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Abstract The purpose of this study was to investigate the relationships among emotional dissonance,
depression and anxiety, and to examine the moderating effects of emotional intelligence on the
relationships between emotional dissonance and both depression and anxiety in care service workers.
For this study, a sample of 142 care service workers completed the questionnaires: Emotional
Dissonance Scale, Patient Health Questionnaire-9, and Generalized Anxiety Disorder-7. This data was
analyzed by SPSS 25.0 program. The results of the analysis showed that emotional dissonance and
others' emotion appraisal had a significant effect on depression and anxiety. The results also verified
the moderating effects of others’ emotion appraisal on the relationship between emotional dissonance
and depression. Finally, on the basis of the results, we proposed and discussed interventions on

emotional labor and mental health issues of care service workers.
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Table 1. Risk level of emotional dissonance, depression and anxiety

Risk / Risk Level
None
R1 R2 R3 R4
Emotional Dissonance 53(37.32%) 89(62.68%)
Depression 75(52.82%) 45(31.69%) 14(9.86%) 5(3.52%) 3(2.11%)
Anxiety 109(76.76%) 24(16.90%) 6(4.23%) 3(2.11%)

3% R1(Mild), R2(Moderate), R3(Moderately severe), R4(Severe)

Table 2. Mean, Standard deviation, and Correlations of emotional dissonance, emotional intelligence sub-factors,
depression and anxiety

1 2 3 4 5 6 7

1.Emotional Dissonance 1

2.Self-emotion appraisal .09 1

3.0thers' emotion appraisal -.06 70" 1

4.Use of emotion -.02 53" 67" 1

5.Regulation of emotion 01 56" 69" 62" 1

6.Depression 42" -.16 -35" -23" -18 1

7.Anxiety 34" -24" -39" -28" -30" 78" 1
M 8.01 16.02 14.23 14.23 14.84 5.26 2.80
SD 1.76 2.04 2.05 1.80 2.00 4.93 3.74

*p (.05 **p (.01

Table 3. Effects of emotional dissonance and emotional intelligence sub—factors on depression and anxiety

Emotional Self-emotion Others' emotion . Regulation of
- h ; Use of emotion )
Dissonance appraisal appraisal emotion
B 1.09 0.16 -0.99 -0.08 0.20
SE 0.21 0.25 0.30 0.28 0.26
B 0.39 0.07 -0.41 -0.03 0.08
Depression
t 5.26 0.63 -3.25 -0.27 0.78
p <.001 0.563 .000 0.78 0.44
adj.R? = 0.26, F = 10.94***
B 0.70 -0.03 -0.52 -0.04 -0.15
SE 0.16 0.20 0.23 0.22 0.20
B 0.33 -0.02 -0.28 -0.02 -0.08
Anxiety
t 4.36 -0.17 -2.20 -0.20 -0.75
p .001 0.86 0.03 0.84 0.46
adj.R? = 0.23, F = 9.41%**

©x 5 (001
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Table 4. The moderating effect of Others' emotion appraisal in the relationship between emotional dissonance and

both depression and anxiety

stepl step2 step3
Input variable Emotional Emotional O‘hefs Emotional Others Emotional Dissonance
- X emotion ; emotion \ N ]
Dissonance Dissonance . Dissonance ; x Others' emotion appraisal
appraisal appraisal
B 452 4.69 -3.11 6.19 -1.92 -3.02
SE 0.76 0.71 0.7 0.99 0.88 1.41
B 0.45 0.47 -0.32 0.62 -0.2 -0.25
t 597 6.58 -4.47 6.24 -2.17 -2.14
Depression
p .000 .000 .000 .000 .030 .032
adj.R? 0.2 0.29 0.31
AR? 0.20%** 0.10*** 0.02*
F 356.62*** 30.20%** 22.19%**
B 2.87 2.99 -2.18 4.05 -1.33 -2.14
SE 0.6 0.57 0.56 0.79 0.71 1.13
B 0.38 0.39 -0.29 0.563 -0.18 -0.23
t 4.82 5.25 -3.92 5.1 -1.88 -1.9
Anxiety
p .000 .000 .000 .000 .062 .060
adj.R? 0.14 0.22 0.23
AR? 0.14%** 0.09%** 0.02
F 23.20%** 20.45%** 15.09%**

*p (.05, *** p (.001
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