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Abstract

A Statistical Test of the Effects of Emotional Laborer
Protection Institution

Yang, Kyunguk

As the so-called Emotional Workers Protection Act was newly enacted,
employers have been obliged to protect the emotional workers’ safety and
health. Following this, the Emotional Laborer Protection Ordinance was newly
established, and the Ministry of Employment and Labor distributed the
Emotional Laborer Protection Manual. While past studies have focused on
emotional workers’ poor health, they have not paid much attention to the
effectiveness of the emotional worker protection institutions. Many
organizations have established the institutions, but whether they are effective
in protecting emotional workers has not yet been examined. This study analyzed
the structural equation model based on a survey of 465 emotional labor workers.
The organizational policy to offer rest breaks and rest space directly lowered
workers’ emotional exhaustion. The organizational policy to help employees
cope with customers indirectly reduced emotional exhaustion by lowering
surface acting and customer incivility. On the contrary, the training and

education, and health care policy in organizations have no effects.

Keywords : emotional labor, customer incivility, emotional laborer protection

institutions, emotional exhaustion



