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Abstract The purpose of this study is to propose interventions on emotional labor and health issues
through verifying the mediating effects of depression and anxiety on the relationship between emotional
labor and somatic symptoms in medical workers. For this study, a sample of 200 medical workers
completed the questionnaires of the Korean Emotional Labor Scale, the Patient Health Questionnaire-15,
the Patient Health Questionnaire-9, and the Generalized Anxiety Disorder-7. The data was analyzed
using the SPSS 25.0 program. The results of this study can be summarized as follows. 1. Results showed
a risk of emotional labor, depression, and somatic symptoms in medical workers. 2. The risk group of
the emotional labor's 4 factors (excluding organizational support and protection system) had a
significantly higher level of depression compared with the normal group. Particularly in emotional
dissonance and impairment, depression in the risk group was moderate, while depression in the normal
group was normal. 3. Only emotional dissonance and impairment had a significant influence on somatic
symptoms. Reflecting the results, the mediating effects of depression and anxiety on the relationship between
emotional dissonance and impairment and somatic symptoms were verified. Results showed that depression
had a partial mediating effect, whereas anxiety did not have a mediating effect. Finally, we discuss the
necessity of dealing with emotional dissonance and depression in emotional labor and health issues.
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3.1 AMYS SIRIL0t MRS, 22, Eoto| 9
8 4%

Axd a7 9 A B4 1168(61.70%), 93
7278(38.30%), 1A wEol W A5 A 74
(39.36%), AT 114(60.64%), FHHEZS} U &AL
34F 1019(53.72%), AE 8798(46.28%), THTA] L
TYEHL FA 937(49.47%), AE 957(50.53%), =
2] AA] 4 HSAAE FA 116H(61.70%), 9 72
3(38.30%) 22 YeRtt ol#gt FIE (Table 1)
A|A5k

AR AL T w91 4978(26.06%), A& 54
H(28.72%), Be% 579(30.32%), AZ3r 289
(14.89%)°111, &2 HA 7478(39.36%), 45 6578
(34.57%), 5% 28%H(14.89%), % 138(6.91%) A
73t 89(4.26%) 22 Yepdth Bk AT 1299
(68.62%), 35 31'9(16.49%), 5= 199(10.11%),
AZFeE 9 (4.79%) 2.2, A thert ERke S4Gt
A ¢koktt. o|E3t AYE (Table 2)°] AAISHILE.

Table 1. Risk level of emotional labor's 5 sub-factors

None Risk

1.Emotional control demand 116 72
and regulation (61.70%) (38.30%)

2.Customer response overload 74 114
and conflict (39.36%) (60.64%)

3.Emotional dissonance and 101 87
impairment (53.72%) (46.28%)

4.0Organizational watching and 93 95
monitoring (49.47%) (50.53%)

5.0rganizational support and 116 72
protection system (61.70%) (38.30%)

o

A2 E 85 9 A= AAS T = .25, p €.0D),
$&(r = .28, p .01), BRMr = .21, p < .01)F F-2J3t
A AHg Blvk 143 st @ 452 AAF
Ar = .39, p € .01), & = 41, p (.01, A =
31, p €.ODT 73t HA S Bt ARz
2 &2 AAEANr = 54 p € .01), 20> =5
¢.01), E%Mr = .50, p < .0DT Fo8t 4 A3t
gk 2AA 2 HUEHE A3 = 32 p
01), $2(r = 42, p € .01), ESHr = .30, p < .0DF
gt B4 g Bty 2249 AR 9 HSAA=

AASB(r = . 13)3 FoRt g HolA] ook, 9=

ﬂJlOpoI_‘
~ o

Table 2. Risk level of somatic symptoms, depression and anxiety

None-minimal Mild Moderate Moderately Severe Severe
Somatic Symptoms 49(26.06%) 54(28.72%) 57(30.32%) 28(14.89%)
Depression 74(39.36%) 65(34.57%) 28(14.89%) 13(6.91%) 8(4.26%)
Anxiety 129(68.62%) 31(16.49%) 19(10.11%) 9(4.79%)
Table 3. Mean, Standard deviation, and Correlations of variables.
1 2 3 4 5 6 7 8
1.Emotional control demand and regulation 1
2.Customer response overload and conflict 52 1
3.Emotional dissonance and impairment 46** 62+ 1
4.Organizational watching and monitoring 37 57 .60** 1
5.0rganizational support and protection system 14* 26™* 31 30 1
6.Somatic Symptoms 25 39 54+ 32 0.13 1
7.Depression 28% 41 58** 427 15* 71 1
8.Anxiety 21 31 .50™* 30 14* .66™* .82%* 1
M 76.00 62.30 53.40 40.43 40.78 8.95 7.03 4.13
SD 17.02 26.46 25.69 24.72 17.15 6.20 5.65 4.81

*p<.05 ™ p (.01
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Table 4. Differences in somatic symptoms,
sub-factors risk level

=-0.39, p = 0.70), 243 5ol E (=

—075 t =098, p =033, &
p = 0.98),
1.51, p = 0.13, =
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35}7%1}— 1294 A3E

5} ‘3—1 S-S

5

= 256, p= 011)*1: I

= 0900 9lalA] esiet.
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ol5}1A]

(Table 5>— Etﬂ 1A ZFRB RS 2 2410

ST

28 = 58, t = 9.65, p <.001)°] F2U3t FA FF
= U 29A M ARt 9 &2 AASHR
= .54, 1 =883, p <.001)°l oIt B2 IS vIH
‘:}. 3ANM AR} 3 g2 ARS8 = .20,

=3.24, p €.00D° Fot FH FF= VAL &
‘EV\] AAFB = .60, t = 9.65, p < .001)° -5t
4 dFE A AR 9 S AASS 1L

depression, and anxiety according to emotional labor's 5

Somatic Symptoms Depression Anxiety
Emotional labor
M£SD t M£SD t M=SD t
1 Emotional control None 8.40+6.35 s 6.17+5.49 2o 3.60+4.55 o1
demand and regulation Risk 9.85+5.88 ‘ 8.42+5.66 ’ 49745.12 '
None 6.72+4.84 4.74+3.91 2.69£3.36
2.Customer respon-se 4.16% 473 3304
overload and conflict Risk 10.40%6.56 8.52+6.10 5.06+5.37
i i None 6.34+4.71 4.42+3.48 2.27+3.00
34Emot10'nal qlssonance 6.09"* 7,89 6.27%*
and impairment Risk 11.99+6.34 10.07£6.15 6.29+5.58
4.Organizational None 7.46£5.98 335w 5.28+4.40 e 3.02+4.16 3.10%
watching and monitoring Risk 10.4146.08 ' 8.75%6.20 ) 5214517 '
5.Organizational support None 8.64£6.29 088 6.57£5.95 143 3.80+4.86 118
and protection system Risk 9.46+6.04 ’ 7.78+5.07 ) 4.65+4.72 )
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Table 5. Mediating effect of depression and anxiety on the relationship between emotional labor's 5
sub-factors and somatic symptoms
step Predictor variable outcome variable B SE B t p adi.R’® F
Emotional control 000 | 002 | 022 | 033 | 075
demand and regulation
Customer response 001 | 002 | 075 | 098 | 033
overload and conflict
Emotional dissonance and Depression 013 | 002 | 058 | 965 | < .001 033 93.13%**
1mpa1rment
Organizational 003 | 002 | 011 | 151 | 013
watching and monitoring
Organizational support 2002 | 002 | -004 | 061 | 055
1 and protection system
Emotional control' 001 0.02 003 039 0.70
demand and regulation
Customer response 000 | 002 | 000 | -002 | 098
overload and conflict
Emotional dissonance and Anxiety 009 | 001 | 050 | 796 | < .001 025 63.32"+*
impairment
Organizational 000 | 002 | 000 | 001 | 09
watching and monitoring
Organizational support 2000 | 002 | -0.01 | 020 | 084
and protection system
Emotional control 001 | 003 | 000 | 003 | 097
demand and regulation
Customer response 003 | 002 | 009 | 113 | 026
overload and conflict
2 Em‘mofipii;iggi?ce and | o atic Symptoms | 013 | 002 | 054 | 883 | < .001 0.29 77.90%*
Organizational 001 | 002 | -001 | -0.14 | 089
watching and monitoring
Organizational support 002 | 002 | -004 | -0.68 | 090
and protection system
Emotional dissonance and
\ impairment ot S 0.48 0.02 0.20 3.24 < .001 053 104,85
Depression omatic Symptoms 75 =7 1002 | 0.60 | 9.65 | <.001
Anxiety 0.27 0.07 0.23 2.56 0.11
w5 (001
o AN 989 ET} BlEich WEREs} 4. 2 Y =0
W dpo] AAFA] vl el Slojd $-2o]
A= %74] FEFE(B = .20)0] 22A(B = 54H)ET & £ d7e= 98 3AREY s &, B9 4l
oma

FE 7 agE A5t Sobel test 23t Z
= 7.56(p <.001)C.& BB o/l &u}te] Solio] eyt
ot ol2fgt ZE (Fig. 1ol AAlsHich

Depression
58%F* 60***
B Emotlom:‘lnd Somatic
impairment 20%* Symptoms

* p (.01, ** p {.001
Fig. 1. Partial mediating effect of depression on the
relationship between emotional dissonance

and impairment and somatic symptoms
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