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Abstract

Objective: To clarify the status of emotional labor and job burnout in our workplace; to find out
the characteristics of emotional labor, coping style and job burnout in demographic factors; to fo-
cus on the exploration of the links among job burnout, emotional labor and coping style, and to
examine whether different types of coping style can adjust the influences of emotional labor on
job burnout. Methods: With the help of data collection platform, this study uses questionnaire
survey to explore the influence of coping style on the relationship between emotional labor and
job burnout of employees with at least one year of work experiences. Conclusion: The interactive
item of the surface acting of emotional labor and positive coping style has a significant role in the
regulation of job burnout. The use of a positive coping style can effectively alleviate or eliminate
the level of job burnout caused by surface acting of emotional labor.

Keywords

Emotional Labor, Job Burnout, Coping Style

BEFS IR BRI : M 75T
1EH

kK Z
BRI R 22 O E A, db
Email: zhangying@bnu.edu.cn

W H . 20174F5 H11H; FHABEM: 20174F5H20H; &4 HM: 20174F5A31H

WEFIH: K= (2017). HE IR BRI N T AIRTER. OFFF I, 7(5), 755-765.
https://doi.org/10.12677/ap.2017.75094



http://www.hanspub.org/journal/ap
https://doi.org/10.12677/ap.2017.75094
https://doi.org/10.12677/ap.2017.75094
http://www.hanspub.org

KA

=

Hi: FERERGTEEFNHEZET . PSR RERGARKBET 3. M TR. Bks
BEADZERR LM BEXNRHALKRLER. BT3P T5 X =% KRR BRIFRAR
78, BRBRARKNN TR B ETHBEST IR RNEM. 5k KNS EEE HHhEdEksE
Fa, U—EU ETRLERB A AT AN R, AT 77 N T HAELE T S Bk B RN
Bl 4k RERINBUREIN 7 RNEZE LIRS BFFE S AR . 780 i R AR AR A
Xt RBHKIBE, BT KNRERIDSILAE R HTE R B e

Xiid
573, BAER, MXITR

Copyright © 2017 by author and Hans Publishers Inc.
This work is licensed under the Creative Commons Attribution International License (CC BY).
http://creativecommons.org/licenses/by/4.0/

1. 51§

FEFATH ARG PARE BB A TER: NS R A FIXBEAFUIR U A A EAT, REA
KRB AR, HEMBREAE AR TR, XMBZORPI L “BAER” MRIZ —. RE
MIGHERY, 2R AL s8R« B3t B30 BpRE, R EAERAEE B, T
PERANEM A T2, ZEERHRARE ST ZBAT, HdhEgaE A, &3k famank
AR HOUAEE, RMREE. 445, PULAER TN &AM T Ik 63 T BL A % il 75 e A7 72 1]
A, B R BRI B B o R Al KR ) ER B AR

SRR R CRoR, 15457 e — €L BT DAPPAS AN TRIIRN A8 Rk TN [r] I )
XTAEHTT AR QEVIHSE, DO, AR BB 75 2B e, Bl 5 7 A A s
BREEHRAR.
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T AN RIIMER, A — AR TSR IA RS EORI TR Ja, BB TR
POGAIR R, R] SIS _ERIBOERE I HE,  AMEAMARRAG . Zff B CR0t5 2857 shas AP R
I, IR BT A HE AR DR R A ARG AICIRAS Ot B SR il A ReD A g KA 2 Ak -
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AW TR TR H RS —E TAELRR I A £ 300 A, B4 150 A, 22~31 % 212 A, 32~41
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MiFRFH#RE T Diefendorff (2005)f(1 &3, LMEE M FEHE N . MERZRIKEE 7 4 0
BRERINA 4 8, WEAREINNBEAE 3. SOBEEMAT SR, 2505 0.7501.
0.7209. 0.7176 (175, 2006).
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Maslach F1 Jackson (1996) 1 141 45 5 W) FH K VP4l R S5 AT N R B B KF . B TIBHESR, 54
SR B RS RS N BRI ) 25, X e i I . O T IE IR E R SRR R IR,
S|t 903 2= 1% (2005) % Maslach 1 FH AR S TT BREAT T FREIT . 435 30 7L, 13 el VLI AT
H B ARER AR =AN T, PWEB—EE(E 4 308 0.9091. 0.8739. 0.7857, Z5HAFICHAAL IS R 1T .
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Table 1. T test of gender difference in emotional labor
1 BEGNEMR LRI T 450

P51 NE RESE t Sig. (WU2)
% 150 3,527

KERM 1.485 0.139
S 150 3.440
5 150 3.737

HZERD 0.251 0.802
& 150 3.720
) 150 3.353

AR 0.886 0.376
4 150 3.273
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Table 2. T test of gender difference in coping style
2 2. MARIEMR ERIIFEAR T 458

51 NHL RR2E t Sig. (WE)
5 150 2.915
RS % -0.157 0.875
S 150 2.922
5 150 2.240
MELANRS) 0.245 0.807
4« 150 2.225
Table 3. T test of gender difference in job burnout
5% 3. R ESAE MR EAMMSIHAR T R
PE 51 AN# RE2E t Sig. (UE)
% 150 7.221
JiANIZE IS 0.282 0.778
& 150 7.169
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TEAZE R ILF 8.
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Table 4. The comparison of different educational background in emotional labor

=4 RETNEFH LN BERGEN

=0 Nt N2k FRifEZE F Sig. LSD
= KEKLLF 57 3.353 0.533 2.552 0.080 KERKLLT < A%
B N 211 3.508 0.498
f B 32 3.558 0.428
b3/
” Mt 300 3.484 0.501
\ KERUTF 57 3.640 0.598 1.832 0.162
VT\’
= ESS) 211 3.729 0571
* Bk 2 3.883 0.546
b3
Mt 300 3.728 0.575
4 KEKLT 57 3.380 0.878 0.694 0.501
" AR 211 3.316 0.760
& WA 32 3.177 0.753
b3
St 300 3313 0.782

Table 5. The comparison of different educational background in coping style

5 MNMAREFRH LNBERKXFESH

] N Rkt bRtz F Sig. LSD
KERLLF 57 2.790 0.404 3.813 0.023  KLRLUT < A8 < #5sk
B AR 211 2.947 0.397
X B 32 2.961 0.342
Bt 300 2.919 0.397
RELUUTN 57 2.180 0.527 0.861 0.424
A AH 211 2.258 0.525
X B 32 2.156 0576
Bt 300 2.233 0.530

Table 6. The comparison of different educational background in job burnout
6. RBSEZER ERNEERFED R

=i N 4L PRtz F Sig.
KEKLF 57 7.479 1.393 1.836 0.161
HRML A AF} 211 7.177 1.634
8 i tas 32 6.806 1.784
Bt 300 7.195 1.613
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411 BESH, RUBSHENFREMS EERHIL
F U5 S I8 A 5530 IR A 8 RO 7 2 1553 22 1. 0742008 8
PERITS 23 S S DT INT LR, SCRATRATLE S . T 117%(2013) BLELBRARIT A AL A M 47 0



Table 7. Descriptive statistics of emotional labor, job burnout and coping style
= 7. [BEFEE RlESFRAN AR S EENRER ST

N4 RME RME Rk N

RELM 300 1.43 5 3.484 0.501
WRIELRI 300 2 5 3.728 0.575

H AR 300 1.33 5 3.313 0.782

17 JE A 300 1 4.2 2.385 0.676
YLIHA 300 1 43 2419 0.635
FeAIk B Rk Rk 300 1 4.2 2.391 0.531
AR %] 300 1.75 4 2.919 0.397
THARSEAT 300 1.13 3.75 2.233 0.530

Table 8. The correlations among emotional labor, job burnout and coping style

8. HEFEH. RlER. BRGNS HEERNEXIN

1 2 3 4 5 6 7 8
1 RERI —
2 BRI 482" —
3 AR -0.072 155" —
4 BB R X .166™ 297" .204™ —
5 JH AR REXS 219" 0.024 0.044 0.113 —
6 T Bk 0.027 -.139" -.147" -.380" 413" —
7 YL 0.036 -.201™ -.132" -.451" .360" 851" —
8 KRk fE -.145" -.302" -.169" 417" 290 527" 519" —
TRHEHEAE 0.01 B EREUR). XM 0.05 E EEEGUR).
Table 9. Regression analysis of surface acting, positive coping style and their interaction on job burnout (N = 300)
9. RERM, R EEFRDFIER S X RZIEIYIZER(N = 300)
o AR & A BULER
(&) (=) (F=2)
B SE B SE SE
5 -0.055 0.186 -0.022 0.165 -0.019 0.164
Hw =230 -0.33 0.172 -0.158 0.155 -0.169 0.154
R? 0.012
KIELIM 0.101 0.084 0.123 0.084
R %o -0.77 0.084 -0.738 0.084
W
R? 0.231
AR? 0.219
KRR BIRL % 0.178 0.072
H= R? 0.247
AR? 0.016™

*

FE: ™ p<0.001, " p<0.0L, " p<0.05.
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Table 10. Regression analysis of surface acting, negative coping style and their interaction on job burnout (N = 300)
2 10. RERM, HBRENHR R EFRBFIRLES X ZHEYVIZER(N = 300)

s

THAZ & N BULER
) (GE=H) (FE=2)
B SE B SE B SE
5 -0.055 0.186 -0.064 0.169 -0.081 0.169
B i -0.33 0.172 -0.299 0.158 -0.293 0.158
R? 0.012
RIZLI -0.173 0.088 -0.178 0.087
THAR RN 0.699 0.087 0.672 0.088
B
R? 0.192
AR? 0.179
KRR BLX 0.134 0.089
B=8 R? 0.198
AR? 0.006
¥: " p<0.001, " p<0.01, " p<0.05,
Table 11. Regression analysis of deep acting, positive coping style and their interaction on job burnout (N = 300)
= 11 RBRI. MR R EFFAGUER LSS XRZAIEYILER(N = 300)
THAZ & N BULER
) (GE=) (FE=2)
B SE B SE B SE
5 -0.055 0.186 -0.045 0.164 —0.047 0.164
H &3] -0.33 0.172 -0.118 0.154 -0.123 0.154
R? 0.012
WIELI -0.165 0.086 -0.157 0.087
R REXF -0.707 0.086 -0.703 0.087
v
R? 0.237
AR? 0.225
IR TR L% 0.049 0.076
B=F R? 0.238
AR? 0.001

ok

#: 7 p<0.001, " p<0.01, p<0.05,

FEREIR, EIRRERRE B3R B, YERAFKERITA Z 57, BRIy HITE S & B, R
Mk & TSNP 5 LT SRANIR s 42 52 R A AN [R5 £ DR T AR AR AR WX AL B R AT B
St FLOVERI 2 v T M, S AT FU A RANA

AR 57 (OBIF FE 45 R W] B A2 PR U AR B IURE 22 5 B A o A R AOAT ML AT A G B SR AR A AE 15 2557 3
{2 B ARG 55 SN AN 2 55 4855 NG B RS RAAAEZE T, 00T Ak 1 R AMLE Bkt 2 7%



Table 12. Regression analysis of deep acting, negative coping style and their interaction on job burnout (N = 300)
=12, RERM, HRE AR EFRRBAIR 2 X RAYEIYFLER(N = 300)

ToAS & N BULER
EFE—H) EFE=P) GE=2)
B SE B SE B SE
5 -0.055 0.186 -0.047 0.164 -0.043 0.164
B i -0.33 0.172 -0.261 0.153 -0.265 0.153
R? 0.012
=R -0.383 0.083 -0.38 0.083
TH AR AT 0.671 0.082 0.654 0.084
E b2
R? 0.237
AR? 0.225
IRZ I TR 0.081 0.086
B=8 R? 0.239
AR? 0.002

>

¥: 7Tp<0.001, " p<0.01, " p<0.05,

Table 13. Regression analysis of the expression of naturally felt emotions, positive coping style and their interaction on job

burnout (N = 300)

5% 13. BAFTI. MM R R EFRmFIE S X RAIEYIZER(N = 300)

TR &

P
B—F i
R?
HARRI
FARR L%
o7 =
AR?
H AR I TR R %
B=2 R?
AR?

RAzE: Pl e

(%) (E=29)

B SE B SE
~0.055 0.186 ~0.054 0.164
-0.33 0.172 ~0.162 0.155
0.012

~0.132 0.084
-0.726 0.085
0.234
0.222

—0.055
—0.164

—0.131
—0.725

—0.018
0.234
0.000

(=)

SE
0.165
0.155

0.085
0.085

0.075

*

¥ " p<0.001, " p<0.01,"p<0.05.

AR A o ARITAT AL TARSRE R, HUBCHE I R RS RE,  X0 J5ME SR U AN K IF) A, E 0 2 A
FEARKA S, ARIATAE VR Th# 5 2, RRITAR S A B Al — ke ot , B S I EHE
ERBLENTE A, il 23 AR TAT Ml 2 PEAE AR AR RE AN P A 12 [ 5™ s I L o NS 5 3K L
ATNEIAEEXS LV EAFIY, T RE S BEAR S ERIT IR AR N 1 o (EE, BEERMCHIAR R, ik 2 gt A3
BT Z DRI E, ERM e 5 R Gl AL VRS AR B ok
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Table 14. Regression analysis of the expression of naturally felt emotions, negative coping style and their interaction on job
burnout (N = 300)
i 14. BARI. HRAM AR REFRDBABIAES X RMNEYIZER(N = 300)

TRIAE HARE: BUk#ES
(GE—H) (GE—) (BE=2)
B SE B SE B SE
PG -0.055 0.186 -0.069 0.166 -0.077 0.165
W E3i] -0.33 0.172 -0.376 0.154 -0.369 0.154
R? 0.012
H AR -0.318 0.083 -0.338 0.084
VH AR R X 0.676 0.083 0.694 0.083
b
R? 0.219
AR? 0.207
SRR I A X -0.155 0.08
W= R? 0.229
AR? 0.01

¥: 7" p<0.001, " p<0.01, " p<0.05,

WA AL FEERHINARRE, Gidifdh)m BRI RERZ A A KT MAER. TR
if ERARARAL, ARG 2E D73 RO 7 sUUA R O A 8 1 i PR 22 5 AN FE T 6k
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FEARBTFEN, EPEE RN T F 57 AL 8 EIERE 2R . I NIRRT 727
P AT g SR, BRI SCHORE P ey RN B 22 SRR (14 5 R AL L i)

WS (2011 X LA AT ORI FL R, KRB AARL 22 P 4 1 s B B R AR T R L LU TR 220
gt KRB B2 EAERNAS R RVIEESE EREMET REZPIUNH, RIS, £
b RS YLEESE R SR A AT LA AR . 8 LE(2012) MK 74 F 5 4
I FE A5t 2 D AN LR A BKF, SCRFEAIE TS5 R .

WS (2011 KB, LIRS B LR RS, SCREAWETURCR -

AL (2012) WARAT LA N GIBEAR A5, BRI 77 e R B B 22 e, (B 55 oA T AR R X
T ERAERIZER, BRI 77 Rt 2, SARFIAA

5780, WOl B AR 75 AAFE 2 D LRI 458 S R0 ARIBE AL, Ar—3, ARAR. X
PG U AERE 708 REAT W T 45 AT IR I AT Re st a8 3. BRI WO JE R, W] e ANAS [ B9 7 v A P 1
P B RAN A B O A F A

KRBT, RN T A P PR R ZE R, X AT REE RN 2 BA KT s B4, b
I RN 2> A5 AT RN 59, B AR X 7 s B 2 IO s B bl mT B2 52 B v S 30 R AR
TRy FBESFAE EEA TS, TS ) A 5 2 i BRI AT B BN, SR AU RIS 75 2ok Ak 2L ) T st
RERT .
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W (201 1) X AR HEAT W TT, AU 48 57 S SR R KRR R D0 ) 5 LA B (1 Tk v
YU IEMK, 5 HBRBAEE SHE . BRI 91 (2013) N ZE BA I B I25 45 Mol 43 R E R L
AR YUHASE R B, i (2013) LU ™ 8 N SN BGRAS b5 ™ 4 8 N AR 24T
NETAERITH T 283 EHX.

AL, HAETASFERT AU W S A RIF A R e a8 WL 8 R E RIS 8 =4 A
KEGOAEA R BB FU R SO A —FEREER . ABERE R ER, BUp N 5245730 KR 2 RO
BRI VLHSE LR EMK. XA B Z /T W TR T S8 v R 15 28 57 sh 2R
AT B b TASHE TR B AT 5 B AL N s AU ARAS R T B 17 AH AN R
Mai R tehh, BEERACHIARRE, KAy HMBEACTRRT, B AP TAEA TR RAAR, 1
AP oK R R R DB B ARy — AR HRNE TR R R 2, AN AN N 26 3 98 AL 25 B 7™
AR AT, SOTAEADE T T R 2 RN & P S O . VIS EARRAREMXT .
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T AT HR ML s SRR
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JEEE (2013) % o5 ™= 4 B N DA I 245 AR 250 A 1

A0, 2G5 BN IR Z R I IR A B I AH OGS R I T 45 AR e 4 — 3. AW 045 SRR 70 1
NS RAE, WNRERISTER R AR, KERNBZ, 7TLUELGFRE RN ORI E
WHFE, AETRBEIER.

423, BRFRSRLABIEXIENTE
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