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%2 RENY

¥ daf RMSEA CFI TLI NFI GFI AGFI

Apxwd 390.98 146 0.085 0.95 0.95 0.93 0.85 0.80
AARY | 400.39 147 0.086 0.95 0.94 0.93 0.85 0.80
AREY 2 38887 145 0.085 095 0.95 0.93 0.85 0.80
BAARE 3 38499 145 0.085 0.96 0.95 0.93 0.85 0.80
AR 4 381.16 144 0.084 0.96 0.95 0.93 0.85 0.80
=HRd 5295.68 171 - ; . ) . .
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The role of emotional labor strategies
in the job demand-resource model with burnout

and engagement - call centre employees case -
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The present study was intended to examine the influence of emotional labor strategies on job burnout and
engagement in the call centre(N=232), giving a great variety of job demands and resources. There are
results according to some hypotheses and studying goals. First, the role of emotional labor strategies was
functioning as process variables in the job demand-resource model with job burnout and engagement.
Structural equarion modeling was used to compare model-fit indices between hypothetical model and the
other competing models. The results confirmed the existence of both processes; (1) the high job-demand
and the lack of job-resource increase job burnout through surface acting, (2) the rich job-resource increases
job engagement through deep acting. Second, it was confirmed that the consequences of emotional labor
depends on employees' strategical acting on emotional labor. More specially, the deep acting is related to
job engagement, whereas the surface acting is connected with job burnout. Third, The higher the level of
CSS is, the more employees is Lkely to perform surface acting. In addition, employees tend to perform
surface acting when job-resource is insufficient, whereas to do deep acting when the organization granted

vatious and ample job characteristics. Finally, the implications and limitations were discussed.

key words : job demand, job vesource, job burnont, job engagement, surface acting, desh acting
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