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The Effect of a Social Worker’s Quality of Life on Service Quality
by Mediating Emotional Labor
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Abstract This study analyzes the effect of the relationship between the emotional labor of a social
worker and the quality of life with the job on the service quality. The subjects of this study were 220
social workers working in long-term care facilities. Self-administered questionnaires were used.
Emotional labor (internal and surface behaviors) was chosen as the independent variable in the research
model, with the quality of life with the job (compassion fatigue and compassion satisfaction) as the
parameter and the service quality as the dependent variable.

The results of this study are as follows. The fit of the model was good. The observations indicate that
the direct effects of emotional labor on service quality were not significant. However, the direct effects
of emotional labor (internal and surface behaviors) on service quality were significant and indirectly
improved service quality by improving the quality of life with the job (compassion satisfaction and
compassion fatigue).

However, there was a positive correlation between internal behavior and service quality on the total
effect and a negative correlation between internal behavior and service quality on an indirect effect. The
results of this study demonstrate the necessity for academic attention and institutional support to a
social workers' emotional labor and quality of life.
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Table 1. General characteristics of subjects

Variables N %
Gender Male 26 12.1
Female 189 87.9
Age ~30 11 5.1
~39 21 9.8
~49 63 29.3
~59 95 44.2
~69 25 11.6
Education High school Graduation 58 27.0
College Graduation 74 34.4
University Graduation 83 38.6
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Table 3. Results of confirmatory factor analysis of

variables
Variables B SE CR P Beta
PROQ — sati 1.00 0.90
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Fig. 1. Direct effect of Abstinence efficacy to

Recovery

Table 4. Direct effect of Abstinence efficacy to

Recovery
Variables B SE CR P Beta
a PROQ — SVSQ 0.449 0.104 4.309 ek 0.443
b PROQ — Inter 0.226 0.115 1.971 0.049 0.168
¢ PROQ — Surf -0.419 0.155 -2.709 0.007 -0.218
b Surf — SVSQ -0.027 0.052 -0.519 0.604 -0.052
¢ Inter — SVSQ 0.172 0.084 2.041 0.041 0.228

PROQ: professional quality of life, Surf: Surface Labor, Inter:
Internal Labor, SVSQ: Service QOL
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E folstug 7|27 AHla AL ARRIEAAL
o] AR 9] A P esol FFe T e A
o= yeha gick AFoR, B wriazt 139
FHAIE Ho] F&= Table 55 AHEH, A 59
AR = Aul2 Ao BANA & E3F 8=.20 FolA
APaIpt =23, I aI= f=-.03S A5kl ot
ES s & BHPN AH|L o] BAA 2
Hadhe p=-.05°4, THAT= f=128 JFH| #
S} e, AeHos FaIN= f=.072 LERRT

Table 5. Direct and Indirect effect of Abstinence
efficacy to Recovery

Direct . Total
Indirect effect
Variables effect effect
B P B P B P
Inter = SVSQ 23 .01 -.03 etk .20 et
Surf - SVSQ -.05 .66 12 etk .07 etk

SVSQ: Service QOL, Surf: Surface Labor, Inter: Internal Labor,
.05, **p.01
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