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Effects of emotional labor on
inauthenticity and job burnout:

An empirical research in Vietnam
NGUYEN THI HONG

Department of Business Administration, The Graduate School,
Pukyong National University

Abstract

The purpose of this study is to examine effects of emotional labor on
inauthenticity and job burnout through an empirical research.

In order to achieve the purpose of this study, literature review was
conducted to define research concepts and empirical research was proceeded in
a survey format with questionnaires. This study included independent
variables such as Surface acting, Deep acting, Frequency, Diversity, Intensity,
Duration, dependent variables such as Inauthenticity and Job Burnout, and
control variables such as Demographics variables. Total 155 samples were
collected from flight crews, hospital nurse and retailers’ sales staffs in
Vietnamese and hierarchical regression analysis was performed.

Results of empirical analysis are as follow. Firstly, the more surface acting
and deep acting are performed, the higher inauthenticity and job burnout.
Therefore, both surface acting and deep acting can be understood as the
self-alienation of worker.

Second, the strength and diversity of emotional labor have significantly

positive effects on inauthenticity and job burnout, but the frequency and

_Vi_



duration of emotional labor have not significant effects.

Based on the findings, in order to increase the positive psychological
well-being of waorkers, surface acting and deep acting should considered
appropriately and applied both emotional management strategies. And ways to
reduce the strength and diversity of emotional labor should be discussed and

customer response manual needs to be revised.

keyword: emotional labor, surface acting, deep acting, inauthenticity, job burnout
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< 18> S5 ¥ tae=z ZAH-H L 50| XtolH| XM Ztof| o|x|= Akl
et cts3AHEM 23t
231 2 233 34
Zpopn]) R A 7F
Bk | tak | Bk t&k t&k Bk t&k Bk
A4 -0.078|-0.376(-0.179|-1.135  |-0.026|-0.141 tg}| -.097| -0.608
A 0.446| 0.881[-0.162|-0.410 0.514| 1.224 069 185
q4E -0.060|-0.276(-0.163|-0.997  |-0.089|-0.502 -.132| -0.902
ot 2.525| 3.824| 1.075| 1.892 1.136] 1.986 523 1.040
A FZ A1 7]1 7 (-0.048|-0.129| 0.149| 0529  [-0.146|-0.488 -.069| -0.277
%39 0.304| 2.916 *x 174 1550
i 3 ¢ 0.286| 3.019 =x 254 3.029 #x
H 0.000|-0.075 000 0.054
A& 7] 7k 0.044| 1.701 023 1.058
H -0.015/-0.223 018 0.320
A &7|3k2 -0.004/-0.162 -.033| -1.326
AR 0.317| 2622 *x| 272 2532 %
A 0.258| 2.064 * 115 1.036
F#k 3.25 12.974 4.865 7.008
R? 0.359 0.673 0.718 0.825
A R 0.359 0.314 0.358 0.466
<#E 19> S5¢ oz AL 50| AFAXNo| o|xl= kol of st
Cts3HEM 23t
e w31 EAP) 2 E3 wE4
B#k | t#k | Bk t#k Bgk tk Bk tak
A4 -0.161 -0.724-0.293 -2.284* |-0.112-0.523 -.186 -1.574
A 0.337 0.625-0.432-1.342 0.622 1.284 -146 -529
q4E 0.045 0.192-0.087-0.653 -0.029-0.142 -.092 -0.848
ot 2.865 4.078 1.026 2.223% 1.541 2.336 522 1.403
A EZ 17178 -0.105 -0.264 0.142 0.620 -0.244 -0.705 -.101 -0.550
RASEIEY 0.375 4.423 -.002 -1.159
i 3 ¢ 0.376 4.877 006  .370
H -0.002 -0.669 103 2539
A& 7] 7k 0.040 1.321 -.045 -2.425
A &7|3k2 0.050 0.658 105 1.329+
HlE 0.009 0.287 120 1.467 =
AR 0.213 1531 373 4.488 xx
A 0.360 2.498 * 362  5.825xx
Fzk 3.742 31.89 3572 17.327
R” 0.392 0.819 0.685 0.92
AR? 0.392 0.427 0.293 0.528
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<i 20> S A Moz - L 50| AtolH| XM Ztof| o|x|= A kol
et cts3AHEM 23t
Ahob 24 H 5%17 22 293 234
tk Bk tk Bk t&k Bk t&k
A 0.440 (2.885 = |0.327 [2.892 =*x(0.290 |2.441 = 212 |2.271 =
i 0.134 |0.616 -0.024|-0.149  ]0.169 10.969 -.014 |-.101
Az -0.070(-0.402 0.038 [0.298 -0.207|-1.540 |-.044 |-0.405
I 0.175 (0.740 0.306 |1.747 0.293 [1.574 408 2796 =%
2 EEA 7] 74 -0.124]-0.888 0.062 [0.588 -0.079|-0.716  |.031 ]0.350
¥ % 0.166 [1.890 030 [.407
U 8 9 0471 |6.084 == 398 [5.764 %
Hl = 0.003 [1.064 -.001 [-0.332
A& 7174 0.005 [0.521 -.001 [-0.124
A& 7172 -0.001|-0.059 |-.010 |-0.820
Hl = -0.003|-0.230  |-.020 |-1.734
AR 0.488 [4.530 =*x[447 |5.240
oA 0.150 [1.785 095 [1.433
F#k 1.86 24.275 8.512 14.851
R* 0.147 0.559 0.587 0.762
AR 0.147 0.412 0.44 0.615
<IE 21> 2USA ez -0 AFAF o|xl= Aol of st
Cts3HEM 23t
A=) =31 =232 233 2384
Bk | t#k | Bt tk Bk t&k Bk t&k
A -0.058 [-0.612 [-0.115 |-1.535 -0.121 [-1.431 -.145 |-1.883
i 0.254 |1.880 |0.167 [1.565 0.347 |2.807 **|249 |2.163
Az -0.163 [-1.503 |-0.110 |-1.282 =0.246 |-2.582 * |-.165 [-1.848
I -0.129 [-0.876 |-0.041 |-0.355 -0.092 |-0.697 -.029 |-0.242
A A7) 2 (-0.129 [-1.489 [-0.014 [-0.195 -0.086 [-1.092 -.016 |-0.217
F S 0.187 |3.214 =*= 129 12,108 =
PASEIES 0.216 |4.216 =*= AB5 |2.7722 ek
Hl = 0.003 |1.443 001 0514
A& 7174 0.002 10.297 001 0112
A& 7172 0.005 10.434 -.001 |-0.063
H 0.019 |1.884 011 |1.143
FAR 0.079 |1.031 037 10519
oA 0.158 12609 = [ 119 |2.162 =
F#k 1.499 18.185 4,701 5.893
R 0.122 0.483 0.447 0.566
AR 0.122 0.361 0.325 0.444
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<¥E 22> mojz iAoz ZHH L z0| AtojH| XM Ziol o[x[= Akl
et ctEAHEM 23
23 =23 23 =23
AR o T TRl TPE &
A —0.027-0.251]-0.093[-1.024  [0.139 [1213 007 |0.063
A7 ~0.392|-2.163|-0.149|-0.921 * |-0.246|-1.416  |-.098 |-.605
e 0.170 |1.476 (0.012 [0.113 ~0.017[-0.129  |-.044 |-0.367
s ~0.030(-0.200|-0.010|-0.077  [0.010 [0.069  |.043 [0.332
X FFA7) 74 |-0.170|-1.167|-0.110|-0.908  [0.037 [0.241 021 0155
g 0216 (2751 x 214 [2.327
e 59 0282 [3.927 s+ 204 |2.608
% ~0.001|-0.413 001 |0.361
2| 42 7]7H -0.007|-0.577 000  [0.034
%] 42 7] 742 0017 (0729 000 |-0.002
52 -0.012[-0.810  |-.022 |-1.610
AN 0339 [3.630 #*[222 (2459 =«
chakA 0163 2237 * 076 [1.057
Fak 2.432 13232 3.34 4919
R 0.184 0.459 0.424 0.56
AR? 0,184 0.275 024 0.376
< 23> Tmojz giaozr Z-™HLF0| AFAXo o|xl= Hgko| oOf sf
CHEsl A EA Ha
A B o | =22 =3 =4
ST g |t | B 17k Bt t%k Bat 7k
A 0.076 [0.705 |-0.009]-0.107  [0.214 |1.940 072 0716
A7 ~0.564|-3.126|-0.255|-1.695  |-0.343|-2.041 * |-.183 |-1.214
e 0.601 |5.240 0401 [4.186 =+ 0319 [2.456 * [290 [2593 =
s 0.097 0.653 10.109 [0.948 0.047 [0.343 083 0694
X FE A7) 70 |-0.147|-1.013|-0.083|-0.736  [-0.030|-0.203  |-.047 |-0.369
s 0313 [4.301 sx 232 |2717 wx
e & 9 0253 [3.802 x 217 |2.993 s
Hl w ~0.001]-0.809  [.000 [0.036
%] 4:7] 7H ~0.026]-2.132  |-017 |-1.653
%] 427] 742 0.038 |1.663 019 0946
B 0.009 |0.606 ~002 |-0.193
AN 0350 [3.8%0 s+ 223 [2666
thakA 0.127 [1.802 034 0508
Fak 7319 19.094 4045 6.488
R 0.404 0.656 0.604 0.72
AR 0,404 0.252 02 0316
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THAY LOI CAM ON CHAN THANH

Xin chao céac anh(chi) va cac han!

Téi 1a sinh vién cao hoc trudng dai hoc quoc gia Pukyong, Busan, Korea.

Xin chan thanh cdm on quy anh(chi) va cac bhan da danh thoi gian quy bhau d& gitp toi
hoan thanh phiéu diéu tra nay. Pay 1a tai liéu quan trong st dung cho viéc nghién ctru
vé lao dong cam xfic(cam x(ic cua ban than bi tac dong do tinh chit cong viéc). Phiéu
diéu tra nay khong phai 1a ban danh gia ca nhan va téi xin cam doan thong tin s& dugc
bdo mat. R4t mong quy anh(chi) va cac ban tra 10l mdt cach thanh thuc nhit vé nhitng
hanh dong hodc cam nhan thudng ngay cua ban than doi véi méi truong cong so.

Mot l4n nita xin dugc gui 101 cdm on chan thanh nhit dén quy anh(chi) va cac ban.

thang 2 nam 2015
PUKYONG NATIONAL UNIVERSITY
NGUYEN THI HONG
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I. Bén du6i la nhimg hang muc lién quan dén lao déng cam xc.

S6 khach hang ban gdp trong mdt ngay binh quan la .
1 . ( Inguoi
bao nhiéu?

9 Thoi gian ban tiép x0c v6i mot khach hang khé tinh ( phit
- . phu
trung binh la may phit?

5 Thoi gian ban tiép x0c véi mdt khach hang binh ( phit
~ . phi
thuong trung binh 1& may phat?

Mot ngay ban gdp phai bao nhiéu khach hang kho

4 ( nguoi
tinh?
1. rat yéu ()
. , . A . . . 2. hai yea( )
Cam x0c ma cdong ty mong mudn ban thé& hién véi . R
Sl R 3. binh thuong( )
khach hang’ dugc ban thé hién ¢ mic d6 nao? .
4. hdi manh( )
5. 4t manh( )
hoanthudthin
toanng h  thudoludn
. , kho [kho thoang [udn
Hang muc céau hoi
ng ng ng nhu nhu
nhu nhu nhu vay [vay
vay vay vay

The hién cam xtic khac v6i cam xtc that cua ban than trudc
khach hang/hoan canh

T61 d3 nd lyc d& cam nhan nhimg 'cam x(c ma cong ty mong

muon toi theé hién véi khach hang’.

’

To61 da thé hién mdt cach da dang nhiimg ' cam xtic ma cong ty|

mong mudn toi th& hién véi khach hang’.

Khi ti€p x0c véi khach hang, to1 dd nd luc d& boc 16 nhimg

‘cam x(c ma cong ty mong mudn tdi thé hién véi khach hang’,

1OT@i gidu di cam x{ic that ctia ban than va thé hién 'cam xtc ma
cong ty mong mudn tdi thé hién vai khach hang’

Nhimg cam x(c toi da timg thé hién véi khach hang khong dugg
Hda dang.
(@61 v6i moi khach hang/hoan canh tdi déu thé hién 1 nét mat

giéng nhau)

‘Cam x{ic ma cong ty mong mudn toi thé hién véi khach hang’
duge to1 thé hién manh

12

_6‘|_




II. Pay la nhiing hang muc lién quan dén méi trudng lam viéc.

hoanthud|thin
toanng h  thuolluén
. kho kho {thoang [ubn
Hang muc céu hoi
ng ng mng nhu nhu
nhu nhu nhu vay [vay
vay vay vay
1[T6i cam thdy kho cdn cam x(c vi cdong viéc.
0 Khi ¢ cong ty va khi ¢ nha, hanh vi cu xt@r ctia to1 khac nhau
rat nhiéu.
3 [Khi dén gio tan tam(tan ca) toi mét ra roi.
4 T61 da timg cam thiy nhu 1a danh mat vé chan thyc trong khi
lam viéc.
5 |Viéc sang mai thitc day lai phai di lam that khé khan véi toL
Trong khi lam viée, toi khong th& biét duge cam xfic that cua)
6 minh 1a gi.
7 T6i cam thay bi vat kiét stic vi cong viéc.
Trong khi lam viéc, t61 da phai tré thanh nguoi khac khéng
i phai 1 toi.
T61 thuc sy mét moi voi viée phal tiép xtc v6i khach hang suot
v ca mit ngay.
10 Toi luon lo 1dng ring cam xdc cua ban than c6 thé bi chai i da
cong viéc
11/Toi bi stress(cing thing) vd cting khi tiép xtic khach hang.
III. Bén dudi 1a hang muc lién quan dén dac tinh dan so d& xtt 1y thong ké.
1. Gidi tinh ctua Anh(chi)? 1. Nam( ) 2. N( )
2. Tubi ctia Anh(chi)? ( YTudi

3. Tinh trang hén nhan ctia Anh(chi)? |l. Chua két han( )

2. Da két hon(

)

) Cap I tro xudng( )
4. Trinh d Van héa cua Anh(chi)?

(chuyén mo6n) dai hoc trd 1én(

)

5. Nghé nghiép ctia Anh(chi)?

3. nhan vién ban hang(

1. Tiép vién hang khong(

)

) 2. Y ta(
4. khac(

)
)

6. Téng s6 thoi gian 1am viéc tai cong ty? (

)nzm (Iam tron 1én 0.5)

% Xin chan thanh cam on quy anh(chi) %
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