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Relationships between Service Workers’ Emotional Intelligence,

Emotional Display Request, Emotional Labor Strategies and Job Stress

ZHOU ZHIYING

Department of Business Administration, The Graduate School,

Pukyong National University

Abstract

The purpose of this study is to investigate empirically the impacts of the
service workers’ emotional intelligence, job characteristic of emotional labor
(including frequency and intensity of emotional display), two types of emotional
labor strategies (including surface acting and deep acting) on job stress. To
test these hypotheses, the data were collected from 202 service workers
working at department store, duty—free shop and call center. Eventually 170
data were used for the analysis excluding 32 cases in which the questionnaire
responses were inadequate.

The result shows that emotional intelligence had a positive influence on deep
acting but there was no significant effect on surface acting. Second, the
frequency of emotional display had a significant positive influence on surface
acting, but there was no significant effect on deep acting. Third, it was found
that intensity of emotional display had a significant positive influence on
surface acting, whereas it had no significant effect on deep acting. Fourth,
surface acting had a significant positive effect on job stress, while deep acting
had no significant effect on job stress. According to the result of multiple

regression analysis, it was found that emotional labor strategies affect on job



stress significantly, and at the same time the impact of intensity of emotional
display on job stress was weaker when adding two types of emotional labor
strategies. This result means partial mediation effects of emotional labor
strategies in the relationship of intensity of emotional display and job stress.
Finally, the implications of these findings are discussed and future research

directions are suggested based on the results of this study.

Key words: Emotional Intelligence, Frequency and Intensity of Emotional Display,

Emotional Labor Strategy, Surface Acting, Deep Acting, Job Stress
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(®E8)Hm, &M H 24737 (N=170)

T QA |[EFHA 1 2 3 4 5 8 9 10 11 12 13 14 15
1.44 22 414
2.9% 2.21 .960 .080
3.&20H .18 .387 -.028 583"
4.8+4 1.98 .605 .068 .100 .018
5.243H .76 425 .158" 366" .154* -.251"
6.<&5dAT 1.64 743 -.087 670" .479" -.072 .326™
7.8 .18 .382 .018 610"  .541™ -.033 257
8.8=1 .31 462 -.041 -.036 -.082 259" -.264"" =073
9.3=2 .30 .460 121 -.060 .023 .047 272 .067 -.435™
10.% %3 .10 .301 .062 .031 -.056 -.149 .046 .103 -.221"" -.218""
11. 734 A5 3.54 502 .046 114 021 .039 -.012 104 .155* -.387"" .105
1291 % 3.53 .700 -.040 -.195" -.116 -.204™ .031 -.067 -.144 292" -.118 -.202"
13.7t = 3.39 .745 .087 -.093 -.074 -.019 .049 -.067 -.229" .260" 036 -.239"" .468""
14. %39 3.43 122 .107 -.098 -.085 oY/ 5 .046 -.050 -.111 222  -.062 -.235" 571" 748
15. 38 9 3.54 512 -.078 .051 -.100 S0 =D2 =37 k= . 008 -.353™" .083 610" -.179" -.228" -.268""
16. 8 F2~E8 2| 3.25 .789 -.092 -.168" -.154" -.124 -.056 -.077 -.182" .242™" -.026 -.498"" .455" 589" .542™ -.234"

p<0.05 =*xp<0.01

1) A ¥ =0, ¥=1

2) A &2

3) E4H: v &E=0, 7|&=1

4) 8 ¥: 1E=1

5) &g v A7 =0, 2=

0
U&=z, Ulshd A e oj4k=3

5Al w|¥k=1, 26-30A1=2, 31-354]=3, 36A °]’F=4

6) <&d4: 2 m k=1, 2-5W=2, 61d ©]}=3
7) A BAL=0, /A G ol =1

8) AE1 WY AR

9) A2 77 499

10) H%3: 716k Az FAR
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<E 12> ARAE A0 CfEt S8 H A9 HINN-170)

235 236 237 238
T
B3k tak Bk tak B3k 243 B3k 243
Ad -.099 | -1.286 | -.096 | -1.694t | -.156 | -2.353" | -.096 | -1.696t
ik 006 | 052 | .048 530 | .046 439 | .045 503
E74H -.156 | -1.611 | -.149 | -2.108" | -.142 | -1.695t | -.117 | -1.654t
8 -.144 | -1.708 | -.082 | -1.276 | -.097 | -1.347 | -.078 | -1.242
I&FH -.152 | -1.677t | -.093 | -1.403 | -.128 | -1.650 | -.097 | -1.493
2494 | -.010 | -.088 | -.065| -.779 | -.047 | -.476 |-.099 | -1.188
27 023 | 209 | .128 | 1.530 | .040 | ~.436 142 | 1.800t
AZ1(AMd) | -.087 | -.940 | -.040 | -.586 | -.100 | -1.235 | -.009 | -.134
2N AVFRR) | 265 | 2.776™ | -.046 | -.602 | .122 | 1.378 | -.003| -.038
% %3(71€}) | -.008 | -.096 | -.033 | -.525 | .000 | -.001 |-.016| -.264
AN -.376 | -6.231"" -.468 | -6.540""
EIA 153 | 2.317° 113 | 1.635
A= 443 | 6.911° 367 | 4.409"
B L 489 | 7.276™ | 149 | 1.693t
s -.091| -1.265 | .180 | 2.471°
Fat 2.542" 14.661" 8.090"" 13.744™
R? 138 550 .382 572
AR? 138" 4127 244" 022D
1tp<0.1 *p<0.05 =**p<0.01 *x*p<0.001

1) AR 2383 R &6 Rt #olql.

Wa 9(3=0.511, p<0.001)= HARAEd 2ol felat F(+)e] AFS vAE
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