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ABSTRACT

A Mediating Effect of Positive Psychological Capital (Deep acting)
among the Relationship Between Emotional Labor and Job

Engagement of Sales Service Employee

Kim, Min—Jeong (Kyungpook National University)
Hyun, Youngsup (Kyungpook National University)

Emotional labor was a rising issue in Human Resource Development(HRD), This study set a
goal of conducting an empirical analysis on the influence of emotional labor (deep acting) of
sales—service workers on job engagement and the mediating effect of positive psychological
capital among them,

To reach the research goal, we developed a survey and collected data from sales—service
employees working for M Outlet for about two weeks (Sep.13 to Sep.17 in 2017). We used on—
line and off-line questionnaires, As questionnaire tools, a total of 53 items were selected
including individual background variables and major other variables, The total number of
questionnaire distributed amounts to 350 sheets, among which 321 sheets were retrieved, 22
sheets were excluded for unfaithful responses, The final analysis was on 299 responds,

Research results are as follows, The examination of mediating role of positive psychological
capital between emotional labor (deep acting) and job engagement showed that positive
psychological capital mediated the effects of deep acting on job engagement. Also emotional
labor (deep acting) had a direct influence on job engagement, Based on the results, discussions

and conclusions were suggested,

[Keywords] Positive Psychological Capital, Emotional Labor, Job Engagement, Sales—

service worker
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