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The Effect of Emotional Labor on Burnout and
Turnover intention of Employee in Chinese Franchise

Companies: Focusing on Moderation Effect of

Self-Efficacy
Yang Yang

Ji—Seok Lee

{ Abstract

This purpose of this study is to examine how emotional intelligence has a
moderating effect on the relationship between emotional labor and job burnout. To
test the hypotheses, moderation analysis, mediation analysis and moderated mediation
analysis were performed, Of the 1,500 self-report questionnaires distributed to
franchise employees, 1,412 usable responses and utilized in the final analyses. The
resoults show that emotional labor significantly affected job burnout, and job burnout
completely mediated the effect of emotional labor on turnover intention, And
emotional intelligence moderated the relationship between emotional labor and job
burnout, suggesting that the emotional dissonance-job burnout relationship was
stronger in the low emotional intelligence group than in the high emotional
intelligence group.

The results of this study provide some implications for Korean companies entering
the Chinese franchise field, First, the mediating effects of “emotional labor — job
burnout — turnover intention” and the effect of emotional labor on job burnout were
mitigated by self-efficacy in Chinese franchise workers, And the self-efficacy of the
employees was an important factor, The implication of this study is that self-efficacy,
which is a controlling variable affecting emotional labor, job burnout, and turnover
intention, is important, so Korean companies that enter the Chinese franchise employ
employees with high self-efficacy and to develop and implement an employee

education program that can enhance self-efficacy.

{Key Words) Chinese Franchise, Emotional Labor, Burnout, Turnover Intention, Seli—Efficacy
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