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The effects of casino employees’ emotional labor on
physical health and mental health
: The mediating effect of job stress and the moderating effect of resilience

Lee Yu Na

Department of Business Administration, The Graduate School,

Pukyong National University

Abstract

The purpose of this study i1s to identify the factors that structural
relationship between emotional labor and job stress, physical health and mental
health in the casino employees, and identify the moderating effect of resilience.

In the research, a literature review and survey were performed, and casino
employees from casino in Korea -including Paradise casino and Branches of
Grand Korea Leisure Seven luck Casino(Seoul Hilton, Coex, Pusan Lotte) -
were recruited. The survey was a total of 405 questionnaire papers were
distributed and 393 of them were used for analysis. The collected data went
through a data coding and data cleaning process and were analyzed with SPSS
22.0 and AMOS 22.0 statistical package program.

The result of the analysis is summarized as follows:

First, it was confirmed that the surface acting of emotional labor of casino
dealers had a positive (+) effect on physical health symptoms, and the deep
acting had a negative (-) effect. Second, it was confirmed that the surface
acting of emotional labor of casino dealers had a positive (+) effect on mental
health symptoms, and the deep acting had a negative (=) effect. Third, it was
confirmed that the surface acting of emotional labor of casino dealers had a

positive (+) effect on job stress, and the deep acting had a negative (-) effect.



Fourth, it was confirmed that the job stress of casino dealers had a positive
(+) effect on physical health symptoms and mental health symptoms. Fifth, as
a result of testing the hypothesis that job stress in this study mediate the
relationship between emotional labor(surface and deep acting) and physical
health, job stress appeared to have a partial mediating effect between
emotional labor(surface and deep acting) and physical health. Sixth, it was
confirmed that job stress had a partial mediating effect between emotional
labor(surface and deep acting) and physical health. Finally, it was confirmed
that resilience had the moderating effect between job stress and physical and
mental health.

The results of this study show that emotional labor and job stress are
related to physical and mental health. Effective and systematic mediation
measures should be developed and applied to relieve the emotional labor and

job stress of casino workers.

Key words’ emotional labor, job stress, physical health,

mental health, resilience
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2. B 298

1) 3% €34 (convergent validity)
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gA4 g SAELDY gt AIE AFE x*=416.447(df=242,
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- Uyl 1 834

T yw2 | 109 051 | 214220 | 860

%; — w3 | 1143 053 ' | 20742 | 368 802 953
- WE4 | LM 051 | 2081w | 876
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—f e} 1 8%
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A% - A4 1.044 044 | 235400 | 836 0 -
- AA5 | 115 046 | 24627 | 908
- A 1 36
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- AA5 | 1001 047 | 230125 | 872

REARE X?=416.447 (df=242, p=.000)
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F #exp< 001
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2) 3¥ E}3F A (discriminant validity)
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