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B AT Al 52 2 Al 63 2RA A ARE AR oR v g
H

<237 ZAHKorean Working Conditions Survey, KWCS)+= <Hd B A F o
Arel AAGHARAAT LN FHd=E AR, FHATY TERIFRAE
WA skl d=re] vE 154 o] HAfdAE e R TRYH, L&,
A%, 945, A998 ==, 1&IH T AFAAS HdyrHom gofsv]
1gk Abelty. Al 52 SERSAXANE ZEUI9 3 ol 2017d
AlBE A, A 63 F2IFAH A= 20209 Al dA ooy, Z2Z U197
SAbE A AR B xx AR s A A A, FHE FAow
2020 10¥€ ¥ 2021 4o AA Al = ATt

A 52 FESAZA x2FEH O ZE g 50,2059elw, Al 63
TEIAZALY] P v 505638HeE F 100,743 |tk v 1841 mIwREQ]

547 2 F oo ik & W ASA <] 233058 A3 77,3847 ©
IFEAT. ol T FmAFAGEFol wEb ‘#wHEA, HAEVF 2 #A-
FARAY ) AL FEALAF (0] 4 “White collar workers”) 24,4619 ¥, 9o
Sd FARY, Ve 2 #d Ve SARAY, FAVIA 24 " 29 FARAE,
G5 FARRY, TEel(o] A “Blue collar workers”) o2 B 27,645 B
2 52106W e AT #AI Mo ALEHAI, Muxa FAR @

O:

o FARRY 25278% 5 ARl s AR ddiste AEE WY
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The fifth and sixth KWCS«

N=100.743«
>
> Age = |8 vears«
- | (N = 54 excluded )~
N =100,689+
p
> Missing of variables of interest
. § (N =23.305 excluded )«
N =77,384.
p
> White & Blue collar workers+
v ! (N =52.106excluded)«
N=25278
p
> No contact with customer/client while at worlk«
(N = 1.648 excluded)«
h 4 \

Final subjects of the study«
N =23.630¢

Figure 1. Flow chart of the selection of study subjects.

* KWCS: Korean Working Conditions Survey
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oA ETol wel AT AdSs HERY, devh 2 34
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2L A Tl FARRY, FR7A 22 " 2] FARRY, ek SARAY,

TRl(o]d “Blue collar”), ‘Au]2 FALRY, ‘Fhu] FALARFP (0] “Service and

sales”) 3702 FREl] 2RI AZFA 2 EE B8 THTable 1).

AEU9 ol sFet= Al 53 Ei%%‘i/\}oﬂfﬂt— 5 43,8871 ¢]
T2 T Auzg 9 A FARTE 14,8669 o & 339%°] @R oH,
2199 F& ofe] AAHAD Al 63 TRIHFFAAAE F 33497 <
<22 5 3L1%°l dFets 104129 2=A} :Loﬂ dgate], AMul=d
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Table 1. Distribution of occupations according to KWCS

Occupation

the 5th KWCS (2017)

the 6th KWCS (2020)

P value

White collar
Blue collar

Service and sales

13,033 (29.7%)
15,988 (36.4%)
14,866 (33.9%)

11,428 (34.1%)
11,657 (34.8%)
10,412 (31.1%)

<0.001

Total

43,887 (100%)

33,497 (100%)

P value calculated by Chi-squared test
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2. Auag 2 dujy FARY 2FAR F 24 Y HE

Aulsg) 2 golg) BAAY SRAR F a4 g MEE 2RAGEA}
A5dz was gtk (Table 2). Al 53 ZRIAZAIAE 5 14866 9
Aujagd 8 dvid A 5 AR T @Y e Sudva S
Abgrol 95500 0w AAlel 64.2%0] alFHOn, Al 63 TRIH AN

% 104129 F 5233"W o R °F 50%°] Hl&S AA v W,
07 $HE A9 A gEvin $9W AEe A 54 SEags
ARel 3¢ 1,083%(10.4%) = YERY 2119
[e)
o

=
) A7 Aag 2 Ay FAREe 2REAL T

_13_



Table 2. Frequency of direct customer-facing for service and sales

workers

Frequency

the 5th KWCS (2017)

the 6th KWCS (2020)

P value

Never
Rarely
Sometimes
Often

Always

565 (3.8%)
1,254 (8.4%)
2,048 (13.8%)
1,449 (9.7%)
9,550 (64.2%)

1,083 (10.4%)
1,184 (11.4%)
1,683 (16.2%)
1,229 (11.8%)
5,233 (50.3%)

<0.001

Total

14,866 (100%)

10,412 (100%)

P value calculated by Chi-squared test

_14_



3. AFUAAY AFAAGH 2 AGH 54

2RAZ F wAL A% AU Gt 2RASS AYH Ausg o
vl FAAe ATASH R AYH YL LRIARL AFUE
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Table 3. Sociodemographic and occupational

customer-facing service and sales workers by KWCS

characteristics of

Variable the 5th KWCS the 6th KWCS P value
Sociodemographic characteristics

Sex

Men 4,571 (32.0%) 2,943 (31.5%) 0.511
Women 9,730 (68.0%) 6,386 (68.5%)
Age

<30 years 1,666 (11.6%) 1,211 (13.0%) <0.001
30-39 years 2,134 (14.9%) 1,373 (14.7%)

40-49 years 3,562 (24.9%) 1,957 (21.0%)

50-59 years 4,569 (31.9%) 2,807 (30.1%)

>60 years 2,370 (16.6%) 1,981 (21.2%)

Education

Below middle school 1,663 (11.6%) 995 (10.7%) <0.001
High school graduate 7,552 (52.8%) 4,721 (50.6%)

College or higher 5,086 (35.6%) 3,613 (38.7%)

Income (10,000 KRW/month)

<200 7,432 (52.0%) 4,631 (49.6%) <0.001
201-300 4,064 (28.4%) 2,959 (31.7%)

>300 2,805 (19.6%) 1,739 (18.6%)

Subjective health status

Good 4,147 (29.0%) 2,416 (25.9%) <0.001
Fair 9,701 (67.8%) 6,586 (70.6%)

Bad 453 (3.2%) 327 (3.5%)
Occupational characteristics

Type of employment

Regular worker 4,984 (34.9%) 3,364 (36.1%) 0.034
Temporary worker/Day laborer 2,046 (14.3%) 1,383 (14.8%)
Self-employed 7,271 (50.8%) 4,582 (49.1%)
Weekly working hour

<40 hours 4,358 (30.5%) 3,819 (40.9%) <0.001
41-52 hours 3,794 (26.5%) 2,522 (27.0%)

>52 hours 6,149 (43.0%) 2,988 (32.0%)

Size of workplace

Micro (1-9 workers) 11,157 (78.0%) 7,454 (79.9%) <0.001

Small (10-49 workers)

1,386 (9.7%)

_16_
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Medium-sized (50-249 workers) 549 (3.8%) 443 (4.7%)

Large (=250 workers) 1,209 (8.5%) 431 (4.6%)

Shift work

Yes 1,615 (11.3%) 949 (10.2%) 0.007
No 12,686 (88.7%) 8,380 (89.8%)

P value calculated by Chi-squared test
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Table 4. Frequency of emotional labor among customer-facing
service and sales workers according to KWCS

Frequency the 5th KWCS the 6th KWCS P value
Contact with angry customers

Rarely 9,431 (65.9%) 7,051 (75.6%) <0.001
Sometimes 3,567 (24.9%) 1,762 (18.9%)

Often 1,303 (9.1%) 515 (5.5%)

Hiding emotions at work

Rarely 2,299 (16.1%) 1,450 (15.5%) 0.111

Sometimes 5,326 (37.2%) 3,395 (36.4%)

Often 6,676 (46.7%) 4,484 (48.1%)

P value calculated by Chi-squared test
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Table 5. Prevalence of sleep disturbance by frequency of emotional labor

Frequency of the 5th KWCS p the 6th KWCS p
emotional labor None distilr?sgnce value None distilfggnce value
Total

Contact with angry customers

Rarely 8,839 (93.7%) 592 (6.3%) <0.001 6,567 (93.1%) 484 (6.9%) <0.001
Sometimes 3,152 (88.4%) 415 (11.6%) 1,549 (87.9%) 213 (12.1%)

Often 1,096 (84.1%) 207 (15.9%) 414 (80.2%) 102 (19.8%)

Hiding emotions at work

Rarely 2,172 (94.5%) 127 (5.5%) <0.001 1,346 (92.8%) 104 (7.2%) 0.005
Sometimes 4,884 (91.7%) 442 (8.3%) 3,127 (92.1%) 268 (7.9%)

Often 6,031 (90.3%) 645 (9.7%) 4,057 (90.5%) 427 (9.5%)

Men

Contact with angry customers

Rarely 2,850 (95.1%) 146 (4.9%) <0.001 2,096 (95.1%) 109 (4.9%) <0.001
Sometimes 1,060 (90.4%) 112 (9.6%) 526 (89.8%) 60 (10.2%)

Often 342 (84.9%) 61 (15.1%) 129 (84.9%) 23 (15.1%)

Hiding emotions at work

Rarely 762 (95.7%) 34 (4.3%) <0.001 480 (95.0%) 25 (5.0%) 0.118
Sometimes 1,618 (93.1%) 120 (6.9%) 1,030 (93.9%) 67 (6.1%)

Often 1,872 (91.9%) 165 (8.1%) 1,241 (92.5%) 100 (7.5%)

Women

Contact with angry customers

Rarely 5,989 (93.1%) 446 (6.9%) <0.001 4,471 (92.3%) 375 (7.7%) <0.001
Sometimes 2,092 (87.3%) 303 (12.7%) 1,023 (87.0%) 153 (13.0%)

Often 754 (83.8%) 146 (16.2%) 285 (78.3%) 79 (21.7%)

Hiding emotions at work

Rarely 1,410 (93.8%) 93 (6.2%) <0.001 866 (91.6%) 79 (8.4%) 0.052
Sometimes 3,266 (91.0%) 322 (9.0%) 2,097 (91.3%) 201 (8.7%)

Often 4,159 (89.7%) 480 (10.3%) 2,816 (89.6%) 327 (10.4%)

P value calculated by Chi-squared test
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Table 6. Job satisfaction by frequency of emotional labor

the 5th KWCS

the 6th KWCS

Frequency of P P
emotional 1abor g visfied  Dissatistied '2U®  Satisfied  Dissatisfied VA€
Total

Contact with angry customers

Rarely 7,444 (78.9%) 1,987 (21.1%) <0.001 5,996 (85.0%) 1,055 (15.0%) <0.001
Sometimes 2,583 (72.4%) 984 (27.6%) 1,398 (79.3%) 364 (20.7%)

Often 913 (70.1%) 390 (29.9%) 423 (82.0%) 93 (18.0%)

Hiding emotions at work

Rarely 1,846 (80.3%) 453 (19.7%)  <0.001 1,196 (82.5%) 254 (17.5%) 0.309
Sometimes 4,062 (76.3%) 1,264 (23.7%) 2,846 (83.8%) 549 (16.2%)

Often 5,032 (75.4%) 1,644 (24.6%) 3,775 (84.2%) 709 (15.8%)

Men

Contact with angry customers

Rarely 2,373 (79.2%) 623 (20.8%) <0.001 1,882 (85.4%) 323 (14.6%) <0.001
Sometimes 856 (73.0%) 316 (27.0%) 455 (77.6%) 131 (22.4%)

Often 292 (72.5%) 111 (27.5%) 132 (86.8%) 20 (13.2%)

Hiding emotions at work

Rarely 640 (80.4%) 156 (19.6%) 0.028 421 (83.4%) 84 (16.6%) 0.938
Sometimes 1,339 (77.0%) 399 (23.0%) 922 (84.0%) 175 (16.0%)

Often 1,542 (75.7%) 495 (24.3%) 1,126 (84.0%) 215 (16.0%)

Women

Contact with angry customers

Rarely 5,071 (78.8%) 1,364 (21.2%) <0.001 4,114 (84.9%) 732 (15.1%) <0.001
Sometimes 1,727 (72.1%) 668 (27.9%) 943 (80.2%) 233 (19.8%)

Often 621 (69.0%) 279 (31.0%) 291 (79.9%) 73 (20.1%)

Hiding emotions at work

Rarely 1,206 (80.2%) 297 (19.8%) <0.001 775 (82.0%) 170 (18.0%) 0.252
Sometimes 2,723 (75.9%) 865 (24.1%) 1,924 (83.7%) 374 (16.3%)

Often 3,490 (75.2%) 1,149 (24.8%) 2,649 (84.3%) 494 (15.7%)

P value calculated by Chi-squared test
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Table 7. Association of sleep disturbance with frequency of emotional labor

N (%) of sleep

g;;;oqttiloer?gfr of disturbance Model I Model 1I
labor KWCS 5th  KWCS 6th KWCS 5th KWCS 6th KWCS 5th KWCS 6th
Total

Contact with angry customers

Rarely 592 (6.3%) 484 (6.9%)
Sometimes 415 (11.6%) 213 (12.1%)
Often 207 (15.9%) 102 (19.8%)

1.00 (reference) 1.00 (reference) 1.00 (reference) 108 (0.95-1.23)
1.97 (1.72-2.25) 1.99 (1.67-2.38) 2.01 (1.76-2.30) 2.08 (1.76-2.46)
2.75 (2.31-3.27) 3.55 (2.77-4.54) 2.80 (2.36-3.34) 3.61 (2.84-4.58)

Hiding emotions at work

1.00 (reference) 1.00 (reference) 1.00 (reference) 1.30 (0.99-1.71)
1.55 (1.26-1.90) 1.17 (0.92-1.49) 1.58 (1.28-1.94) 1.47 (1.18-1.84)
1.84 (1.51-2.25) 1.46 (1.16-1.83) 1.90 (1.56-2.32) 1.84 (1.49-2.26)

Rarely 127 (5.5%) 104 (7.2%)
Sometimes 442 (8.3%) 268 (7.9%)
Often 645 (9.7%) 427 (9.5%)
Men

Contact with angry customers

Rarely 146 (4.9%) 109 (4.9%)
Sometimes 112 (9.6%) 60 (10.2%)
Often 61 (15.1%) 23 (15.1%)

1.00 (reference) 1.00 (reference) 1.00 (reference) 1.04 (0.80-1.35)
2.14 (1.65-2.78) 2.24 (1.58-3.16) 2.22 (1.71-2.89) 2.26 (1.64-3.11)
3.48 (2.51-4.83) 3.94 (2.37-6.55) 3.61 (2.60-5.01) 3.76 (2.32-6.09)

Hiding emotions at work

1.00 (reference) 1.00 (reference) 1.00 (reference) 1.17 (0.69-2.00)
1.68 (1.13-2.49) 1.40 (0.86-2.29) 1.74 (1.17-2.58) 1.54 (1.01-2.37)
2.06 (1.41-3.03) 1.81 (1.13-2.90) 2.16 (1.47-3.17) 1.98 (1.32-2.96)

Rarely 34 (4.3%) 25 (5.0%)
Sometimes 120 (6.9%) 67 (6.1%)
Often 165 (8.1%) 100 (7.5%)
Women

Contact with angry customers

Rarely 446 (6.9%) 375 (7.7%)
Sometimes 303 (12.7%) 153 (13.0%)
Often 146 (16.2%) 79 (21.7%)

1.00 (reference) 1.00 (reference) 1.00 (reference) 1.10 (0.95-1.27)
1.92 (1.64-2.24) 1.91 (1.55-2.35) 1.95 (1.67-2.28) 2.01 (1.65-2.46)
2.51 (2.05-3.08) 3.43 (2.59-4.56) 2.55 (2.07-3.13) 3.54 (2.69-4.66)

Hiding emotions at work

Rarely 93 (6.2%) 79 (8.4%)
Sometimes 322 (9.0%) 201 (8.7%)
Often 480 (10.3%) 327 (10.4%)

1.00 (reference) 1.00 (reference) 1.00 (reference) 1.35 (0.99-1.86)
1.50 (1.18-1.91) 1.09 (0.82-1.44) 1.52 (1.20-1.94) 1.45 (1.12-1.87)
1.77 (1.40-2.23) 1.35 (1.04-1.76) 1.81 (1.44-2.29) 1.79 (1.40-2.28)

* Model I: Referenced by each KWCS; Model II: Referenced by the 5th KWCS

7 All models were adjusted for sociodemographic(sex, age, education, income, and subjective health
status) and occupational characteristics(type of employment, weekly working hour, size of workplace,

and shift work).
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Table 8. Association of job dissatisfaction with frequency of emotional labor

N (%) of job

g;;;oqttiloer?gfr of dissatisfaction Model 1 Model 11

labor KWCS 5th  KWCS 6th ~ KWCS 5th KWCS 6th KWCS 5th KWCS 6th
Total

Contact with angry customers

Rarely 1,987 (21.1%) 1,055 (15.0%) 1.00 (reference) 1.00 (reference) 1.00 (reference) 0.70 (0.64-0.76)
Sometimes 984 (27.6%) 364 (20.7%) 1.47 (1.34-1.61) 1.47 (1.28-1.69) 1.47 (1.34-1.61) 1.02 (0.89-1.16)
Often 390 (29.9%) 93 (18.0%) 1.61 (1.41-1.84) 1.24 (0.97-1.59) 1.62 (1.41-1.85) 0.85 (0.67-1.08)
Hiding emotions at work

Rarely 453 (19.7%) 254 (17.5%) 1.00 (reference) 1.00 (reference) 1.00 (reference) 0.90 (0.75-1.07)
Sometimes 1,264 (23.7%) 549 (16.2%) 1.30 (1.15-1.48) 0.93 (0.79-1.11) 1.30 (1.15-1.47) 0.85 (0.73-0.98)
Often 1,644 (24.6%) 709 (15.8%) 1.41 (1.25-1.60) 0.92 (0.78-1.09) 1.41 (1.25-1.59) 0.84 (0.73-0.96)
Men

Contact with angry customers

Rarely 623 (20.8%) 323 (14.6%) 1.00 (reference) 1.00 (reference) 1.00 (reference) 0.69 (0.60-0.81)
Sometimes 316 (27.0%) 131 (22.4%) 1.48 (1.26-1.74) 1.60 (1.26-2.04) 1.49 (1.26-1.75) 1.12 (0.90-1.40)
Often 111 (27.5%) 20 (13.2%) 1.49 (1.17-1.89) 0.91 (0.55-1.51) 1.48 (1.16-1.89) 0.64 (0.39-1.04)
Hiding emotions at work

Rarely 156 (19.6%) 84 (16.6%) 1.00 (reference) 1.00 (reference) 1.00 (reference) 0.83 (0.61-1.12)
Sometimes 399 (23.0%) 175 (16.0%) 1.24 (1.01-1.54) 1.03 (0.77-1.39) 1.26 (1.02-1.56) 0.84 (0.66-1.07)
Often 495 (24.3%) 215 (16.0%) 1.38 (1.12-1.70) 1.03 (0.77-1.38) 1.40 (1.14-1.72) 0.86 (0.68-1.09)
Women

Contact with angry customers

Rarely 1,364 (21.2%) 732 (15.1%) 1.00 (reference) 1.00 (reference) 1.00 (reference) 0.69 (0.62-0.77)
Sometimes 668 (27.9%) 233 (19.8%) 1.46 (1.31-1.63) 1.40 (1.18-1.66) 1.46 (1.31-1.63) 0.96 (0.82-1.13)
Often 279 (31.0%) 73 (20.1%) 1.67 (1.42-1.96) 1.37 (1.03-1.81) 1.67 (1.43-1.96) 0.93 (0.71-1.22)
Hiding emotions at work

Rarely 297 (19.8%) 170 (18.0%) 1.00 (reference) 1.00 (reference) 1.00 (reference) 0.93 (0.75-1.16)
Sometimes 865 (24.1%) 374 (16.3%) 1.33 (1.15-1.55) 0.88 (0.71-1.09) 1.32 (1.13-1.54) 0.84 (0.71-1.00)
Often 1,149 (24.8%) 494 (15.7%) 1.43 (1.23-1.65) 0.86 (0.71-1.06) 1.40 (1.21-1.63) 0.82 (0.70-0.97)

* Model I: Referenced by each KWCS; Model II: Referenced by the 5th KWCS

7 All models were adjusted for sociodemographic(sex, age, education, income, and subjective health
status) and occupational characteristics(type of employment, weekly working hour, size of workplace,
and shift work).
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<ABSTRACT>

Emotional Labor, Sleep Disturbance, and Job
Satisfaction among Korean Service and Sales

Workers During the COVID-19 Pandemic

Na Rae Lee
Graduate School of Public Health

Yonsei University

(Directed by Professor Jin Ha Yoon, M.D., DrPH)

The coronavirus disease(COVID-19), a pandemic that has become a
global phenomenon since its outbreak in 2019, has led to various
changes in the working environment for service and sales workers.
Given their work's nature, creating economic value through customer
interactions, COVID-19 and social distancing have introduced
significant alterations to the emotional labor of these workers. In this
study, we aimed to analyze the aspects of emotional labor during the
COVID-19 pandemic and its association with sleep disturbance and job

satisfaction among service and sales workers in Korea, utilizing data
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from the Korean Working Conditions Survey(KWCS).

This study used data from the 5th KWCS conducted in 2017 and the
6th KWCS conducted from October 2020 to April 2021. After excluding
individuals under the age of 18, non-respondents, and those with
missing data on key variables, the final sample comprised 23,630
workers in the service and sales industries, engaging directly with

customers during their working hours.

The frequency of customer interaction during working hours
declined for service and sales workers compared to the pre-COVID-19
period, and there was a statistically significant decrease in the
frequency of dealing with angry customers among workers who dealt

directly with customers.

The odds ratio(OR) of sleep disturbance increased for both male and
female workers as the frequency of dealing with angry customers
increased, irrespective of the COVID-19 pandemic period. However,
regarding hiding emotions, both the prevalence and OR of sleep
disturbance increased with the frequency of hiding emotions before
the onset of COVID-19, but there was no significant association
observed during the pandemic. Similarly, the correlation between
emotional labor and job satisfaction revealed that the frequency of
dealing with angry customers or hiding emotions exhibited a positive
association with job dissatisfaction before COVID-19, though such an

association was not evident during the COVID-19 pandemic.

The increased adoption of contactless services and the use of face

masks, which made it easier to conceal emotions and reduced the
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impact of negative interactions with customers, resulted in a decrease
in the association between emotional labor with sleep disturbance and
job satisfaction. Based on the findings of this study, further research
is needed to investigate whether the emotional labor burden of service
and sales workers can be reduced and whether it can improve sleep

disturbance and job satisfaction in this profession.

Key words: COVID-19, Service industry, Sales industry, Emotional

labor, Sleep disorder, Job satisfaction
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