http://dx.doi.org/10.5392/JKCA.2016.16.12.422

2|Ee| ZELS0| F5te HF= njxl= Sk
ae|d X=at JA-RotEA el sa Ht
The Effect of Leader Emotional Labor on Followers’ Work Engagement :
Examining the Role of Followers’ PsyCap and Quality of LMX

=M, O
73 5] o %Xﬂtﬁfﬂﬂ ZA A8}

Joon—Seo Kong(jskong1010@naver.com), Jung Woo(jw2020@daum.net)

WAl B Aol HREe] AHlz FALY el WEHCIA Stk TRAR B A 2
o Aol Yat NAATE Eo|2 elrle] Aol Hoke] AR-Be] v GG} efd
oA F3ke] Ae)H

A

2 x}i,] uH7HOﬂ?‘;_1—g 7&? } o) w3 2u] o) Wé‘:_%i} kel AlelA AR A o
=
[e)

Au)2siapsl T QA 1 o 496vu rﬂ SEE I E R 40} =

oR
Q(‘_L
tlo -
=)
W

775} FJue] gAwEe okl AREA% AeA ARe] 2942 99 - Qo2 39
oh FAHOE el rasls) A Foel A e 340 B o CEEE
AR S Bohel Aol Aol Folvle G2 R, us] gy Fake] 47Eg)
oA Rate] Aeld ARe e es s Aow Helsart vTow e g Hal
o AR A WAl AA-Ra Ao Aol 2AwTE Wlel Aol B PuelA felva GaE
selstelnh. Aol B L BF APFE AN

B B0 | Al | KRR | MalERIE | AR Eel A |

Abstract

Almost all research on emotional labor has focused on how services workers use emotional
labor. However, this study examined that leaders’ emotional labor influence follower’s outcomes.
Especially, this study tested how the leader emotional labor influence followers’ work
engagement and mediating role of PsyCap between leader emotional labor and followers work
engagement. In addition, this study investigated the quality of LMX as moderator the relationship
between leader emotional labor and followers’ work engagement. The SPSS 24.0 and AMOS 24.0
was used in this study.

The results collected from 469 employees in domestic large Telecom and their related
companies revealed that leader emotional labor positively influence followers’ work engagement
and PsyCap. Especially, leader deep acting and surface acting positively influence followers” work
engagement, but not display of genuine emotion, and leader deep acting only positively influence
followers’ PsyCap. Futhermore, followers’ PsyCap partially mediated the relationship between
leader emotional labor and followers'work engagement. Finally, the quality of LMX as moderator
in link between leader emotional labor and followers work engagement showed when followers
in high—quality of LMX. Implications and suggestion for future study are discussed.
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I. INTRODUCTION

Today’s climate of continued long-term global
recession and prevalent uncertainty in businesses,
leaders should control their emotions appropriately
depending on situations to achieve goals. According
to this perspective, numerous researchers on leader
emotion regulation are in progress in relation to
leadership[1-4].

Leader emotions lie at the key of many leadership
mechanisms such as inspiring followers, sustaining
interpersonal relationships, and resulting in follower
outcomes such as satisfaction, performance and
citizenship behaviors[2][5][95]. However, dating back
to a few decades, leaders’ emotion had been considered
as an obstacle in making reasonable decision and part
of conflict in interpersonal relationships. Only very
recently, researchers started to recognize the value of
leaders’ emotion at workplace.

Many studies concluded that leaders capable of
effectively controlling their emotion can improve their
own emotion, relationship with others, and organizational
performance. And the emotion regulation of leaders
can support the way followers deal with negative
emotions, express trust and amicable emotion, and
strengthen the enthusiasm, optimism, and resilience of
followers[6-8].

Based on emotional contagion theory[9], Humphrey
et al[7] termed this phenomenon as “leading with
emotional labor”, and argued that leaders should
perform emotional labor as an emotion manager to
influence the attitude and emotion of followers and
encourage them to achieve given performance goals.
In addition, Humphrey, Ashforth and Diefendorff[10]
suggested the bright side of emotional labor, and
argued that “the evidence is pretty clear that there is
a bright side to leaders’ emotional labor, and that

emotions useful in a wide variety of occupations”,

continuously raising the need for further research on
leaders’ emotional labor.

Humphrey et al[7ldescribed how leaders use
“emotional labor to influence the moods, emotions,
motivations, and performance of their subordinates or
followers”. They developed the first comprehensive
model of how leaders use emotional labor, and they
categorized the similarities and differences between
the emotional labor performed by leaders and that
performed by service workers. In addition, Gardner,
Fischer, and Hunt[6] explored leaders’ emotional
labor in considerable depth presenting a partial
nomological network. They focused on the cognitive
influence of leader emotional labor on follower
impression and trust in leader, and leaders’
well-being. Studies by Gardner et all[6] and
Humphrey et al[7]

opportunities for the relationship between leaders’

offer plenty of research

emotional labor and followers’ outcomes. However,
they did not explain the effects on followers’ attitudes
or performance.

The major role of leaders would be displaying
optimism and hope to influence followers mood and
emotion so that they can actively commit to their
tasks. Therefore, the core competency of leaders is
the emotional regulation capacity in order to
simultaneously fulfill the role of both managers of
business and followers emotional management[11].

According to emotional regulation theory[12],
surface acting and deep acting are the two elements
which have been widely researched for emotional
labor strategies[13][14]. Based on Grandey’s argument
[15], the limitations of the existing studies on emotion
regulations are explained as follows: first, leaders’
easily experienced, and
the
psychological process through which leaders display
their emotions hasn't been fully explained(7]; third,

emotion regulation is

displayed without conscious effort; second,
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most studies in emotion regulation are limited to
laboratory studies; fourth, they mainly suggest
reappraisal (deep acting) and suppression (surface
acting) as leaders’ strategy for emotion regulation,
and haven't considered the other dimension, display of
felt emotion[16]. Moreover, Grandeyl[l5]argued that
Emotional regulation and Emotional labor seem to be
differences in the focal constructs, methods, and
outcomes of interest.

Therefore, theoretical/empirical study needs to be
conducted on leaders’ emotional labor in order to
overcome these limitations present in existing studies
concerning leaders’ emotions and leaders’ emotion
regulation. In this regard, the purpose of this study is
to investigate the relationships between leaders’
emotional labor(surface acting, deep acting, display of
felt emotion) and followers’ work engagement with
mediating and moderating variables in South Korean
conglomerate employees. In detail, this study will
empirically clarify that leader emotional labor could
influence followers’ PsyCap and work engagement by
examining the moderating effect of LMX.

Second, a sufficient volume of theoretical suggestions
is available, suggesting that the emotional labor
strategies of leaders influence the enthusiasm,
positivism, and positive psychology of followers, but
there are very few empirical studies thereof[6][7]1[10].
Thus, this study will attempt to clearly explain the
relationship between leader emotional labor and
followers’ PsyCap(psyhological capital).

Third, the influence of leaders’ emotional labor
could be amplified when LMX(leader-member
exchange)relationship quality acts as moderator. It is
expected that LMX relationship will play an important
role as a moderator in the relationship between
leaders’ emotional labor and followers’ PsyCap, rather
than personal characteristics and job characteristics as

moderators in existing studies on emotional labor[17].

Finally, this study will lead to attentions on leader
emotional labor from HR managers and practitioners.
The implication of this study will give some clues for
leaders’ emotional regulation strategies development
program. As a result, leaders will be more aware of
their role as emotional managers, and begin to

develop techniques to use emotional labor as a leader.

II. THEORETICAL BACKGROUND

Leaders have been performing emotional labor for
decades, but only doing so under the umbrella of good
leadership[18]. Leadership necessarily involves an
element of emotional labor, defined by Hochschild
[13], as “management of feeling to create a publicly
observable facial and bodily display” (p.7)[19].

Leader emotional labor may be conceptualized in
terms of its dimensions. Humphrey et all7] and
Gardner et all6] considered 3 dimensions as leader
emotional labor strategies based prior researches.
Specifically, surface acting refers to the process of
simulating observable emotions that are not truly felt,
as when leaders suppress negative emotions and fake
positive emotions[38]. Deep acting refers to the
process of modifying inner feelings to experience and
express appropriate emotions[39]. Display of genuine
emotions denotes the process of regulating
expressions of genuine emotions[6][7][16][40].

Humphrey et al.[7] defined leaders’ emotional labor
as the process that leaders use emotional display to
influence their followers based on emotional contagion
theory[9]. they contend that leaders who use
emotional labor are emotionally expressive and tend
to be perceived as transformational leader in that
emotional expressiveness is the core attribute of
leaders[20-221[96].  Specifically,
Humphrey[11] stated that “leading with emotional

transformational
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labor is not meant to be a complete theory of
leadership. Leader emotional labor is a specific set of
behaviors that can help leaders establish better
leader-member  exchange perform
establish

authentic relationships with others, and so forth” (p.

relationships,

transformational  leadership  behaviors,
741). In this regard, leader emotional labor may be
especially need to

role-model hope, confidence, and optimism([18][23].

important  because leaders
Based on the above arguments, it is assumed that

labor influences followers’
PsyCap(psychological capital). PsyCap is an individual's

positive psychological state of development characterized

leaders’  emotional

by four positive psychological resources: self-efficacy,
optimism, hope and resilience[24]. When these four
positive resources are combined, the result has been
conceptually[25] and empirically[26] demonstrated to
be a higher—order, multidimensional construct labeled
psychological capital.

PsyCap has been summarized using the acronym
HERO: hope, efficacy, resilience, and optimism[27].
Each has a positive effect of attitudes, behaviors, and
performance, and also the PsyCap is state-like(not a
trait), Psychological capital is proposed as a common
underlying capacity considered critical to human
endeavor  for

motivation, cognitive processing,

and performance at
workplace[28][83]. With recent review studies of

PsyCap, it is confirmed that the leader’s behavior(.,eg

success, resulting

authentic, transformational) influence followers’
psychological resources[29-31]. In particular, leaders’
deep acting and genuine felt emotion expression will
attitude  through
transformational leadership perception. This influence

can be explained by the emotion contagion theory[9],

have an effect on followers

which claims that leaders’ emotional displays are
easily transferred to followers, influencing behaviors

of followers. Positive (negative) emotional displays by

the sender lead to positive(negative) emotional states
in the receiver. Moreover, individuals in positive
emotional states are likely to be more optimistic,
creative, cooperative and motivated[32], producing
higher performance. However, individual in negative
emotional states experience the opposite effects on
motivation and performance results[32][33].

In addition, leaders who use genuine emotional
labor and deep acting may be better at establishing
trusting relationships with subordinates[6][17]. This
eventually result in followers'
Work

defined as “a positive, fulfilling work related state of

leadership ~ will

work-engagement[34]. engagement  was
mind that is characterized by vigor, dedication and
absorption” (p.74)[35]. todays’

performance-based culture, leaders make strenuous

In prevailing

efforts to enhance followers’ work engagement
because work engagement play a role as a unique and
important motivational concept at work[41][42].
Through Kahn's engagement theory[41] and social
learning theory[43]. it can be argued that leaders’
emotional labor may influence followers’ work
engagement. Leadership is often described as social
interaction for it influences followers as leaders speak,
or act, and even when they don't[44]. Kahn[41]argued
that work context and people’s experience of
themselves

people’s  psychological

conditions (psychological meaningfulness, safety, and

may affect

availahility), which may directly influence people’s
willingness to engage their cognitive, physical, and
emotional selves in their work roles. When employees
have trust in their leader from leaders’ emotional
labor, they will be more engaged their work because
they feel a sense of psychological safety[6][71[10].
According to the JD-R theory, work characteristics
can be classified into job demands and job resources.
Previous researches on work engagement have

consistently shown that job resources and personal
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resources are considered the most important predictor
of work engagement based on JD-R theory[36). Christian
et al.[37] reported transformational leadership, one of
the leader behaviors other than job characteristics and
job resources, as antecedent variable influencing work
engagement. Humphrey et al.[7] suggested that leader
emotional labor (specifically, deep acting and display
of genuine emotion) influences perception of
transformational leadership. This recognition of
transformational leader will influence followers™ work
engagement and PsyCap.

Lastly, the followers’ perceptions of LMX are
mmportant in the workplace because they influence
performancerelated and attitudinal variables[5][171[45]
[46]. LMX was rooted in role theory[47] but has
evolved to rely heavily on social exchange
theory[481[49]. The social exchange view of LMX
argues that the development and maintenance of
positive LMX relationships occur via high-quality
interpersonal exchanges characterized by respect, liking,
and mutual obligation[46][50]. Low LMX relationships
are characterized by economic exchange based on
formally agreed on, and balanced reciprocation of
assets[bl]l.  High-LMX

increasingly engender feelings of mutual obligation

tangible relationships
and reciprocity[52].

There is a study that investigated the effect of
LMX as a mediator and moderator in the relationship
between leaders’ emotion regulation and followers’
outcomes[5][17][38]. However, studies concerning the
influence of leader emotional labor on followers’
PsyCap in the relationship with high—quality or
low—quality followers are hardly found. Therefore,
LMX is used as a moderator for leaders” emotional

labor and followers’ PsyCap in this study.
lll. Research Hypothesis

The purpose of this study is to clarify the causal

relationship between leader emotional labor and
psychological capital and work engagement, and to
investigate the moderating effect of quality of LMX
between leader emotional labor and psychological
capital [Figure 1].

Quality of

Ty
LMR

. H4
Leader emotional laber

HS

Deep acing

Follower' work

H2 capital H3

1

Fig. 1. Conceptual model of research

1. Leader emotional labor and Work
Engagement
Leaders  emotional — displays  make  their

communications with followers inspiring and dynamic
and make them appear to be sincere, motivated,
energetic, confident, powerful, and understanding
[71110][19]. In organizational settings, Emotional
contagion theory[9] provides a useful theoretical basis
in explaining the relationship. Emotional contagion
occurs often by mimicking their “movements,
expression, postures, and vocalizations”[9]. According
to this theory, receivers is likely to automatically
mimic the emotions expressed by a sender, leading
them to experience the same emotional states as
those expressed by the sender. Emotional contagion
can be quite powerful. The majority of research on
leader emotional displays and follower performance is
based on contagion  theory[4][6]
[71[11](16][55]. Especially, leader emotional labor

(deep acting / or display genuine emotion) is more

emotional
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emotionally contagious to their followers than leader
who either use surface acting or not perform
emotional labor(7].

Social learning theory suggests that if people
observe positive and desired outcome, they are more
likely to model, imitate, and adopt the behavior
themselves[43]. Therefore, Followers who influenced
by their leader’ emotional labor are likely to be
engaged in their role performance. Leaders who are
engaged in their role performance may serve as role
models so that their followers may also be willing to
engage in their role performance.

According to emotional contagion theory[9] and
social learning theory[43], the relationship between
leaders’ emotional labor and followers engagement
will keep only leaders’ deep acting and expression of
naturally felt emotion not leaders’ surface acting.
Empirically, Leaders who use genuine emotional labor
and deep acting may also be better at establishing
trusting with  subordinates[6][7].

Previous studies have demonstrated that an increase

relationships

in trust result directly or indirectly in more positive
workplace behaviors and attitudes like organizational
commitment and employees work engagement[34]. As
mentioned above, leader who use surface acting as
emotional labor, followers perceive their leaders as
This

followers to be less engaged in their work roles[41].

mnauthentic and manipulative. influences
On the other hand, leader who use deep acting or
expression of naturally felt emotion, followers are apt
to perceive their leaders as authenticity and thus be
willing to invest in their work role. Based on above,

it can be suggested the following hypothesis.

Hypothesis 1. Perceived leader emotional labor
will positively influence Ollowers’
nwork engagement

1-1. Perceived leader deep acting will positively

influence llowers’ work engagement

1-2  Perceived leader surface acting will negatively
influence Bllowers’ work engagement

1-3  Percerved leader display of genuine emotions
will positively influence Hllowers” work

Engagement

2. Leader emotional labor and followers'
PsyCap

Leader emotional labor may be important because
leaders need to role models for hope, confidence, and
optimism([71[23]. Leader who use emotional labor to
take control of their own emotional display can use
emotional contagion to influence their followers
attitudes and performance[23].

Emotional contagion theory[9lis a useful theoretical
foundation for explaining these relationship. Empirical
researches indicated that effective managers need to
be able to display feelings of confidence and optimism
especially when their employees are feeling frustrated
by workplace obstacles[6][7][10]. Also an empirical
study by McColl-Kennedy and Anderson[56] found
that of
frustration and optimism arguing that one of the key

leaders influenced followers' feelings
functions of leaders was to instill feelings of optimism
and to convince followers that challenging goals were
obtainable. According to these studies, it can be
argued that leaders’ emotional labor behavior may
influences the sub-scales of PsyCap hope, confidence
(self-efficacy), and optimism. Sy et al[55] empirically
found that leader’ moods were quite contagious and
their moods influenced group affective tone and other
group processes. Humphrey et al[7] proposed that for
other to use emotional contagion to influence their
followers, leaders have to use emotional labor,
specifically deep acting. Therefore, it may be argued
that leaders’ emotional labor behaviors will be

positively related to followers' PsyCap based on
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emotional contagion theory. This argument will only
to be applicable to the expression of naturally felt
emotion and deep acting but not to surface acting.
Specifically, leaders’ surface acting reveal the
emotions that leaders doesn't actually feel and try to
deceive their followers[6][7]. Deep acting and display
of genuine emotion may help leaders be more
authentic[6][57][58]. In a recent meta—analysis on
PsyCap, Newman et al[30]found that authentic
leadership was a strong determinant of followers’
PsyCap. Conversely, leaders’ authentic expressions
have a direct effect on followers’ PsyCap. In
conclusion, based on above, the following hypothesis

can be suggested..

Hypothesis 2. Perceived leader emotional labor
will positively influence for bllovers’
PsyCap
2-1. Percerved leader deep acting will positively
mfuence llovers” PsyCap
2-2. Perceived leader surface acting will negatively
Influence ©llovers” PsyCap
2-3 Perceived leader display of genuine emotions

will positively influence llowers’ PsyCap

3. Followers' PsyCap and Work Engagement

Organizations expect employees to be energetic and
dedicate at their work[59]. Personal resources such as
optimism.  self-efficacy and resilience could be
employed, because these personal resources facilitate
work engagement. It can be explained the role of
PsyCap as an antecedent of work engagement based
the JD-R model as theoretical frameworks[60-62]. The
JD-R model suggests that job resources play a key
role in initiating a motivational process that leads to
employee work engagement and in turn enhances
their performance[30][63], These employees are
motivated to engage with their work to a higher

level[29][63][64]. Recently meta—analysis, Newman et
all30] reveal that PsyCap relates positively to
attitudes such as job satisfaction, organizational
commitment and psychological well-being at work,
and negatively to employee cynicism, turnover, stress
and anxiety. When exposed to similar working
conditions and resources, presence or absence of
psychological capacities determines the levels of
employee engagement[65]. In short, Employees
psychological capital also reveal their levels of
engagement with their organization. Sweetman and
Luthans[68] presented a conceptual model which
relates PsyCap to work engagement through positive
emotions, which are part of the JD-R model. Thus,
Employees with high PsyCap demonstrate higher
levels of employee engagement[59](611[671[63].
Therefore, this study proposes the following
hypothesis that result from these discussions.

Hypothesis 3 Followers’ PsyCap will positively

influence llovers’ work engagement

4. Mediating role of PsyCap

JD-R theory explains that PsyCap mediates job
resources and work engagement[30]. Recent studies
have examined the mediating role played by PsyCap
in linking transformational and authentic leadership
behavior to individual-level and team-level work
outcomes[31][69-72].

At the individual-level, Gooty et al.[69] found that
PsyCap fully mediated the relationship between
transformational leadership, and both follower job
performance and organizational citizenship behaviors
(OCBs). Rego et al. [71lfound that PsyCap fully
mediated  the
leadership and employee creativity. At the team-level,
Walumbwa et al[31] found that the collective PsyCap
of the team fully mediated the relationship between

relationship  between  authentic
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authentic leadership, and both group performance and communicate  affect, loyalty, and professional

group OCBs.

Based on the characteristics and behaviors of
leadership, PsyCap has been performing the role as a
mediating variable which explains the mechanism of
effect on work performance. Leaders performing
emotional labor (especially, deep acting or genuine
perceived by  followers

transformational leader or authentic leader{6][7][11]. It

emotion)  are as
also can be proposed that leaders’ emotional labor
operates as job resource(deep acting, display of
genuine emotions) against negative outcomes related
to job demand, a proposition which is consistent with
the JD-R model[72]. Most of previous research have
job

resources, due to their motivational potential are the

demonstrated that resource and personal

key drivers of work engagement[61]. Based on the
of
authentic), PsyCap has been performing the role as a

behaviors leadership  (i.e.transformational,
mediating variable which explains the mechanism of
And

performing emotional labor (especially, deep acting or

effect on work performancel73]. leaders
genuine emotion) are perceived by followers as
transformational leader/ authentic leader{6][7]. In this
regard, leader emotional labor may have a direct
effect on followers’ work engagement, and also an
indirect effect through followers' PsyCap based on
JD-R theory[30]. Thus, the following hypothesis were
proposed in the present study.

Hypothesis 4. Followers’ PsyCap will partially
mediate the relationship between
percerved leader emotional labor

and bllowers” work engagement.

5. Moderating Role of Quality of LMX

Emotional labor may help create better leader -

member exchange relationships and help leaders

respect(three of the four dimensions of LMX; [10][11].
Grandey and Gabriel[74] recently suggested a model
which sets intimacy or relational power as a
moderator in the relationship between emotional labor
and outcomes. According to social exchange
theory[51].

foundation for perceptions of the quality of LMX. If

Leader—follower interactions lay the
leaders’ behaviors are inconsistent with what is
expected on the basis of relationship quality, such
leaders is viewed the psychological contract
underlying the relationship as having been violated,
therefore employees reveal a negative attitudinal and
behavioral response[52]. Followers’ perceptions of
LMX reflect the expectation that voluntary actions on
their part will be reciprocated by the leader. These
perceptions are important in the workplace because
they influence performance-related and attitudinal
variables[17][46].

Follower's attitudinal and behavioral reactions are
not influenced solely by a leader’s emotional displays
(ie., positive or negative), but also by the follower’s
own perceptions of LMX[17][75]. Therefore, the
PsyCap of high—quality members in this relationship
will be further stimulated by such emotional labor
than low-quality members. According to social

exchange theory, leaders and followers in

high—quality
psychologically close, suggesting that a leader will be

exchange relationships as  being
less likely to fake or suppress emotions when
interacting with individuals he or she shares a
positive connection with[17][38].

In sum, the quality of LMX can be boundary
conditions in the relationship between leaders’
emotional labor behaviors and employees PsyCap.

Based on above, following hypothesis is suggested.
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Hypothesis 5. The quality of LMX will moderate
the relationship between percerved

leader emotional labor and bllowers’

PsyCap

IV. Methodology

Participants for this study are employees of one of
the largest telecom company in working (including
subsidiary company) and other companies related to
telecommunication located in Korea. Online surveys
were applied as survey method for the reasons of
physical distance and convenience for data collection.
A total of 521 online questionnaires was retrieved,
and 496 surveys were finally used for analysis.
had the
characteristics: approximately 81% were male, 50.4%
were 41 to 50(age), 74.6% had a bachelor’s degree,

and 72.6% had organizational tenure more than 10

Respondents following  demographic

years. 60.3% had tenure with current leader more
than 1 year. organizational tenure at a current
workplace, over 20 years was highest accounting for
52.4%.

Table 1. Demographic Data for the Participants

variabla b °

Gender

Educational lavel

Tenure with cument
leadar

Status

Job typ=

Korean version of survey questionnaires for this
study was used. The original questionnaires were
English. Therefore, survey questionnaires were
translated into Korean from the original English
version. Back translation was conducted by other
translator.

Prior to distributing the survey response forms,
organizational behavior and psychology professors
and the HR expert reviewed each questionnaire to
check inappropriate word in the organizational context,
Korean culture and any other issues in proceeding
with the survey.

Participants rated perceived leader emotional
labor(deep acting, surface acting, display of genuine
emotion),their own psychological capital, work
engagement, quality of LMX using five-point Likert
scale ranged from “strongly disagree” (1) to “strongly
agree” (5).

This research put some efforts to prevent problems
of CMB(Common method bias) which caused from
self-report. This research put some efforts to prevent
problems of CMB(Common method bias) and social
desirability which caused from self-report. Following
the data collection procedures recommended by
Podsakoff et al.[90], first, assuring participants that all
submitted information would remain anonymous and
confidential and, second, that the responses would be
used strictly for research purposes. The instructions,
repeated throughout the survey, emphasized the
importance of supplying honest answers and the sole
objective of using the responses for research.
Futhermore, through the theoretical correlation
cumulated from various prior studies, this research
tried to lessen the priming effect of questionnaire
with dividing variables clearly in the scale[76]. Also,
this research paid attention to try to present
questionnaire to be simple, clear and concrete in the

process of reconstruction of the scale[77]. The
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reliability and validity of the scale used in this study
were drawn through a process of data analysis, and
all values showed reliability and validity suitable for
analysis. The detailed contents of the measured
variables of the research tool applied in this study are

demonstrated as follows.

1. Perceived leader emotional labor

Perceived leader Emotional labor was measured by
the Emotional Labor Scale[16]. They categorized the
sub-scales of emotional labor into surface acting,
deep acting, and display of genuine emotion. The
internal consistency reliability was a=.91 a=.82 and a
=15 for surface acting, deep acting, and the display of
genuine emotion, respectively. Sample items
include“my leader put on an act in order to deal with
followers in a appropriate way”. For the present
study, the internal consistency was satisfactory, with
Cronbach’s value being .80, 9l,and .72 for surface
acting, deep acting, and the display of genuine

emotion, respectively.

2. Work Engagement

The UWES has shown acceptable reliability and
validity and is the most widely used measure of job
engagement in the academic literature[78]. The
9-item Utrecht Work Engagement Scale designed by
Schaufeli and Bakker[79] has shown Cronbach’s alpha
92, which measures vigor (e.g., “At my work, I feel
bursting with energy”), dedication (eg., “I am
enthusiastic about my job”), and absorption (e.g., “I
feel happy when I am working intensely”). For this
current study, the Cronbach’s a of the four sub-scales

were .89(median).

3. PsyCap(Psychological Capital)

PsyCap was measured using the 24-item
instrument developed by Luthans et al.[26] including

3 reverse items. This measures PsyCap as a
second-order factor comprised of the four first-order
factors: self-efficacy, hope, optimism, and resilience
and the Cronbach alphas for overall PsyCap was 89,
88, .89, .89.[26], consistently conventional standards.
This PCQ comprises six items for measuring each of
the four factors. Sample items include “I feel
confident analyzing a long-term problem to find a
solution” (self-efficacy); “When things are uncertain
for me at work I usually expect the best” (optimism);
“If T should find myself in a jam at work, I could think
of many ways to get out of it'(hope); and “. I usually
manage difficulties on way or another at
work” (resilience). The Cronbach’'s a of the four

sub-scales were .90(median).

4. Quality of LMX

For LMX measurement questions, LMX-MDM
developed by Liden & Maslyn[44], and LMX-7
suggested by Scandura & Graen[80] are often used. A
number of scholars including Liden and Sparrowe
who suggested a counter argument to the trend
argued that LMX-MDM can more perfectly represent
the quality of leader-followers relationship in
measuring LMX with its multi-dimensional approach
and measuring techniques[81]. Cronbach’s a exhibited
a high reliability, scoring affect .90, loyalty .74,
contribution .77, and respect .89 in the study by Liden
and Maslyn[44].

Sample items are “T like my manager very much as
a person’(affect); “My leader defends my work
actions to a superior, even without complete
knowledge of the issue in question”(loyalty); “I do
work for my supervisor that goes beyond what is
specified in my job description”(contribution); “I am
impressed with my leader's knowledge of his/her
job”(professional respect). The Cronbach’s a of the

four sub-scales were 94(median).



432 s=2ZHxSH|=2X| '16 Vol. 16 No. 12

5. Control variable

Demographically, I controlled for age, education.
these two variable may reflect employees’ level of
human capital[82]. Older employees and employees
with high level education might have substantial
human capital that could be invested in their work
roles. A higher level of education provides employees
with professional knowledge and skills that help to show
constructive, change-oriented behavior and fulfill one’s
job tasks. Furthermore, prior research on engagement
found that women were depleted by their work roles,
whereas men were enriched by their work roles, and
so gender were controlled. In addition, organizational
tenure and tenure with current leader also were
controlled. Prior research suggests positive relations

between these two variables and job attitudes[&4].

6. Data analysis

In this study, statistical programs SPSS 24.0 and
AMOS24.0 were used for the analysis of the collected
data. First, reliability analysis was run on SPSS 24.0
to test the reliability of the research data. A frequency
analysis was then conducted on SPSS 24.0 for
respondents” demographic data analysis. A descriptive
statistic was run on SPSS 24.0 for mean, standard
deviation, skewness, and kurtosis of the collected
data. And then a correlation analysis was conducted
on SPSS 240 for the correlation of the measured
variables. For assessing the model fit of the
configured structure modeling, the AMOS 24.0

program was used.

V. Results

This study performed a structural equation modeling
analysis to investigate leaders’ emotional labor, that is
to say, the relationship of leaders” deep acting, surface

acting, and display of genuine emotion with followers’

psychological capital and work engagement

Additionally, LMX-MDM as a moderating variable
was introduced to the path of PsyCap in leader
emotional labor in order to examine the difference on
the path.

1. Correlations of the Study Variables

In structural equation modeling, when the correlation
between latent variables is excessively high (r>.85),
there is a risk of producing unstable solution.
Concerning this issue, the correlation between latent
variables was first examined using SPSS 24.0 in our
study, prior to running a CFA(Confirmatory Factor
Analysis) through structural equation. The details of
the correlation between latent variables are shown in
below.

Table 2. Correlations(r) of the Study Variables

(N=496)
Cotrelation
Desp  Swface Diplay  Psychological Work
Variables acting ading  of capital engagement
Genuine
emotion
Deep acting 100
Surface acting Wl 1.00
Display of Genuine ~312*** - 1.00
emotion 180%**
Psychalogical 295%ak 034 089* 1.00
capitd
Work engagement ~ 421*** A03* 134 T31%e 1.00

M 3902 3339 3262 3746 3.799

D 46 185 9 665 byl

< 0L, P p< 001

In this analysis, the correlation values of all
variables showed a statistically significant correlation,
each of them being able to function as a latent
variable in the structural equation modeling. Based on
these  variables, it ~was confirmed that
CFA(Confirmatory Factor Analysis) can be conducted
through structural equation modeling.
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2. Measurement Model Analysis

In order to conduct structural equation modeling
analysis, CFA (Confirmatory Factor Analysis) was
conducted using AMOS24.0 in this study. A measured
modeling analysis was then conducted with the
results. The proposed model was analyzed for the
validity evaluation of the measured modeling.
Convergent validity and discriminant validity were
tested through the measured modeling analysis, and
reliability analysis was performed[85]. In order to test
the convergent validity, factor loading, CR(Composite
Construct Reliahility), and AVE (Average Variance
Extracted) were used. The relationship between
correlation coefficients and values of factors was used
for discriminant validity. In order to verify the model
fit indices, X% x¥df(<3.00), AGFI (Adjusted Goodness
of fit Index; >.80), GFI (Goodness of fit Index; >.80),
CFI (Comparative Fit Index; =>.90), NFI (Normal Fit
Index>.80), and RMSEA (Root Mean Square Error of
Approximation; <.80) were used(86][87].

2.1 Confirmatory Factor Analysis (CFA)

Structural equation modeling analysis  was
performed to verify the causal relation between Deep
acting, Surface acting, Display of genuine emotion,
Psychological capital, and Work engagement. For the
CFA

(Confirmatory Factor Analysis) was conducted first

evaluation of the measured model, a
for each variable because it is more suitable for
undimensional test than EFA (exploratory factor
analysis)[88].
eliminating questions one by one which showed a low
value of SMC (Squared Multiple Correlation) in the

original questionnaires in reference to the statistical

In the analysis, the process of

standard in order to produce high model fit indices
suggested in the final questionnaire.

The analysis results in [Table 3] showed that the
final CFA’ fit indices were overall acceptable fit

indices after refining the variables.

In the first CFA analysis, 32 items were valid out
of 5 factors, and total 44 items, and statistical fit
indices were all above the standard value. Also, leader
emotional labor showed acceptable fit indices such as
X%DF =223, CFI =971; NFI = .969;CFI=0.93; RMSEA
= 0.52.

Table 3. Confirmatory factor analysis of variables

o oo Ffo . .-

Variable factor DF BMR. GFI AGFI NFI CFI aMsEs
@D @y ¥ ¥OF P

Desp xcting rL;}bﬂ ’L1114‘| 1705 1352 259 005 207 =0 £28 1000 027

Leader  Surface 2611 1305 271 011 957 587 ©55 950 025

emotional  zctinz
Iabor
Displer
gemuine p 000 - o00 1000 - 1O00 1000 610
zaing
Haope
Seff-efficacy
P cuolozi ss . o -
] 350088 3572 000 021 $14 B3 £ 44 07
Resilience 23
Work
engpeeme Datication 3 13107 2185 000 007 962 571 985 966 04
ut ,
TOTAL = B
Tw o oaEeE T e

2.2 Measurement Model Analysis

Prior to testing the hypothesis of the proposed
mode, measured model analysis was run in order to
examine whether the factors of the variables used in
this study were acceptable fit indices through single
factor model. [Table 4] shows all the variables whose
unidimensionality was confirmed through CFA.
Table 4. Measured model analysis

FE——

SMC Crovachisa
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As shown in [Table 4], considering the factor
loading and SMC (Squared Multiple Correlation) of
the unstandardized factor between measured factors
and variables, all the parameter estimates for the
relationship between latent variables and measured
variables are quite large values over 0 as suggested
by Bollen[8], and all the C.R. of the estimates also
exceed 2. The SMC values of the variables give
desired values over 0.4, thus measured variables are
explaining the latent variables fairly well. The reliability of
each variable was Cronbach’s a between .716 and
914, and all of them yielded a high reliability over .06.

2.3 Evaluation of reliability and validity of the
measurement model

After analyzing the measured model, the validity of
this study model was evaluated. [Table 6] shows the
results. The validity of the measured model was analyzed
with two categories convergent validity and discriminant
validity. C.R (Confirmative reliability) was applied in
order to evaluate convergent validity which shows
whether the measured variables explain each latent
variable clearly, and AVE (Average Variance Extracted)
was applied for evaluation of discriminant validity to

examine Whether each latent variable was discernable.

Table 5. Descriptive Statistics and Correlations

between Variables (N=496)
Correlations
Deep Surface  Display  Psychological Work
Variables acting acting of capital engagement
genuine
emotion
Deep acting T.00
Surface acting 03+ 1.00
(032)
Display of genuine A30% 237 1.00
emotion (025 (026)
Psychological 312w 135% 031 1.00
capital (021) (019) 017
Work ensagement 5] band 30 006 ¥ hacd 1.00
(.028) (025) (021 (023)
CR 0939 0.809 0.769 0977 0941
AVE 0.796 0.516 0.628 0872 0.842
==p< 01

Note. CR(Confirmative reliability). AVE(Aserage Variance Extracted)

The analysis results showed that the confirmative

reliability of all the variables was over 0.7. The
method suggested by Fornell and Larcker[89] was
used for the evaluation of discriminant validity. The
squared value of the correlation coefficient between
all the variables did not exceed the AVE value. In
two-standard error interval estimates, no correlation
coefficient contained 1. Therefore, all variables

secured a discriminant validity.

3. Structural Model

3.1 Final Structural Model

The causal relation of the structural model in this
study was analyzed, and in this study, in order to
determine model fit indices in the structural equation
modeling, the values of RMR, GFI, AGFI, CFI, NFI,
IF], and RMSEA were used, and the model fit was
decided. model fit indices, RMR should be below .05,
GFI and AGFI over .9. CFI, NFI, and IFI should be
also over .9, and RMSEA should be smaller than .80
for a model to be considered as suitable[86][91].

The detailed fit indices of the research model
configured in this study are shown in Table 6. In this
study, parameters were estimated using the maximum
likelihood method. Regression coefficient in regression
analysis is expressed as estimate in Amos. CR
(Critical Ratio) corresponds to the t value in

regression analysis.

Table 6. Goodness of Fit Indices of the final
Structural Model

£ fdf p

RMR GFI AGFI CFI  NFI IFI RMSEA

307571 2822 000 032 535 408 961 842 562 061

When absolute value is larger than 1.96, it is
decided that there is a causal relation on the
two-tailed test 5% significance level. In this study,
the relationship between all latent variables was

statistically significant.
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of the
structural model, the path coefficient was .222, CR.
2914, and p value .004 in the leaders’ emotional labor

effect relationship with work engagement, thus it had

Concerning the parameter estimates

a positive effect (+). In terms of sub-scales, the path
coefficient was .167, CR. 3594, and p value .000 in
the relationship of deep acting’s effect on work
engagement, thus it had a positive effect (+).
Therefore, the hypotheses 1 and 1-1 were accepted.
In surface acting’s effect on work engagement, path
coefficient was .127, CR. 2.620, and p value .009. The
result was a significant positive effect, however, the
result per se was completely the opposite of the
original hypothesis, so the hypothesis 1-2 was
rejected. In display of genuine emotion, the path of
work engagement did not yield a statistically significant
results, so the hypothesis 1-3 was rejected.

In the relationship of leaders’ emotional labor effect
on psychological capital, the path coefficient was .312,
CR. 2956, and p value .003, thus it had a positive
effect. In the relationship of deep acting’s effect on
psychological capital, the path coefficient was .336,
C.R. 5300, and p value .000, thus it had a positive

effect.

Table 7. Path Coefficients in the Structural
Equation Model

Unstandardize Standardize ¢ . Acceptanc

Hypothesis Path [ e .

work_engagemen
t

Leader EL 1.273 222%% 437 2.014 o

work_engagemen

Therefore, the hypotheses 2 and 2-1 were accepted.
On the other hand, the p—values of surface acting and
display of genuine emotion did not have a significant
the
hypotheses 2-2 and 2-3 were rejected. In the effect of

effect on psychological capital. Therefore,

psychological capital on work engagement, the path
coefficient was .708, CR. 17.237, and p value .000, and
it had a positive effect. Therefore, the hypothesis 3

was accepted.

3.2 Mediating Effects of Psychological Capital

In this study, the total effect hadn’t appeared in the
direct effect of each of the previously suggested
paths. It was divided into direct effect and indirect
effect, and the coefficient and statistical significance
corresponding to the paths were examined. The
bootstrap approach was applied, and the statistical
significance of each effect was tested with 95% Bias
Corrected confidential interval. In general, a path
coefficient is considered to be statistically significant
when 0 was not included between the low limit and
high limit of the confidential interval.

The causal effect between variables in the final
research model were tested in terms of total effect,
direct effect, and indirect effect for each of the
unstandardized and standardized estimates. [Table 8]

shows the detail.

Table 8. Mediating Effects by the Bootstrapping

deep_acting : 148 167*** 041 3.504 O Method
sm'fac;_acnn _)work_antgagemm 126 27%* 048 2.620 x Indirect effect
Pal othesis coefficient CcR P vahue
Display of work ensasemen ity ) coefficient P value
gemine DO f’g -.007 -006 048 -146 X
cmotion - LEL - PsyCap > WE m 2014 0043* 271 .001%*
Psychological i
Leader ER . 1455 312%% 492 2956 O Eevey—
Capital 27307571, Yd=2822, p=000. RMR=032. GFl=
Psychological 5 - - 04 -
decp_acting > TSYohologic s 3t 086 5300 O Model fit 933, AGFI=909, CFI=961, NFI=942, [FI=962, R
Capital MSEA=061
surface_actin o, Psychological o3 o4 055 s % 3 el
g Capital
Display of - 5 chological ; , ;
pomine > PHEEOS 024 026 055 445 X In the analysis, leaders’ emotional labor had .222 of

emotion

Psychological ywork engagemen o, 708%*= 051 17.237 O
Capital t

e 01 7 p 001

direct effect, and .221 of indirect effect on work
engagement, thus the direct and indirect effects were

very similar. The significance level was tested by BC
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(Bias—corrected percentile method) resulting in .05.
Therefore, psychological capital mediated leaders’
emotional labor and work engagement(hypotheses 4:

accepted)..

5.3 Moderating Effects of LMX

This study set LMX as a moderating variable for
analysis in order to test what effect LMX has on the
path to PsyCap in emotional labor. A moderating
variable is a variable that influences the direction or
degree in the relationship between predictor variable
and criterion variable[92]. In this study, it was
assumed that the effect on psychological capital will
vary according to the degree of quality of LMX in a
condition where leader emotional labor, psychological
capital, and work engagement were related to each
other in a structural model.

For the analysis of moderation effect, the interval
scale of the measured questionnaire, where the LMX
had been collected, was modified into nominal scale
according to the high (n=292), and low (n=204) of the
mean value (3.74) of observed variable sum of LMX.
In other words, a multi group confirmatory factor
analysis (MCFA) was performed by dividing the
sample into groups with high and low. The
unconstrained model which doesn’t constrain the
relationship between independent variable and
dependent variable was estimated, and the fit of the
equality constrained model which constrained the
relationship of the independent variable and dependent
variable was tested. The constrained model’ x*value
was 575.311, and the unconstrained model 'x*value
559.098. Thex®difference was 16213, and the
difference in the degree of freedom7. When the
differenceis 7, the significance level was0.05, and the
critical value 13.72. Thexdifference was larger than
the critical value, thus it was significant. Therefore,

the interpretation is that there is a difference between

the models as thex’difference was larger than the
critical value. The unconstrained model shows better
model fit indices than the constrained model. [Table
9] shows the statistically significant differences
between the paths in the models of high and low
LMX groups.

In the analysis result, the group with a high LMX
showed that leaders’ emotional labor had a statistically
significant effect (p=.013) on psychological capital.

In conclusion, the hypotheses 5 that the quality of
LMX will moderate the relationship between leader
emotional labor and PsyCap were accepted.

Table 9. Testing of moderating effects of LMX

High LMX(group) | Low LMX(group)
Path -
Coefficientt | CR. C“‘itim CR
Leader Emotional Psychological
S5 | 2as | 26 | 38
Labor Capital

Model fit indices 12=559.098, df=218, p=0.000, GFI=0.891.
(unconstrained model) AGFI=0.847, CFI=0.928, RMR=0.037,

RMSEA=0.056, IF1=0.929
Model it indices 12=575.311, df=225, p=0.000, GFI=0.888.
(constrained model) AGFI=0.848, CFI=0.926, RMR=0.040,

RMSEA=0.056, [FI=0.927

#pe 05, #++p< 001

5.4 Post Analysis

In this study, a post analysis was conducted on the
control variables which had been tested in previous
studies with variables gender, age, education,
organizational tenure, and tenure with current leader.
In order to verify the conciseness of the study model,
the control variables were analyzed as variables that
maintained a certain value on the sample. The result
showed that the significance level was not very
different compared to when the control variable was
not introduced. Therefore, the effect of the
introduction of control variable was confirmed to be

msignificant to the result of this study.
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VI. DISCUSSIONS

1. General Summary and Conclusions

This study aimed to examined the effect of leaders’
emotional labor - deep acting, surface acting, and
display of genuine emotion - on followers work
engagement based on previous studies on leaders’
emotional labor. In addition, the role of followers’
PsyCap as a mediator between leaders’ emotional
labor and followers’ work engagement was examined,
and the role of the quality of LMX as moderator
between leaders’ emotional labor and PsyCap was
tested. For these objectives, this study set a study
model based on the existing theoretical studies on
each variable including emotional contagion theory
and JD-R theory, social exchange theory and set and
tested 11 hypotheses related to this study model. The
AMOS 24.0 program was used and the results are as
follows.

First, leaders’ emotional labor had a positive effect
on work engagement. Specifically, leaders’ deep
acting had a positive effect on work engagement.
Unlike the prediction, leaders’ surface acting also had
a positive effect on work engagement, and leaders’
display of genuine emotion did not have a significant
effect. These results indicate that leaders” deep acting
plays a significant role as an antecedent in increasing
followers” work engagement, and as it was argued in
many previous studies[6][7I[101[11], leaders’ deep
acting brings about positive outcomes to followers’
work engagement. However, concerning the effect of
surface acting and display of genuine emotion,
different from what had been previously expected, it
is understood that followers’ work engagement may
increase as leaders’ surface acting at workplace goes
through a series of emotional inferences[93], and is
understood as “faking in good faith” considering the

display rules of telecommunication companies. The

reason why leaders’ display of genuine emotion did
not have an effect on work engagement is probably
because the concern that simply good leader can't
simply guarantee their future is prevalent among
followers in today's situation where corporate
restructuring is highly active along with economic
recession and uncertainty.

Second, leaders’ emotional labor had a significant
effect on followers” PsyCap. Specifically, leaders” deep
acting had a positive effect on followers' PsyCap as
expected. In a PsyCap meta—analysis[30], it was also
empirically confirmed that leaders’ authentic behaviors
were the deciding factor for PsyCap. However,
leaders’ surface acting did not have a significant
effect on followers” PsyCap. Considering this result, it
can be said that followers' PsyCap varies depending
on leaders’ emotional labor strategies. Additionally,
the fact that leaders’ display of genuine emotion didn't
have any effect on followers’ PsyCap is probably
because simply good leaders’ display of genuine
emotion wasn't enough to have a significant effect on
PsyCap in a heated competitive business environment.

Third,

followers’ PsyCap will have a significant effect on

in the testing of the hypothesis that

work engagement and followers’ PsyCap did have a
strong effect on work engagement as it had been
anticipated. As it was observed in various existing
studies from the past, this testing confirmed that
PsyCap plays a significant role as a decision factor
for work engagement.

Fourth, followers’ PsyCap had a mediating effect in
the relationship between leaders’ emotional labor and
follower work engagement. The mediating effect was
playing an important role on followers’ PsyCap in the
process of promoting followers” work engagement. In
particular, leaders’ emotional labor had a positive
effect on followers’ work engagement, and it played a

positive role on followers” work engagement with the
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mediation by followers’ PsyCap.

Fifth, a moderating effect was observed according
to the quality of LMX in the relationship between
leaders’” emotional labor and followers’ PsyCap.
Specifically, the effect was significant on the high
LMX group in the relationship between leaders’
emotional labor and followers’ PsyCap, but leader
emotional labor did not have a significant effect in the
relationship with PsyCap in case of the low LMX
group. LMX of high trust, respect, and loyalty is
perceived as resources in the relationship between
leaders emotional labor and followers™ PsyCap, and
has a positive effect. However, LMX of low trust,
respect, and loyalty did not have any effect in the

relationship.

2. Theoretical and Practical Implication

Studies on emotional labor so far has mainly
focused on service workers (ie., sales, call center,
health care). Existing studies do suggest theoretical
grounds, suggestions and nomological network about
leaders’ emotional labor[6][7], however, very few
empirical studies are found thereon.

The implications of this study from theoretical
aspect are as follows. Although Humphrey and his
colleagues’ calling for research[10][11], empirical
study on leaders’ emotional labor still remains
insufficient. This study empirically verified the
mechanism model influencing leaders” emotional labor,
and followers PsyCap and work engagement based
on existing studies. According to emotional contagion
theory[9], this study confirmed that leader emotional
labor positively influence followers” work engagement,
and followers’ PsyCap. Futhermore, this study
showed that followers” PsyCap works as mediating
variable between leader emotional labor and
work engagement based on JD-R
theory[36]. In addition, this study identified that the

followers’

quality of LMX had moderating effect between leader
emotional labor and followers; PsyCap based on social
exchange theory. Specifically, the quality of LMX as
moderator in link between leader emotional labor and
followers'work engagement showed when followers
in high-quality of LMX. Followers’ perceptions of
LMX are important predictor in the workplace
because they influence performance-related and
attitudinal variables[45][46].

The following is a discussion on the implication at
the practical aspects in this study. This study on
leaders’ emotional labor offers useful references in
improving strategies and educational means for
human resources management. In times of
uncertainty, as companies continue to develop the
emotional control skills of employees in order to
secure the competitive edge, it is crucial to develop
leaders’ ability for emotion management[1][5].

As demonstrated in this study, leaders’ emotional
labor strategies, and deep acting in particular, do
contribute to improving followers’ work engagement,
and has a positive effect on their PsyCap. These
results will offer significant implications concerning
human resources management to HR managers and
HR practitioners in establishing leadership development
program for improving leaders’ emotional labor
strategies skills, and finding solutions for rising

leaders’ emotional labor management issues.

3. Limitation and Suggestion

Despite its theoretical contributions and practical
implication, this current study has limitations that
suggest opportunities for future research.

First, this study sought to address how perceived
leader emotional labor strategies (deep acting, surface
acting, and display of genuine emotion) influence
followers’ PsyCap and work engagement. Therefore,
the self-report employed this study is appropriate[171[75]
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and also in accordance with call for research
investigating followers’ experience of leadership.
Nevertheless, according to followers' self-reported
each of variables, the observed relationships may lead
to common source and common method (measured
using online surveys) biases[90]. Therefore, future
research may employ different sources or different
methods to measure leaders emotional labor strategies
and followers™ outcomes to reduce biases.

Second, Various measurement methods for emotional
labor are being introduced[94], and the main premise
of these approaches is conscious performance of
emotional labor strategies. It is expected that future
emotional labor shall

require momentary assessments. In addition, it is

measurements on leaders’

recommended for future researchers to conduct a
longitudinal study on leaders’ emotional labor in place
of cross—sectional research.

Third, it is necessary to consider followers™ positive
affective or negative affect as control variables in
studies on the effect of leaders’ emotional labor on
followers[17].  This  will

generalizing leaders’ emotional labor.

certainly contribute to

Fourth, leaders” display of genuine emotion in this
study did not have any significant effect on work
engagement and PsyCap. Most of existing studies on
emotional labor have mainly focused on surface
acting and deep acting[74]. However, Diefendorff et
al.[16] have empirically tested genuine displays on the
employees’ emotional labor dimension. Although no
significant effect was observed in that regard in this
study, it is recommended to include the dimension of
display of genuine emotion in studies on leader
emotional labor[10].

Fourth, this study was conducted concerning
employees working at a telecommunication company
and related companies in the field which are based in

Korea. It will be an interesting study subject to

investigate whether the same will result as in this
cultures,
industries. Lastly, Humphrey et al[l0] recently
argued in their paper “the bright side of emotional

study in more diverse organizational

labor” that leaders’ emotional labor strategies can
improve leadership effectiveness. Future expansion of
leaders’ emotional labor studies will contribute a great

deal in terms of leadership effectiveness.

o2

o

roe

MO

[1] K. A. Arnold, C. E. Connelly, M. M. Walsh, and
K. A. Martin Ginis, "Leadership styles, emotion
regulation, and bumout,” Journal of Occupational
Health Psychology, Vol.20, No.4, p.481, 2015.

[2] A. Haver, K Akerjordet, and T. Furunes,
"Emotion regulation and its implications for
leadership: An integrative review and future
research agenda,” Journal of Leadership &
Organizational Studies, Vol.20, No.4, pp.287-303,
2013.

[3] C. Thiel, J. Griffith, and S. Connelly, "Leader -
Follower interpersonal emotion management
managing stress by person—focused and
emotion—focused emotion management,” Journal
of Leadership & Organizational Studies, Vol.22,
No.1, pp.5-20, 2015.

[4] G. Wang and S. E. Seibert, "The impact of
leader emotion display frequency on follower
performance: Leader surface acting and mean
emotion display as boundary conditions,” The
Leadership Quarterly, Vol.26, No4, pp.577-593, 2015.

[6] L. M. Little, J. Gooty, and M. Williams, "The
role of leader emotion management in leader -
member exchange and follower outcomes,” The
Leadership Quarterly, Vol.27, No.l, pp.85-97,
2016.



440 sH=EIHIXSIE|=2X|'16 Vol. 16 No. 12

[6] W. L. Gardner, D. Fischer, and J. G. J. Hunt,
“Emotional labor and leadership: A threat to
authenticity?,” The Leadership Quarterly, Vol.20,
No.3, pp.466-482, 2000.

[7] R. H. Humphrey, J. M. Pollack, and T. Hawver,
"Leading with emotional labor,” Journal of
managerial psychology, Vol.23, No.2, pp.151-168,
2008.

[8] G. A. Van Kleef, A. C. Homan, B. Beersma, and
D. van Knippenberg, "On angry leaders and
agreeable followers. how leaders’ emotions and
followers” personalities shape motivation and
team performance,” Psychological Science, Vol.2l,
No.12, pp.1827-1834, 2010.

[9] E. Hatfield, J. T. Cacioppo, and R. L. Rapson,
Envtional contagion, Cambridge university press,
1994.

[10] R. H Humphrey, B. E. Ashforth, and J. M.
Diefendortf, "The bright side of emotional labor,”
Journal of Organizational Behavior, Vol.36, No.6,
pPp.749-769, 2015.

[11] R. H. Humphrey, "How do leaders use
emotional labor?,” Journal of Organizational
Behavior, Vol.33, No.5, pp.740-744, 2012.

[12] J. J. Gross, "Antecedent-and response—focused
emotion regulation: Divergent consequences for
experience, expression, and physiology,” Journal
of Personality and Social Psychology, Vol.74,
No.l, p.224, 1998.

[13] A. R. Hochschild, 7he managed heart, Berkeley,
1983.

[14] A. A. Grandey, "Emotional regulation in the
workplace: A new way to conceptualize
emotional labor,” Journal of occupational health
psychology, Vol.5, No.1, p.95, 2000.

[15] A. A. Grandey, "Smiling for a wage: What
emotional labor teaches us about emotion
regulation,” Psychological Inquiry, Vol.26, No.l,

pp.54-60, 2015.

[16] J. M. Diefendorff, M. H. Croyle, and R. H.
Gosserand, "The dimensionality and antecedents
of emotional labor strategies,” Journal of Vocational
Behavior, Vol.66, No.2, pp.339-357, 2005.

[17] G. M. Fisk and J. P. Friesen, "Perceptions of
leader emotion regulation and LMX as predictors of
followers’ job satisfaction and organizational
citizenship behaviors,” The Leadership Quarterly,
Vol.23, No.1, pp.1-12, 2012.

[18] G. F. Burch, R. H Humphrey, and ]J. H
Batchelor, "How great leaders use emotional
labor: Insights from seven corporate executives,”
Organizational Dynamics, Vol42, NoZ2, pp.119-125,
2013.

[19]1 N. M. Ashkanasy and R. H. Humphrey, A
multi-level view of leadership and emotions:
Leading with emotional labor, Sage Handbook
of Leadership, pp.363-377, 2011.

[20] B. M. Bass and B. J. Avolio, 7ranstormational
leadership  development: Manual for the
multitactor leadership questionnaire, Consulting
Psychologists Press, 1990.

[21] W. L. Gardner and B. J. Avolio, "The charismatic
relationship: A dramaturgical —perspective,”
Academy of management review, Vol.23, No.l,
pp.32-58, 1998,

[22] R. S. Rubin, V. M. S. Tardino, C. S. Daus, and
D. C. Munz, A reconceptualization of the
emotional labor construct: On the development
of an integrated theory of perceived emotional
dissonance and emotional labor, Annual
Conference of the Society for Industrial and
Organizational Psychology, 17th, Toronto, ON,
Canada; A Version of this Chapter was Presented at
the Aforementioned Conference, 2005.

[23] S. T. Hannah and F. Luthans, "A cognitive

affective processing explanation of positive



2|5l #E-S0| fotel 2FElo o|x|

leadership,” Affect and Emotion: New Directions
in Management: Theory and Research, p.97,
2008.

[24] F. Luthans, C. M. Youssef, and B. J. Avolio,
Psychological capital: Developing the human
competitive edge, Oxford University Press,
Oxford, 2007.

[25] F. Luthans and C. M. Youssef, "Emerging
positive organizational behavior,” Journal of
Management, Vol.33, No.3, pp.321-349, 2007.

[26] F. Luthans, B. J. Avolio, J. B. Avey, and S. M.
Norman, "Positive  psychological  capital:
Measurement and relationship with performance
and satisfaction,” Personnel Psychology, Vol.60,
No.3, pp.541-572, 2007.

[27] F. Luthans, K. W. Luthans, and B. C. Luthans,
"Positive psychological capital: Beyond human
and social capital,” Business Horizons, Vol.47,
No.1, pp.45-50, 2004.

[28] S. J. Peterson, F. Luthans, B. J. Avolio, F.
O.Walumbwa, and Z. Zhang,
capital and employee performance: A latent growth
modeling  approach,”
Vol.64, No.2, pp.427-450, 2011.

[29] J. B. Avey, "The left side of psychological

capital new evidence on the antecedents of

"Psychological

Personnel  Psychology,

psycap,” Journal of Leadership & Organizational
Studies, Vol.21, No.2, pp.141-149, 2014.

[30] A. Newman, D. Uchasaran, F. Zhy, and G.
Hirst, "Psychological capital: A review and
synthesis,” Journal of Organizational Behavior,
Vol.35, No.S1, S120-S138, 2014.

[31] F. O. Walumbwa, F. Luthans, J. B. Avey, and
A. Oke, "Retracted: Authentically leading groups:
The mediating role of collective psychological
capital and trust,” Journal of Organizational
Behavior, Vol.32, No.1, pp.4-24, 2011.

[32] M. Baas, C. K. De Dreu, and B. A. Nijstad, "A

meta—analysis of 25 years of mood-creativity
research: Hedonic tone, activation, or regulatory
focus?,” Psychological Bulletin, Vol.134, No.6,
pp.779, 2008.

[33] C. L. Porath, and A. Erez, "Does rudeness really
matter? the effects of rudeness on task performance
and helpfulness,” Academy of Management
Journal, Vol.50, No.5, pp.1181-1197, 2007.

[34] W. Zhu, B. ]J. Avolio, and F. O. Walumbwa,
Moderating role of llower characteristics with
transtormational leadership and llower work
engagenent. Group & Organization Management,
2009.

[35] W. B. Schaufeli, M. Salanova, V. GonzélezRoma,
and A. B. Bakker, "The measurement of engagement
and burnout: A two sample confirmatory factor
analytic approach,” Joumal of Happiness Studies,
Vol.3, No.1, pp.71-92, 2002.

[36] A. B. Bakker and E. Demerouti, Job demarnds

-resources theory, Wellbeing, 2014.

[371 M. S. Christian, A. S. Garza, and J. E.
Slaughter, "Work engagement: A quantitative
review and test of its relations with task and
contextual performance,” Personnel Psychology,
Vol.64, No.1, pp.89-136, 2011.

[38] L.Glasg, and S. Einarsen, "Emotion regulation
in leader - follower relationships,” European
Journal of Work and Organizational Psychology,
Vol.17, No.4, pp.482-500, 2008.

[39] C. M. Brotheridge and A. A. Grandey, "Emotional
labor and burnout: Comparing two perspectives
of “people work,” Journal of Vocational Behavior,
Vol.60, No.1, pp.17-39, 2002.

[40] B. E. Ashforth and R. H Humphrey,
"Emotional labor in service roles: The influence
of identity,” Academy of management review,
Vol.18, No.1, pp.88-115, 1993.

[41] W. A. Kahn, "To be fully there: Psychological



442 3BH=2ZHXSH|=2X| '16 Vol. 16 No. 12

presence at work,” Human Relations, Vol.45,
No.4, pp.321-349, 1992.

[42] B. LRich, J. A. Lepine, and E. R. Crawford,
"Job engagement: Antecedents and effects on
job performance,” Academy of Management
Journal, Vol.53, No.3, pp.617-635, 2010.

[43] A. Bandura, "Self-efficacy: toward a unifying
theory of behavioral change,” Psychological
review, Vol.&4, No.2, p.19, 1977.

[44] R C. Liden, and J. M. Maslyn, "Multidimensionafity
of leader-member exchange: An empirical
assessment through scale development,” Journal
of Management, Vol.24, No.1, pp.43-72, 1998.

[45] D. A. Richards, and R. D. Hackett, "Attachment
and emmotion regulation: Compensatory interactions
and leader - member exchange,” The Leadership
Quarterly, Vol.23, No4, pp.686-701, 2012.

[46] J. H. Dulebohn, W. H. Bommer, R. C. Liden, R.
L. Brouer, and G. R. Ferris, "A meta-analysis of
antecedents and consequences of leader-member
exchange integrating the past with an eye
toward the future,” Journal of Management,
Vol.38, No.6, pp.1715-1739, 2012.

[47] G. B. Graen and T. A. Scandura, 7oward a
psychology of dyadic organizing, Research in
Organizational Behavior, 1987.

[48] D. Kamdar and L. Van Dyne, "The joint effects
of personality and workplace social exchange
relationships in predicting task performance and
citizenship performance,” Journal of Applied
Psychology, Vol.92, No.5, p.1286, 2007.

[49] H. Liao, D. Liu, and R. Loi, "Looking at both
sides of the social exchange coin: A social
cognitive perspective on the joint effects of
relationship quality and differentiation on
creativity,” Academy of Management Journal,
Vol.53, No.5, pp.1090-1109, 2010.

[50] G. B. Graen and M. Uhl-Bien, "Development of

leader-member exchange (LMX) theory of
leadership over 25 years: Applying a multi-level
multi-domain perspective,” Leadership Quarterly,
Vol.6, No.2, pp.219-247, 199%.

[51] P. M. Blau, Exchange and power in social life,
Transaction Publishers, 1964.

[52] R. C. Liden, R. T. Sparrowe, S. J. Wayne,
"Leader-member exchange theory: The past
and potential for the future,” Research in
personnel and human resources management,
Vol.15, pp.47-120, 1997.

[53] R. Hatfield, J. T. Cacioppo, and R. L. Rapson,
Emotion and social behavior, 1992.

[%4] K. T. Dirks and D. L. Ferrin, "Trust in
leadership: Meta—analytic findings and implications
for research and practice,” Journal of Applied
Psychology, Vol.87, No.4, p.611, 2002.

[55] T. Sy, S. Coté, and R. Saavedra, "The
contagious leader: Impact of the leader’'s mood
on the mood of group members, group affective
tone, and group processes,” Journal of Applied
Psychology, Vol.90, No.2, p.295, 2005.

[56] J. R. McColl-Kennedy and R. D. Anderson,
"Impact of leadership style and emotions on
subordinate  performance,” The Leadership
Quarterly, Vol.13, No.5, pp.545-559, 2002.

[57] A. Hassan and F. Ahmed, "Authentic leadership,
trust and work engagement,” Intermnational Journal of
Human and Social Sciences, Vol6, No.3,
pp.164-170, 2011.

[58] B. J. Avolio and W. L.Gardner, "Authentic
leadership development: Getting to the root of
positive forms of leadership,” The Leadership
Quarterly, Vol.16, No.3, pp.315-338, 2005.

[59] A. B. Bakker and W. B. Schaufeli, "Positive
organizational behavior: Engaged employees in
flourishing organizations,” Journal of Organizational
Behavior, Vol.29, No.2, pp.147-15, 2008.



2|5l #E-S0| fotel 2FElo o|x|

rr

& MalX xEnt AM-EsE 511 67 443

[60] A. B. Bakker and E. Demerouti, "The job
demands-resources model: State of the art,”
Journal of Managerial Psychology, Vol.22, No.3,
pp.309-328, 2007.

[61] A. B. Bakker and E. Demerouti, "Towards a
model of work engagement,” Career Development
International, Vol.13, No.3, pp.209-223, 2008.

[62] A. B. Bakker and M. P. Leiter, Work
engagement: A handbook of essential theory
and research, Psychology Press, 2010.

[63] J. B. Avey, R. J. Reichard, F. Luthans, and K.
H. Mhatre, "Meta analysis of the impact of
positive  psychological capital on employee
attitudes, behaviors, and performance,” Human
Resource Development Quarterly, Vol.22, No.2,
pp.127-152, 2011.

[64] D. Xanthopoulou, A. B. Bakker, E. Demerouti,
and W. B. Schaufeli, "Reciprocal relationships
between job resources, personal resources, and
work engagement,” Journal of Vocational
Behavior, Vol.74, No.3, pp.235-244, 2009.

[65] S. Chaurasia and A. Shukla, "Psychological
capital, LMX, employee engagement & work
role performance,” Indian Journal of Industrial
Relations, Vol.50, No.2, pp.342-357, 2014.

[66] D. Xanthopoulou, A. B. Bakker, E. Demerouti,
and W. B. Schaufeli, "The role of personal
resources in the job demands-resources model,”
International Journal of Stress Management,
Vol.14, No.2, p.121, 2007.

[671 A. B. Bakker, E. Demerouti and A. L
Sanz-Vergel, "Burnout and work engagement:
The JD - R approach,” Annu. Rev. Organ. Psychol.
Organ. Behav, Vol.1, No.l, pp.389-411, 2014.

[68] D. Sweetman and F. Luthans, "The power of
positive psychology: Psychological capital and
work engagement,” Work Engagement: A
Handbook of Essential Theory and Research,

pp.54-68, 2010.

[69] J. Gooty, M. Gavin, P. D. Johnson, M. L.
Frazier, and D. B. Snow, "In the eyes of the
beholder transformational leadership, positive
psychological capital, and performance,” Journal
of Leadership & Organizational Studies, Vol.15,
No.4, pp.353-367, 2009.

[70] A. McMurray, A. Pirola-Merlo, J. Sarros, and
M. Islam, "Leadership, climate, psychological
capital, commitment, and wellbeing in a non-profit
organization,” Leadership & Organization Development
Journal, Vol.31, No.5, pp.436-457, 2010.

[71] A. Rego, F. Sousa, C. Marques, and M. P. e
Cunha, "Authentic leadership promoting employees’
psychological capital and creativity,” Journal of
Business Research, Vol.65, No.3, pp.429-437, 2012.

[72] E. Demerouti, A. B. Bakker, F. Nachreiner, and
W. B. Schaufeli, "The job demands-resources
model of bumout,” Journal of Applied Psychology,
Vol.86, No.3, pp.499, 2001.

[73] J. R. Halbesleben, "A meta—analysis of work
engagement: Relationships with bumout, demands,
resources, and consequences,” Work Engagement: A
Handbook of Essential Theory and Research,
Vol.8, pp.102-117, 2010.

[74] A. A. Grandey and A. S. Gabriel, Emotional
labor at a crossroads’ Where do we go from
here?, 2015.

[75] M. TDasborough and N. M. Ashkanasy,
"Emotion and attribution of intentionality in
leader - member relationships,” The Leadership
Quarterly, Vol.13, No.5, pp.615-634, 2002.

[76] W. W. Park, M. S. Kim, S. M. Jeong, and K.
M. Huh, "Causes and remedies of common
method bias,” Korean Journal of management,
Vol.15, No.1, pp.89-133, 2007.

[771 R. A Peterson, Constructing efective questiomrzres,
Thousand Oaks, CA: Sage, 2000.



444 #HRIEI=EI5=2X| '16 Vol. 16 No. 12

[78] E. R.Crawford, J. A. LePine, and B. L. Rich,
"Linking job demands and resources to employee
engagement and bumout: A theoretical extension and
meta—analytic test,” Journal of Applied Psychology,
Vol.95, No.5, p.834, 2010.

[79] W. B. Schaufeli and A. B. Bakker, "Job
demands, job resources, and their relationship
with burnout and engagement: A multi  sample
study,” Journal of Organizational Behavior,
Vol.25, No.3, pp.293-315, 2004.

[80] T. A. Scandura and G. B. Graen, "Moderating
effects of initial leader -member exchange status on
the effects of a leadership intervention,” Journal
of applied psychology, Vol.69, No.3, p.428, 1934.

[81] G. J. Greguras and J. M. Ford, "An examination of
the multidimensionality of supervisor and subordinate
perceptions of leader member exchange,” Joumnal of
Occupational and Organizational Psychology,
Vol.79, No.3, pp.433-465, 2006.

[82] H. S. Becker, "Personal change in adult life,”
Sociometry, pp.40-53, 1964.

83] A, “2A G A o] A4zl nAE o
ol o] AleA &7 o] s avte} 4l
A ZREe] gy A FmE=I) =i
A, AN6H, #3%, pp.305-318, 2016.

[84] D. T. Kooij, P. G. Jansen, J. S. Dikkers, and A.
H. De Lange, "The influence of age on the
associations between HR practices and both
affective commitment and job satisfaction: A
meta analysis,” Journal of Organizational
Behavior, Vol.31, No.8, pp.1111-1136, 2010.

[85] K. A. Bollen, "A new incremental fit index for
general structural equation models,” Sociological
Methods & Research, Vol.17, No.3, pp.303-316,
1989.

[86] B. M. Byrne, Structural equation modeling
with LISREL, PRELIS and SIMPLIS, London,
1998.

[87] S. H. Hong, "The Criteria for Selecting Appropriate
Fit Indices in Structural Equation Modeling and
Their Rationales,” Korean Journal of Clinical
Psychology, Vol.19, No.1, pp.161-177, 2000.

[83] D. W. Gerbing and J. C. Anderson, ”An updated
paradigm  for  scde  development  incorporating
unidimensionality and its assessment,” Journal
of marketing research, pp.186-192, 1988.

[89] C. Fornell and D. F. Larcker, "Structural
equation models with unobservable variables
and measurement error: Algebra and statistics,”
Journal of marketing research, pp.382-388, 1931.

[90] P. M. Podsakoff, S. B. MacKenzie, J. Y. Lee,
and N. P. Podsakoff, "Common method biases in
behavioral research: a critical review of the
literature and recommended remedies,” Journal
of applied psychology, Vol.83, No.5, p.879, 2003.

[91] M. W. Browne and R. Cudeck, Alternative
ways of assessing model fit, Sage focus editions,
Vol.154, pp.136-136, 1993.

[92] R. M. Baron and D. A. Kenny, "The moderator
-mediator variable distinction in  social
psychological research: Conceptual, strategic,
and statistical considerations,” Journal of
personality and social psychology, Vol.51, No.6,
pp.1173. 1986.

[93] K. Kafetsios, J. B. Nezlek, and T. Vassilakou,
"Relationships between leaders’ and subordinates’
emotion regulation and satisfaction and affect at
work,” The Journal of Social Psychology,
Vol152, No.4, pp.436-457, 2012.

[94] A. S. Gabriel and J. M. Diefendorff, "Emotional
labor dynamics: A momentary approach,”
Academy of Management Journal, Vol.58 No.6,
pp.1804-1825, 2015.

[9B]28A. “FreAn|=z2 o] et 4ol F
o] ojH o] M 7 FmITE =3I
A, A54, A4%, pp431-442, 2015.



2lcjo| ZF-S0| Bate| K

=40l 0|x|

[96] 708, B4, A, WA, ICT71494

' A5 2 B
o WA BFLA=HEEA, ALY, A
10=, pp.400-412, 2015.

X XA N

¥ & A(Joon—Seo Kong) M3
1998 8¢ 1 Aot HAHE
A8tz o] AL
= 2010 8¢ ¢ FYOiEhaL 2
1A 2Fd 7N 2R k(1 4 =
et A
0144 29 : AsHst 74 o)
ol = Zﬂ et} ALY FR
12013 ~ @A Skl wAlh skl A7 et
/\]-err;G
o> 1 QA4 HRD, ICT

2 A(Jeong Woo)

off 0
o
e rdo

=19%d 2€ : Agist 5
&3} (38hA})

= 1997 24 Mgt AEH
g A}

= 201549 29 : Agdiga :—fxﬂl:ﬂ
sl A7t} vk

= 20154 ~ tﬂxﬂ Asgstn A e =474 ogu_}
REE

<FHEeR> + HRM, =417

o, olwadg



