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Abstract

A Study on the Effects of Emotional Labor on Counterproductive

Work Behavior via Burnout

Kang, Mi-Young - Han, Na-Young™ * Bae, Sang—Wook ™~

Recently the importance of emotional labor has increased so this study aims to prove the effects
of emotional labor(surface acting and deep acting) on counterproductive work behaviors(deviate
from organization and individual deviation) using burnout(emotional exhaustion, personality disorder,
decrease in sense of accomplishment) as a medium.

350 surveys were sent to employees such as workers from call centers, salesperson from
department store, financial worker, hospital staff, flight attendant and workers from customer center
who and worked with emotional labor and 300 surveys excluding insincere ones were used for
analysis.

The result is as follows. First, surface acting which is a type of emotional labor chosen by
customer workers had a positive effect on burnout such as personality disorder and decrease in
sense of accomplishment. Second, deep acting had a negative effect on personality disorder and
decrease in sense of accomplishment but did not show any effect on emotional exhaustion. Third,
personality disorder and decrease in sense of accomplishment among burnout had effect on
counterproductive  work behaviors(deviate from organization, individual deviation) but emotional
exhaustion did not show any effect on work behaviors(deviate from organization, individual
deviation).

Based on the result of analysis, implication of this study and direction of future research were

suggested.

Key Words: emotional labor, burnout(emotional exhaustion, personality disorder, decrease in sense

of accomplishment), counterproductive work behaviors
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