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The Study on Working Burnout of the Counter Staffs in
Public Employment Service Agencies

Author: Li, Shumin

Abstract

"The Customer is Always First". Service enterprises must continue to
meet customer needs, to enhance the competitiveness of enterprises and
ensure the corporate profits and values. However, more and more attention
have to be paid to the customer-oriented public sector, in order to allow
customers to the public sector have a positive impression. Usually by
setting rules to require front-line staffs at all times to keep a smile, and
possibly have the staff control their negative emotions and maintain the
most cordial attitude, with a view to achieve consistency and quality of
service satisfaction. For public se actor workers in terms of emotional high,
long-term emotional labor may be the result of burnout, in addition to the
physical and mental health of individuals and having adverse effects. May
also affect organizational performance, service quality, and the burden of
human cost.

In this study, via empirical research data and surveying the public
employment service organizations of the first line personals and data
analysis methods carry out a study on labor and emotional burnout and its
association. Study found that emotional labor and emotional exhaustion
have no significant correlation; this may be due to other factors (such as
organized with the support of colleagues, and individual intelligence) the
results of emotion regulation. When first-line staffs express a more positive
attitude, show a friendly and peaceful manner, as well as being more able
to handle negative emotions of others, their work do not necessarily
produce events of dehumanization. In fact, when the first-line employment
service staffs show more restraint to their negative emotions, a more
positive attitude towards the people, will be more able to handle negative
emotions of others. Their work in the sense of achievement was higher.

Key words: emotional labor, emotional exhaustion, burnout,
employment services .
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P S VIREDIEA > T TR R L AR BRSO A
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ok F”?F“ Easn FT;JM » ST HTP R BT r(one way ANOVA)f 737 »
(= T ﬁ“’”flﬁgplﬂi Ej o B P B (Post Hoe Tests) s/ &
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F4-10 i~ FA SR B AT b BT - OIS e T R Y

Gl TOEEEY fWEe TISEe e Pl P LSD
OF 1= 41 19.6585 3.91542
Fﬂ f T @1~3= 82 205122 3.55293
A @4~6F 57 20.1579 312129 1.299 272
I?Ejf @79 2 21.5000 4.94975
®10= '] - 10 18.1000 4.35762
OF 1= 41 20.8780 4.16050
A5 pre @1-~3% 82 22.1341 3.14961
S @4~6F 57 21.9123 257239 1214 306
rwﬁm[ @79 2 23.5000 212132
®10& '] = 10 21.6000 3.13404
OF 1= 41 15.9268 3.24338
T @1~3% 82 16.5732 2.67143
e @4~6F 57 16.5088 1.88152 511 728
F l[ﬂjlﬁmﬁ @79 2 16.0000 5.65685
®10F '] F 10 16.8000 2.69979
OF 1= 10 127000 6.60051
f# & s @1~3% 41 56.4634 10.34190
@4~6F 82 50.2195 821926 985 A17
il @7~9:F 57 58.5789 5.44763
®10=FI'] = 2 61.0000 1272792

['fEJFEf DoRp<05 0 FFp<0] o

10741 2 [ R T SO Y T
EIF,LTI[FIJ/[?T%J N 13 'L*[fl [?,ﬁgfj - PECRI FI[ [?ﬂ\ﬁj L r%ﬁ_f’%‘[?ﬁff iy
AR S B[ ~SAT0.05 o AT P B ] I E ﬂa{& LR o pHPRE R
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(7 0 AR ST BUTAT SR A R TIR R 11
Fd-11 it~ FLA ORI T b BT LSRR 2

R O . L T ey
e L 24 19.6667 435058
PET e TR 647 518
il 168 20.1726 3.46237
KL 2% 22.0417 4.19606
FEFTe T 411 681
il 168 21.7500 3.09868
N e P 24 16.2500 3.27374
BRI 1 N -343 732
i 168 16.4464 252119
R — L 24 57.9583 1091261 - .
158 55 -. )
P~ i 168 58.3690 7.66246

fEshd-11 " ’i*if"‘ FUE S 555 9 53— AUl AR as5 ~ Fi i % TN
rﬂdﬁfUEIUIF[ f' I?Emfh . r%iﬁl"uﬁﬂ ?b gJ : Fr«@luj K F[fﬂ [%@U X F@
(Uil ffzmﬁf“]}u FOpfAA70.05 » A5 PURL A SE U X SpoT [ e R % B e
N i L Wui FBIRLEE MNP BY- Al s -
E;[I s [ﬁm B .
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?J%%f;t T {TE‘?YI:WEE’?%:'%«U/ Sy AR RTT E'l‘[??“ BNy ﬁ),d B
FIBIE IS5 i (one way ANOVA)H 5347 + | IR o St 255 = A o
B PN H i P B (Post Hoe Tests) V& /| B 2 B (Least Significant
Difference » LSD):% 7 Hi ix P A » I PEr 8 8555 1] EIU%E%%EL"[‘??% ; Fﬂ%@‘l e
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F4-12 i~ 5L E ORISR o B AT
B TS Wgr TINW BYESE F@ P LSD

OBy 33 20.5152 2.89527

@Il iy 31 21.1290 241857
ol e @AY 40 19.5250 4.03820 Lssy e
E1 [T @5 42 19.1667 423641

@'F’ N ‘fﬁ 33 20.6364 3.01888

Otk 13 20.1538 4.45058

OBy 33 21.6667 3.13913

@ [‘fﬁ 31 224516 2.26331 -
FE I @y 40 22,6750 365420 o 3
Iﬁm‘l‘?ﬁ[ @R 5 42 20.4048 3.97590 o4

©F iy 33 222727 2.13999

Otk 13 21.0000 2.64575

OBy 33 162727 2.46567

@Il i 31 17.2581 2.08115
=N RN OE iy 40 16.2500 sootes o5
FIpITEE  @®Ey 42 15.5238 2.85621

@f N fﬁ 33 16.7576 2.38525

Otk 13 17.3846 1.75777

OBy 33 58.4545 6.93763

@Ry 31 60.8387 571021
17y 7 55 %5 QN 40 58.4500 9.39981 . 058
fHE @ Ey 42 55.0952 9.92609

©F iy 33 59.6667 6.11181

Ok 13 58.5385 737807
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@%4 12fi Ip’ T WLV & TR S A T 2 R 1
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R3S LA TVRI BT (B AL E B

Ul L e T = i Pl
. i 46 157826 497064
R 159 873
+ 146 156438 519912
. i 46 9369 3.56750
(e 2184 030%
+ 146 82192 2.96065
i 46 126739 495336
(R~ b 1475 142
+ 146 116370 387722
i 46 378261 1067563
B L=y SRl 1.403 162
i + 146 355000 951677

['fEJFEf D okp<05 0 FFp<0] o
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TNl NN R e S Vol SRR A BRI R S
SR ISR o PMED N RO A rﬁfé' P HIERL - Ff fk%fﬁ[
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F4-14 fla ~ FLA PRI BT (B A BT L i

! Fimo WEe TISHe ARER B Pifi LSD
D30m%! ) ™+ 72 16.2917 5.08917
@31~40%% 57 16.6316 5.15694 1>4
[Hjti e 5 ” 3.430 018%
@41~507% 44 14.5455 4.87735 2>3
@51ml’) F 19 13.1053 4.82925
D30m%!) ™+ 72 9.1111 2.51506
. @31~40m% 57 8.9474 3.90248 1>3
AN ES e ,_ 4,685 004+
®41~507% 44 7.0682 1.82231 2>3
@51l + 19 8.1053 4.17525
D30m% ) ™+ 72 13.2500 3.72940
e \ . 1>2
X~ A% @31~40%% 57 11.7018 432173
,_ 5.553 001 1>3
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. 1>4
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o e . >
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= e . 00 >
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%TT = N 5 (R evR (Vo g 30w | AT IR I3 1~40m8A > 41~5078% P STk
PR EHP%EH > F el AR Y BT ARSI (e VR RS
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RNEEEVREEN o & 22 HEE Y B

AR > 300 ) N - mﬁaﬁﬁ%ﬁfkﬁ e l?“ﬁ'f‘ ARG B
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PR Ay o pPER o S0RAT )N o HTMIEE T B - FREAE Ty BT
[ PIIFD [0 T R

= RYER

Q EI%%’I?‘%ERF@?¢’F}IDJ‘.§E&%§;*V AR e &0 A A e W "/EJ%EJI'%T: Sl
HIN= L Gy Mr(one way ANOVA)Y$ 3477 » 5T A B (BT F' R
ZE o FI) v Pk R (Post Hoe Tests) 8 /] BH 3% 3% (Least Significant
Difference » LSD)2E /7 Hi i P A< » I EE“EJ?ksﬁg R S I B 2 |?FJI/ ,
TR IR HA4-157

H4-15 [ S S TVRIE T (BT B T R

E PEEY e g BNEX P P LSD

ORTNE ) 30 12.6667 438912
@mE 2>1

. S 50 15.0800 5.18176
l?jﬁf%‘“ ul 5.702 001%%% 3]
ORS= 108 16.7685 5.00394 o
>

@ 4 16.2500 4.42531

@GS 30 7.0667 1.89251
@Eqil 50 8.7800 3.93462 >

PSS i 934

M H, 3.102 028%  3>]
A= 108 8.6759 2.93171 ol
>

@A 4 10.7500 2.50000

ORTNE) 30 10.2000 3.48791

(&~ @fE] 50 11.5000 5.05581
] 2.684 048% 3]

i ORES 108 12.5000 3.83174

@A 4 12.7500 1.70783

ORTNE) 30 29.9333 7.21078
- ]"el’f.—éjx‘fuj\ @g]ﬁ;[ 50 35.3600 11.42457 2>1

o ) 5.904 001 %5

$ﬁ Bl ORS= 108 37.9444 9.07583 3>1

@A - 4 39.7500 6.94622

i *p<05 » **p<Ol  **¥p<.001 -
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T B SRy CRIE IR )5S
SO~ LT (R R g, PRI RS T REAEE TS
R T Il 5T~ 1&«?}3% 55~ B I‘l:[ix'f’d Ty
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F4-16 [t M FR RIS (B LY A B A t[ﬁ;‘(ﬁy_{kjw

fE RN e iR e Fii P LSD

ORN 77 17.0390 541791

et @=14 109 14.8532 4.82629 3.507 016% 152
@M 5 13.8000 2.16795
ORN 77 9.2208 267357

T MEE @R 109 8.1193 3.40404 3.254 023% 1>2
@M 5 6.0000 70711

R ORN 71 13.2987 4.42500

i @= 109 11.0092 377981 5624 001%E 1>2
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. o ORN 77 30.5584 9.78787

;ﬂil T @= 109 33.9817 9.32736 6.473 000 1>2
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Difference > LSD):% = g i P <t » I PEr B (= BP0 A ] o = [?EJI/ :
AAE N A 41T

FA1T bt E FR RIS (B R A B R IE

Gl VeTEE (B TieRr EYEE R P LSD
Olisealal & 12 16.0000 5.92376
CETRE 25 18.1600 5.61011
. TTEATER ~ ES 81 15.6173 5.02635 2>3
‘lﬁﬁeﬁ%f&j ®$flﬁ@§ F 2.429 049
@VTERSAT | I>4
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FAPTH
GITEI " 28 15.8214 5.50457
@Or-=" * H 12 10.2500 5.04750 1>4
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. OVEEfEE - 81 8.6790 2.80547 2>3
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@YTECESRT T 2>4
] 46 7.6522 2.22328
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(&l & By @VEEMEE - E 81 12.5062 428113 1>5
2450 048%
fif: @YTESRT T 3>5
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S R 25 412000 1030372 1>5
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L e 4414 002%*
fE @ITERERT i 2>4
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RUEET o TF S R EEASR T RO VTR et EE o R e
VEEEE: © B PRECESAT RIS EY TR S EL o PERUAEE © £ ﬁii”i:rli
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PRI BT PRV RIS S Y T (A O AR P
ﬁ,{,ﬂgﬁiﬁﬁé ) ﬁip ) %jﬁcfi\ Bh IR Y Hy e — ~J]71<~3;k,§ snﬁ;r; G5 F L'F-JSJ’
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(ERUERANIRTE Sl My SUEEER 21 cate el A S IR il e
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TJ 5 N B R ARl - i [ S AR e I 8- AR AR
M EN T p VFT;J[. AT AR B YO M r(one way ANOVA) 55 #7 >
(FarF aff_ [Ef& fd ﬁpu i o BN E R P e (Post Hoe Tests). 45 2
2 I (Least S1gn1f1cant Difference ° LSD)ié b P A o DA T [ Y
S p J%ET% LR [?‘JI/ ’ %‘g\l giﬁ\l %H%[ [ 14187 ¢

FA-181f ~ B A TR (B D = I IR e VT R Y
_{

B TEERY W T BYEE R P LSD
OF i1+ 41 13.7073 4.55656
@1~3% 82 16.6341 5.19380

et @46 57 15.5088 477390 2422 050¢ 251
@7~9% 2 170000 12.72792
®10& I - 10 16.6000 6.05897
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FA-18 * B PRI (SR BT L RO T (R Y
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T TEERY (WHr TRy S B P LSD
OF 1= 192 15.6771 5.13278
@1~3 41 7.9756 2.07952
ME @46F 82 8.3049 312572 2214 069
@79 57 8.6316 3.26032
®10=+ I - 2 11.0000 7.07107
OF fy1# 10 10.9000 4.65355
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Hi jﬁﬂl'ﬁq' ﬁﬁﬁ%&&'@%r: (S PRIV ST RUOIT B o T (R R

BEF AR -

i’ﬁlﬁz“déﬁﬁl  1~3F A PV BT AR S R f[“%ﬁf%fgﬁ[fjf@@ﬁlﬁ%jﬁl
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