0.868 0.063 | 16.064%xx| | (oo
3 AR xA3 0.976 0.752 0.076 | 12.803%xx| :
A ZH4 1 0.868
4deg1 1.027 0.745 0.092 11,2585
73 2 e82 1.294 0.834 0.101 | 12.75%xx | oo | oo
g8 749 E83 1.098 0.752 0.097 [ 11.331ssx| :
e 1 0.806
CMIN/df= 2.049, p—value= .000, CFI= .952, IFI= .953, TLI= .943, RMSEA= .071
BA 7 0.835 0.72 0.084 | 9.951%xx
X] 74 A2 1.025 0.811 0.092  [11.201%xx
B . 2R3 1.15 0.902 0.093 ]12.359*xx| 0.588 | 0.876
o e G nay! 1.114 0.841 0.096 | 11.61%%x
N A7 aLd5 1 0.715
A | wel 1A 82 1 0.813
A5 H| Q1A SH 0.698 0.702 0.073 | 9.565%*x | 0.516 | 0.761
B H| 1A S5 0.789 0.706 0.082 | 9.612%xx
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EMEH dEAMS ZELS0| AR 0jX=s e YRS & MEH XX dSHHELE SH2=

A3 7 A 8H 0.911 0.728 0.087 | 10.45%xx
RER *é%%‘ﬁﬂz 0.914 0.707 0.09 10.13%x
P AHATA B3 1.254 0.903 0.096 |13.118=#x| 0.616 | 0.888
A H 71 A 5H4 1.272 0.894 0.098  [12.999w:x
43 8A 35 1 0.737
CMIN/df= 2.023, p—value = .000, CFI = .961, IFI = .961, TLI = .951, RMSEA = .070
A AAL 0.932 0.852 0.056 |16.503#*x
At AAE A A2 1.046 0.931 0.053 |10.611sxx| o0 | (oo
2] %) AAE A3 1.04 0.857 0.062 [16.698#xx| :
FAE A A4 1 0.872
53 AA1L 0.97 0.783 0.065 [14.875%xx
TE T8 AA2 0.992 0.888 0.052 |19.231xxx| ool oo,
2] A T8 AA3 0.984 0.891 0.051 |19.362:kx| :
A 53 AA4 1 0.909
) Z2 AA1 0.965 0.854 0.056  |17.295%xx
3] z4 %2 A A2 1.074 0.907 0.055  [19.685%xx| ol ooe
“ 2] %) z4 A A3 0.877 0.824 0.054 [16.087xxx| :
2 Z2 A A4 1 0.893
) 7FE AAL 0.86 0.837 0.047 |18.225%**
7h5 7H A A2 0.946 0.845 0.051 |18.648xxx 0.814 | 0.945
2] %) 7HE A A3 1.067 0.956 0.04 |26.468xx| :
7M. A A4 1 0.931
AL A A1 0.989 0.874 0.048 |20.769#x*x
A+ A}3] A A)2 0.972 0.885 0.045 |21.542+55 oo | oo
2] %) Ab3] A3 1.039 0.959 0.037 [28.059xx| :
A3 A A4 1 0.935
CMIN/df= 2.422, p—value= .000, CFI= .944, IFI= .944, TLI= .936, RMSEA= .083

*p<.05. #xp<.01. #xxp<.001

Ogos 4w Wl 9 uwdde], AT, ARSIAAA, AFrazleR
o]Foizl 22 8Qle] FARF et A Q1EAS HAISAT AAFANEA
AN FF BFETRS g A dxzAdom g ke Aolg Eelste 3
B3 % 3 AuEa HETAAY] REAJE A FodA HEST SAHRE
o] A3x== CMIN/Af= 2.058(p<.001), TLI= .936, CFI= .920, RMSEA = .083%
e Blad &3k mkel 530 Aog dAQlHdrt WESe HyEAEE g
(AVE)o] =% 05040z velgtoen, 7id A E(CR)FE 55 0.70]4 02 e
w57 el HSErEAde] FREJTH<E 3> FF). E3 FAEAFE U(AVE)
of 4 M b AT Al ks A3|shA] ol W EdAde] EAgohar

AT (<E 4> Hx).
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ool - Znlel - 2 A

<3 3> 2xF g1A QlEA
ET3HAS S.E t—value AVE CR
Al
EHgH1 0.981 0.665 0.109 8.967 xx
EHP$2 1.283 0.827 0.117 | 11.003#xx
X3 1.245 0.823 0.114 | 10.956%xx
T4 1.326 0.866 0.116 | 11.456%=x| 0614 | 0.904
EHP$I5 1.103 0.805 0.103 10,7 3xxx
A EH36 1 0.696
A= B! 0.806 0.686 0.078 | 10.277xxx
el 9]2 0.843 0.714 0.078 10.84 5%
w23 0.76 0.726 0.068 | 11.116%xx
)24 0.977 0.756 0.084 | 11.658#xx 0.587 | 0.894
95 0.856 0.673 0.085 | 10.014#xx
g 916 1 0.843
B AR L 1.084 0.737 0.126 8.63 2k
2l H| Q14 s} 1.019 0.716 0.12 8.479#xx | 0.565 | 0.795
- AH At 1 0.712
) 713374 o1 8l 0.696 0.568 0.098 7.106%x
= Az 1.01 0.727 0.118 8.546xx | 0.612 | 0.823
As e 1 0.78
REE AAL A A 1.001 0.733 0.116 8.6k
24 =4 AA 1.315 0.985 0.147 8.974==x | 0.592 | 0.806
A3 A A 1 0.594

1) CMIN/df= 2.058, p—value= .000, CFI= .920, IFI= .922, TLI= .906, RMSEA= .071
F2) p<.05. #=xp<.01. #xxp<.001

#AA 5 A}3] A =] X T3S ] 3 ¢ AF A
A% 0.612+
0.290
AL3] A 2] A (.539) 0.592x
0.039 0.035
Ewae 0.614%
! (—.198) (—.189)
0.329 0.291 0.028
RIS 0.587x
(574) (54) (—169)
e 0.217 0.154 0.331 0.183 .
D} . *
T (—.466) (—.393) (576) (—.428)

F1) e FEESE G(AVE)S vEhd, BEETE = AVE / (Corr)*>1
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EMEH dEAMS ZELS0| AR 0jX=s e YRS & MEH XX dSHHELE SH2=

4.3 ZAxTH AF4LF F2EA

ZAE AP el ATadd vAe GF WE e AFsHAh
=%  CMIN/df=2.072(p<.001), TLI=.904, CFI=.919,
14 1Fe BEY e £3 Ao FAFU O

obdlel <; 5> AR BAe Aselth EAWSIE AFae] F(H)HoR F

S FES A= M 1-12 AYEHAJATG(B=.502 p<.001). =, THYP7} =S5
5 ARALF] oA = AL ouidt. AR, 7P 1-290 WHER 7 HF Tl
B(—)Aoz Fo3 gk nxx &= Aoz YepgtH(=-.176 p>.05).

7= HIE LS BT S.E C.R 23}
° AZAZ | ARAF ' '
Hi-1 THPL — FAHEARA 0.478 0.502:%:x% 0.082 5.84 2
H1-2 g — A5z —0.157 —-0.176 0.088 -1.77 717}
F) #p<.05. ##p<.01. *kxp<.001

Mas B4

b W zke] AAAY AREAS Held ¥, wUASI AR 7ke] DA
A RAASR ARE A AR AES TR WABFT B BF
N EI BAL A s @ daulEds Sdden 2Asu o

b oA gatel, WAEaE AA ALvR o A o

ZHA YEbyE SAIE Zra YRS ¥ 5, 2013; Preacher and Hayes, 2008). o]l
mel Hole gsuiAay SAS deuiEsES s B8 BHE ARE
skt vk kAR, AMOSE wiZfWe] 3 aae] 719k oA Al &L,
Al wiZpE o] I E s B Bd F g ads Aed(HE, 2018). 1
du= AMOSAIA Ztzhe] iiwsEe] P avte Avrr] feA HEd el
3 B WM< (phantom variable)#hs REl Aol B4 AR o] FIFS FA| &
Ve MaEs FUIE ARRYS st FEZERDS ARGt 489

(v E, 2017; 4BFE, 2017).
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M Es ASS AT 95%0] AN FE bl A shek gyt Adk gho] 0 E39et
a3 oF-E FAselTh 95% A F3E Stell A skek ghat A
%

R

e A5 wiAanyt dvka dA g (s =2 o] 2, 2018).
A Ax, A ZHdgee g5 4 ke ﬂrﬁl oA gk gt shgk kol -
0.001 ~ 0.114% 05 EFste= o= YHEY p<.05 FFolA FAAXLE Fo 1A
g AoR HAFH 7Hd2—-18 71ZAHAT vhE, WAt AyAa 1o 734
A5 wiAEIE 95% A F T -0.275 ~ —0.0029] A g3} sk s w
o]iL o] 05 EFA we AoE YEY p<.05 FFEAA BAASE folg A
o2 AZTHAT oA AFaHoz 7= AFA A27F Fo5hA] AT,
ARA T AR AR AR Fo3 Aow HAFE, WAL et AR izl 7h
o FA A A TS AN EHRE 7= AeRE AT 1Al xS
oF A4z ko] AN A A A XS] w7l &= 95% AlE|FFel A -0.006 ~
0.059¢] &gt k¥t shet ghs Holal glo] 08 XEFsteE 2oz YErgth U

A

o
s ARaA ke BANA AEH AAY WARTAE 95% AHTIAA -
0.158~0.0409] &Hgkst shaghe Holm glof 0 Tgshe Aoz vt B4
o

2 f9%4 g Aow A=HL o2 7FE3-17 3-2% 7| AHYTHE 6
W)
<3 6> AT B ARSA AR wifay} B4 A%

A= Estimate | S.E. 95% A & 7+ 3

H2-1 EHI > A 5>AF 4T 0.027 0.028 | —0.001~0.114 712}

H2-2 WAy A—-7H g A 54 23] —0.115% | 0.068 |—0.275~-0.002| €A}

H3-1| AP AE A A2 72427 0.010 0.013 | —0.006~0.059 717¢

H3-2| WA FY-AL3] 2 AA—->AF 47| —0.002 | 0.046 | —0.158~0.040 7)z+

o4 M) 27483 A m23H m2s 20224 062
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AR, A= (FZARY] 2 g AFa
i 7] &= EREA] Rk ARS) A A A= A =
U= S5 dskA XY L olw e A A

7 vE2A gt A Aot Aolst A vEbaL 9l ojth. A A A A= 4
A A&y 2EYEE AAAA FH 23S FAAZY(Cordes and Dougherty,
1993; Ganster et al., 1986). 71 &<t A3 A A A= FAA oA HAubdow &
A SFadtsE 2ty 2d4E0] e AR =9 ro] $ith(Hobfol and Vaux
1993; Carlson and Perrewé 1999; Maslach, Schaufeli, and Leiter, 2001). 3} %}
et 3t A (2018) 9 FAE dade] =T Aol AREA AA = SEda
P2 zZEx] EeS wrgnh = wen](2017)E A =TI 98 He] TAA A}

= =
84 A $e g fovE RS WA Sekn, FIA FTAS

s2

=]
2
o

oz & AFo = AL XA 7L FouelA] ZohE FARE A3t B E QT
(o]F5 &, 2011). E3H AWE(2015)9] A= ARSI AA7F $-8, HHF12EYX
o 224 a4 IANA =Hdadrt gl Aoz e, B2 Ak §2ov] sk
GeS vHe= Aoz Ayt ol9f o], ALS| A A A= A A s Alg 2 W9
o w} dEFFIr GEHdS & ¢ Ak EI b 2 ooliE ZAlE AdAe 7
Aweso B4 wioz FE3h B Ao ZFAY At EAL dH-TS &
ot AAIZE AFstell A 2A o] QGef AdFAE ARl A Afol 2 Qlste] TS
F44 gk wiifo] 79 2 2A AHelA =g AV A & Ut &, HAH-
TS YT u Aale BAHS s AY ARl s wddor e BAgarE
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