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The Effect of Emotional Labor Behavior of Employee at Geriatric
Long-Tern Care Facilities on Job Burnout and Service Quality:
Moderating Effect of Emotional Leadership
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Abstract The purpose of this study is to investigate the effect of emotional labor behavior of employee at
geriatric long-term care(LTC) facilities on job burnout and service quality focusing on the emotional leadership
of superior to improve the working environment of LTC employee and provide the high-quality service to
seniors. First, it is appeared that between emotional labor behaviors deep acting has a negative effect on job
burnout, in contrast surface acting has a positive effect on job burnout. and, emotional labor behavior has
positive influence on service quality. Second, self efficacy has partial mediating effect of tangibility, reliability,
assurance and empathy on service quality only for the deep acting between emotional labor behaviors. Third,
between emotional labor behavior, emotional leadership has moderating effect on emotional depletion and
deterioration of personal accomplishment. In contrast, moderating effect of emotional leadership is not appeared
on surface acting and depersonalization. In conclusion, further study is required to improve service quality of
elderly in LTC facility and working environment of LCT facility workforce.
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