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ABSTRACT

“ARE YOU FEELING WHAT I'M FEELING?”: AN ANALYSIS OF COMMUNICATION

AND EMOTIONAL WORK OF KOREAN SOCIAL WORKERS

This study investigates how Korean social workers experience and comraunicat
emotional work in their organizational experience. Using a qualitative inteagaroach, |
explore the emotional experiences of Korean social workers. Korean sociatsvorke
experience wide array of different types of emotional work, however, sgg¢hem
implicitly and indirectlydue to contemplative and considerate communicatiit$an order
to save others’ face and avoid burdening others with their emotidhsthermore, the
emotional work experience leads Korean social workers to develop a sense of pride,
responsibility, and compassion toward their clients which were natinhigom the
beginning of their professional experience due to lack of autonomy when chooging the
profession. Korean social workers also communicate their emotional work threggiup
association, strongly relying on connections throtingtir alma materpthers who are their
age,their position, andheir tenure in therganization. However, a notable challenge to the
original theory of emotional work is that for Korean social workers they ajserience
emotional labor and emotional dissonance tdugrganizational constraints that generate a
clash of inner feelingvith what organizations expect them to present. The study provides
evidence of how different cultak expectationsfluence emotional work experiences as well
as the communication of emotion. The findings not only support the different cultural
norms and constraints that influence Korean social workers’ emotional work but also
contribute to further the understanding of the role of organizaitiomviding proper outlets

for emotionalwork experiences.
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INTRODUCTION AND RATIONAL

From Aristotle to Charles Darwin, emotitias been the subject of intense study for
thousands of yeaend researchers fromultiple disdplines (e.g., psychology, sociology, and
communicationhavepositedthat emotion evolved as a means to trigger cooperation among
animals in social groupings (Waldron, 2012Although contemporary scholarship on
emotioncomesprimarily from psychology, gerthe last few decades, intereseimotion has
acceleratedh various othedisciplinessuch as sociology and communication (Waldron,
2012) From the contributions of these disciplines, it is now widely recognized that humans
are led by nosmational factors including emotional and motivational states of ifwaldron,
2012; TenHouten, 2013).Ultimately, contemporarperceptiondhrave come to viewmotion
as one of the core elements of social behaolashaving connections communicative
behaviors (Bolls, 2010, Burleson, 2003, 2008; Mé&tt#/ood, 2008; Planalp, 1999, Nabi,
2010).

In the last decad@rganizational communication scholarshis taken a more
specific focuson emotion and affe@h organizational lifgMiller, 2007; LutgenSandik &
Davenport-Sypher, 2009; Planalp, 2009; Bolls, 2010; Waldron, 2012). One of the shifts in
thecommunication discipline since the late 198Xhe increasing attentiagiven to
nonprofit and human service organizations in which the “the instrumental pfrpuifit is
replaced by goals such as the provision of health services, social welfarereaprbeesion”
(Miller & Considine, 2009, p.406). Furthermore, sithe number of organizations providing
human servicege.g., health caresocial servicesincreaseso doquestions abouhe link
betweeremotion and communication in organizations (Miller, 200fjch hasled to the
study of different types of emotions in organizations by many scheaysHochschild,

1979, 1983Morris & Feldman, 1997; and Mer, 2002, 2007). The matrecent scholarship



puts stronger emphasis on the fact that communication at work is structuredsby rule
reporting relationships, and role requirements that might regulate the ®&presemotion
(Bolls, 2010). Emotional communication has b&kmtified as beingubject to
organizational constraints and scholars have considered communication as avgnecess
employees can discover, interpret, and negotiate organizational controistiomkal
communication is often seen th& symbolic tools used in their organizational lives (Waldron,
2012). Additionallytheexpression of emotion in organizationsliso theorized as a force
thatcoulddefine employee satisfactiam the organization (Lutgen-Sandvik & Davenport-
Sypher, 209).

For this study, InvestigateMiller’s notion of emotional work which is one of the
most prevalent typesf emotionsthatprofessionals experiene¢ workplaces Emotional
work is defined as work in which emotion is part of the work itself and it usually involves
emotion that is authentic, meaning the feelings are genuine and are nadllytgroduced
for profit making(Fisher & Ashkanasy, 200®iller, 2007; Waldron, 2012). Emotional
work specifically applies to individuals engaged in humamise occupations such as social
workers, teachers, and pastors (Miller, 2007lo elaborate fte emotios employeedeel are
considered authentic as they dd have to faricatetheir emotions in front aheclientsfor
whom they work and provide sepgs. Unlike other professions where emotion is sometime
a part of profitmaking commaodity, for human service workers, emotional challenge is not
artificially manufactured but rather is a “natural part ofrttesks andesponsibilitie%
(Miller, 2002, p. 629 Such realemotionsare present and accumulate over time as workers
perform their taskandresponsibilitiegMiller, 2007; Waldron, 2012). That is due to the
nature of emotional worthatis likely to involve longterm relationships between the
organizational member and the clig(ford & Etieme, 1994; Gutek & Welsh, 2000) Very

often, people in these professions report going into the work because they careaplat p



feel a sense of compassj@nd a need to help others in their work (Yanay & Shahar, 1998).
Particularly in social work, emotional work may create feelinge@hpassion” and, in
some casesfutility” (Waldron, 2012, p.X.

Considering the experiences of emotional work for human services professamnals,
additionalchallengefor themis the lack ocommunication about emotion at workplaces.
Fora long time, thevorkplace was something of an “emotional dead zone™geiting
emotional’had been considered unprofessional in many organizational contexts (Waldron,
2012, p.4. Furthermore, emotiohas been viewed as merely a-jpduct of more
important factors” such as wages or supervision practices (Miller, 2007, p. 22®refdre,
understanding how emotiahwork occurs in th@uman servicemdustry anchow it is
connectd to communicatiolmave emergaspivotal elemers to considebecause
individuals experiencing emotional work haweendiscouraged to voice their emotions
(Waldron, 2012).

Organizations are nostaticstructures” but social entities that are susthiog
ongoing discourses (Fairhu&tPutnam, 2006, p.)7 Thediscourses have evolved over
time and now function apartof the organizational culture regarditige communication of
emotion(Frost, 2003). However, oftentimes those organizational disepare evidence
that expressing or communicating emotase not acepted forms ointeraction While the
researclexplored above highlightbe challenging state agbnditions and expectations about
emotions in the workplacé alsopresers onemajorshortcoming—alack ofglobal
application. Although the existing research provides a theoretical groundéngptibnal
work, it fails to provide insights on interculturapplicationin a global organizationatontext.
While previous research hafferedenriched perspectives on emotional work, studiese
primarily conductedn the U.S. or Europgexcluding theEasternworld’s view, perception,

and experienaeof emotional work. For example,n Koreg the concept of emotional work



does nbexist. Humanservices professions in Korea hal®wn various negative
emotional experiences such as burnout, stress, and exhaustion but these have only been
explored in social welfare discipline without making any link to communication.
Furthermore, the disciplind communicationn Koreahas not explored emotional woykt.
There is little to no acknowledgement or support provided for employdesrian services
industiessuch asocial welfareandnon-profit organizations (Park & Yoo, 2015). hel
cultural convention oKoreahas educated and trained individuals to manage their emotional
struggles privatelyather than openly communicating aboyh, 2015). In fact,much
media coverage in recent years revealed that memberssufdia¢ work industrgxperience
ahigh degree of emotional strugdleat everresulted inl5,400 suialesper year since 2011
(Park& Yoo, 2015 Lee, 2013 Although theemotionalstruggle of social workeiis
prevalent inrkoreg it has not been theoretically definedpracticallyadknowledged.

This project extends theories of emotional work intokkbeean human service
industry in three ways. First, troughapplying metaheoretical perspective sbcial
constructionism theorthe studyprovides a broadonceptualizatiolf emoton, emotion in
organizations, and emotion in Korean culture as well as social welfare induSegond,
this studyexplores and provides new insights and strategies for dealing with emotiokal wor
Finally, building upon extant research conducted outsimeg this researclffers cultural
nuance to emotional work scholarshpasticularly emphasizing the connection with
communication to further enhance the understanding of how Kosraployed in social
welfare organizationsommunicate their emotionalork. Specifically, understanding how
Koreans experience emotion in organizations can contribute to the scholarship of
communication both in the U.S. and Korea in numerous ways:dejnonstratebow a
Western theory of emotional work applies to Eastefiture, adding globally researched data

to the disciplinghrough understanding Korean cultural conceptyafri; (b) furthering



insights about how emotional work is communicated in Korea through in-group dependency;
and (d) contributes to understane frofession of social welfare in Korea and their
emotional experiences, providing new perspectives on how cultural differenceslwandce
one’s emotional and organizational experiendeurthermore, the study demonstrates shifts
in theoretical groundings as the conceptualization of emotional work is corag|aad
challenged through cultural applications thatuggest&motional workmay co-exist with
emotional labor and emotional dissonaaodis influenced by socially constructed meaning
making andnterpretations. Ultimatelyhis study lead® practical findings—suggesting
ways to reduce emotional struggle and affgalternatives to effectively cope with such
challenges, thus promoting and ensuring stronger emotional well-beingaoizatoral
members.

In order to fulfill the proposed study goalstudiedsocial workers, currently
employed by normrofit social welfare organizations Korea Theirtasks and
responsibilities branch out within the organizations sudhtascountry adoption, the
disabledcenter senior citizensare centerand North Korean refugee counseling center.
While, the primary goal of social welfare organizatiamso serve and help underprivileged
groups in society, employees confront emotional vearittheir communication of emotions
are notactively encouraged or fostered on an organizational level.

To achieve these goalsglthesis is organized into four additional chapters. First,
the forthcoming chapter provideseviewof existing literatures on emeoti, emotion at
organizations, emotional work, and intercultural adaptation of empédicularly focusing
on the case of Koraacluding its historical development through the application of social
constructionism theory The next chapter details theegific methods used to answer the
research questions of this study. The final two chapters share the findihgs mject and

offer a discussion of those findings.



LITERATURE REVIEW

This study exploresiow members of social wela organizations iKorea
communicate their emotns in organizations. In investigatinggrounding theories and
previousresearchpne ofthe most pivotalstepsis to understand the connections and
implicationsamong emotion, organizations, and communicatsnyell ashow Korean
culture responds tihese In order to achieve this goal, | begin by defining emotion and
applying social constructionism theory to further explore emotion in organizations, emotion
in Korea, andhecommunication of emotions. Then, | focus on emotional work for social
welfare industry and professionals. The study centers on emotional work and the
communication of emotional work in social welfare organizations.

Emotion and Communication

Emotion is the physiological state of an organism thatleesly expressed
“subjective coloring and encompasses all types of feelings and experiehoesan from
deep, traumatizing suffering to exalted forms of joy and social sensatibfes ¢Anokhin,
1964, p.339). The term itself can be used in a wideag of contexts, buhecommonly
accepted conception of emoticarethat they are internal and personal reactions individuals
encounter on a daily basis (Parkinson, 1996). The common conceptualization of emotion
has evolved into two major categorizaise—psychological and cognitive perspectives—
explainingthe private naturef emotion inhuman livegCacioppo, Berntson & Klein, 1992;
LeDoux, 1986, Buck, 1984).When considering emotions, one important distinction that
needs to be made is the differebetween feeling and emotionFeeling is personal and
biological while emotion is social (Shouse, 2005). Feelingoislagicalsensation that has
been acknowledged against previous experiences and it is paflatégionsbased on various

individual experiences and their own interpretations (Shouse, 2005). On the other hand,



emotion is the projection or display of a feeling. Unlike feelings, the digiblagnotion can
be managed whether it is authentic or fabricated (Shouse, 2005). Furthemuiienad
experiences of individuaksrelikely to differ according to the circumstances under wiineh
emotional experiences occamdthe emotional experiences are examibaged on various
attentional demands (Fineman, 1993).

Taking place through social interactions on an individual basis, emotion is the fuel of
human communication (Bolls, 2010)As emotions arise moffeequentlyin social situations
than in non-social ones, emotions are often defined as being “ways we feel about people or
other people feel about us” (Andersen & Guerrero, 1998, p.Enotions are expressed
both nonverbally and verbally in most casesrinebaker, 1997). Throutite verbal and
nonverbal processes, emotions are further negotiated and played out through interpersonal
communcation(Rime, Mesquita, Philippot & Boca, 1991). Furthermore, they argue that
sometimes emotions apeivate, dissipatdexternally or provoke responses from other
mutual adjustment on their emotions (Rime, Mesquita, Philippot & Boca, 1991). Indeed,
emotion and communication are intertwinedemotions evolve not only in response to the
physical environment, but also the social environment (Andersen & Guerrerd, 1998
Furthermore, emotions are “elicited by communication, manifested in commanjatd
shared and socialized through communication” (Planalp, 1999, p. 218

Leveraging the link between emotion and communication, understaheing
communicatiorof emotions is an important element to exptrtonceptualization of
emotions. Emotional conmunication or communication of emotions refers to the process of
using messages to convey or influence each other’s emotional states (Planalp, 3008)
messages can be verbal or nonverbal expressions of emotion such as smiling gnti’sayin
happy,”or can be complex and subtle while the emotional states are more “elusive” such as

stating “He seemed worried later in the meeting.” (Planalp, 2009, p.4%hEmessages of



emotion may function to share information or to influence the emotions of othersigPlana
2009) However,communication of emotion isocial settingslso presents us with
negativeperceptions For example, one of the most common social settings is the
organization. People tend to regard emotion as a “vdagen concept” which isften
regarded as inappropriate for organizational life, often seen as disruptigeail) biased,

and weak (Putnam & Mumby, 1993, p.36f-urthermorethey argued that in the Western
culture, “rational is up and emotional is down,” emphasizing thagytsiem of dualities view
rationalty aspositive while emotionalitjhas anegative connotation (p. 39)Ultimately,
emotionis seen as deviation from what is seen as “sensible or intelligent” (Lutz, 1988, p.
62).

To furtherexpand the purpose of the study, the sextion focuses on theoretical
groundings through social constructionism approach. With the very fundamental
identificationof what emotion is, it is important to understand how sugitoad
conceptualization might influence different gaof society where humans interact and
communicaten organizations and in different cultures.

Social Gonstructionism Theory and Emotion

Social constructionism theory can offer griesits forunderstanding how we perceive
emotions andhe communication of emotion$yr these are social concepts that focus on
individual experiences and behaviors that influence the construction of so&eiyial
constructionism theory presents the fundamental ide&ioatledge is an effect of social
processes anthe th@ry maintains thahumans construct the world through social practices
(Hruby, 2001 Allen, 2005. Furthermore, social constructionism rejects essentialist
explanations that “certain phenomena are natural, inevitable, universal, andchiblog
determind” (Gergen, 1999; DeLamater & Hyde, 2001, p. 10). Lastly, social

constructionism theory allows us to focus on “sociocultural context, to study roodiaé¢ s



practices and interactions, and to analyze language and discourse” (Allen, 2005, p.41
Social onstructionism assumes that understanding, significance, and meaning are develope
in coordination with others in socief¢gergen, 1999). Humamationalize theiexperiences
by creating the social world aride rules ohow it functions as well as utiiizg language as
the system to construct realifiyeedsHurwitz, 2009.

Emotion in organizations. Social constructionism theory views emotion as
“property of relationships,” not possessions of individuals (Gergen, 1999, p. 185n
result, the theorgllows us to view emotions in organizatiassocialrelational interactions
A large portion of emotion experience in organizatisnsfluenced by other individuals such
as clients or cavorkers. Relationships shape the emot@baxperience in orgazations as
when we enter workplacesnd we bring our emotion and encounter others who have their
own emotional agendas (Fineman, 2003).

Social construction proposes that organizations “can, indeed shbelctyarded as
emotional arenas (Fineman, 1993, p. 10). Social constructionism supgestsality and
its expressions is a product of interacting individuals and groups who interpret cuitural a
subcultural cues as they strive for meaning in their daily activities” and thig fi@shions
organization and emotion in dynamic form (Fineman, 1993, p. 10). However, rather than
asking where emotions come fromsocialconstructionism view contends that
organizational experience unfolds over time, “interpretations and meanings als®whaih
coalesce into a system of takiem-granted rules and structures, and a sense of ‘the
organization” (Pfeffer, 1982; Fine, 1984). Therefonembers of organizations are likely to
present various emotional experiences based onréiaiional formations as weds the
cultureof their organization and differersituational contexts.

While emotion in organizations can be part of any organizational role, ahe of

contexts in which emotion and the communication of emotion becomes most saliemnigs duri



the ineractionwith others such as customers, clients, patients, and students (Miller, 2014).
Particularly in the service industry, employees are often expected to ntheagamotions

for particular roles or situations and that emotion is not optional but it belongs to work
experiencege.g., counseling sessions, listening to the clients’ dilemma, client home visits
etc.)(Hochschild, 1983; Fineman, 2003)As employees encounter their clieritgir

emotional experiences are likely to differ depending on the depth of relationships.

Conveyingthis dynamic nature of emotion in organizations, other research adds
intriguing insights about emotions in organizations. Research on emotions irzatgasi
has centered on norms or display rules for expressing ematidmgys employees deviate
from already set norms or roles (Sutton, 1991). Furthermore, emotions in oigasizan
be seen as either expressed or felt emotions (Rafe&littn, 1989; Waldron & Krone,

1991). Additionally, the initial workon emotion in organizationgas centered on display
rulesfor specific occupational roles (Sutton, 1991). Target, setting, and interactemgpat
contribute to both the development and the enforcement of display rules (Rafaeli and Sutton,
1990).

A social corstructionist approach further emphasizes the significance of
interpretation which allows members of organizations to perceive their “ldegamizations,
how they take into account the constraints of their physical and social environmenhand w
eventsmean to them” (Finman, 1993, p.11). The constructed culture of the organization
helps create and reinforce the dominant emotions of control in the workplace, suchtas “guil
fear, slame, anxiety or ‘looking happy’ (Waldron, 2012, p. 2). For exampkeconldbe
influenced bytheir boss, work group and colleagues on how and what emotideslt@r
pretend to feel, in order to keep the social protocol, to have decorum and have sense of
politeness, and to portray the right kind of gender roles andinggi@mmal responsibilities

(Fineman, 1984).

10



Ultimately,anemotionalized framework suggests that the social constitution of
organizations simply cannot be without human feeling. The experience of work, and the
thinking and doing that establish the politics, leadership, and culture of organiza&ons, ar
directed and shaped by emotional actors and fact@ensidering the fact that emotions
arise on a situationalelationa) and interactinal bags within organizationgertain
emotions are prone to belurenced by social istractions and settings of the organizations.

Emotion in Korea. Social constructionism theory suggests #rabtions are
heavily influenced and borrowed from our national and organizational culture, antlwe re
them in sometimes naified form.  Culture can play a central role in shaping emotional
experience (Rosaldo, 1984; Lutz, 1988; Solomon, 1984). Emotions are structured by our
forms of understanding and organized by our social practices that we expandremact
(Rosaldo, 1984 Emotion is also viewed as “cultural and interpersonal products of naming,
justifying, and persuading by people ifatenship to each other” that suggest that its
meaning is social and an emergent product of social life (Lutz, 1988, @.b¢ socidy
constructed and influenced norms and conventiggger a national culture in which
communication on emotion is mos#ijenced For example, people from more hierarchical
national cultures such as Jagaglikely to hide their anger and present happiness in order to
maintain interpersonal harmony (Markus & Kitayama, 1991). In Tahiti, the emoti
anger is highly feared and various anthropologieskarch claims that there is very little
expression of anger in this particular culture (Levy, 1973; Solomon, 1984ymilar social
construction is seen in Ukta Eskimos that are said not to feel anger, not to ergegsarad
not even to talk about anger (Briggs, 1970).

Social constructionism argues the universality of truths, reasons, and merals a
made up of cultural belief that we form and that emotionsedaéionshipcentered concept

(Gergen, 1999). Social constructionism leads organizational communication through

11



accentuating language while emphasizing social interaction processdsr&l@ergen,
1994). Itis arguable whether an almost “subliminal awareness of workmgd be
possible without the ability to utilize language (Fineman, 1984, p.354). Furthermore, the
emotional labels we usadthe logics we apply can be eitrerturalor subcultural. In
order to further the understanding of emotion, communication and emotion, | explore the
history of Korea and its influence on the development and expression of emotion.

History of Korea and emotion. In the philosophical and culturalgtory of East
Asia, Confucianism has endured as the basic social and political value systenr foreove
thousand yearfrum, 1988). Confucianism has had such a profound imp&st Asian
culturebecause itvas adopted as the official philosophy in three natioviseynastyin
Koreg Tokugawgeriod in Japarandmany dynasties in China (Yum, 1988).
Confucianism is a philosophy of human nature which considers proper human relationships
as the basis of sociesetting forth*four principles—en (humansm),i (faithfulness)]i
(propriety), ancthih (wisdom or a liberal educatighjYum, 1988, p. 377).

Korea experienced a major transformation of its cultural philosophy from 1886 to
1920 due to Japanese colonization. As a result of this loss of sowgreigrvalue
orientation and self-identity of Koreans changed significantly, includingeRpression of
emotion and civility on both individual and collective levels (Park, 2015). During the
colonialization period, the conventional perception of emotion based on Confucianism was
weakened, anbdanemotior—a distinctive Korean psychological attitude made up of the
feelings of regret, sorrow, and frustration—became the dominant emotions (Cheon, 1993).
Furthermore, in the course of resisting colonial oppression, domestic refdrm a
enlightenment created alternative emotional attitudes, constructing a nevesktafve
identity—ye (civility), euibun(righteous anger)ninjok (nation), analongjeong

(sympathy)—in the context of civilization and colonization (Park, 2015).
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Among the fouaspects otollective identity—ye, euibun, minjok, and dongjeong—
theparticular concept uniting inner ethics and emotions with external behavigewas
standardized form of decorum and politeneséewas the highestrpciple emphasized for
social customs stressing that all forms of human interaction should be staediéirdiz
between the ruler and the ruled, the strong and the weak, and men and women) in order to
maintain moral principles in relationships (Park, 2015; Deuchler, 2004). Additioyelly,
encouraged individuals to express their feelings appropriately depending on themccas
using the right forms gbrojectionbeing cognizant oéxpected socialecorum (e.g.,
lamenting and not smiling at funerals)Furthermore, thge principle was applied not only
to interpersonal but also to intergroup politics whieltame a set social rules in
contemporary societys anmportant aspect of consideration in interactions and
communications of Koreans (Im, 2012).

Communication tacticsin Korea. Confucianism has had profound impact in
Korean history that shaped many different social expectations about emotiamsculatly,
the concept ofe (civility) has left significant influence on being mindful for othensd @o be
considerate of one’s projection of emotions. The evolution of such cultural norms based on
the development of Confucianism and different emotional standards #tatkereans
believe saving words is the proper way to communicate especially whensexgrsotions
(Lee, 2001). As one of the saving words tactaweans often use circumvention and are
expected to reserve their wondgher than directerbalexpression of their emotions
especially when their felt emotions are negafe/g.,anger, frustrationpr disappointment
The circumvention or word saviragemore prevalent between hierarchical relationships
(teachersstudents, employemployees, parentshildren, etc.) in which the subordinate®
less likely to communicate their enanis (Kang Noh, Park, & Shin, 2008) Additionally,

what differentiates communication of emotions between Koreans and Wastara s the
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inclination toswallow one’s emotion rather than externally expressing it (Lee, 206dy.
example, in the Unite8tates; toughtalk’ has received attention as a dominant style of
communication (Gibson, 1966).

Next, | introduce emotional work Furthermore, as this study will focus primarily
onsocial welfare professionals in Kordapply the concept of emotional workgocial
workers organizations to further the discussions on emotion, organization, and culture.
Emotional Work and Social Welfare Professions

Emotional work is considered to be part of the tasks and responsibilities of jobs in
human service orgégzations Emotional work stemmed from emotional labor (also
identified as emotion work in European resedermg, which generated body of research
in sociology and psychology Emotional labor wasitially introduced by Hochschild (1983)
and itrefers to the expression of organizationally desired emotions as part of one’#ela
sociologist, she investigated groups of flight attendants and found out that theeservic
cannot by fully described by physical aspects (e.g., sensorimotor deraahds serving
coffee without spillingy and cognitive demands (e.g., responding promptly and safely in
emergency situations; Hochschild, 1983). Rather, large portions of their jololeatireg
with the passengers and their emotions as they are under unique situation of l@ing on-
providing services in a confined space. She argued that services provided by flight
attendantgienerated more emotion than physical suffering due to the fact that they had to put
on a “surface acting” emotion which is inautherflfochschild, 1983). Surface acting
refers to workers having tmasqueradtheir emotion to serve clients (e.g., smiling when
irritated, trying to be polite when clients demand outrageous servicedilethschild, 1983).
Emotional labor is often consded to be a problematic part of organizational experience as it
marginalizeghe personal and relational nature of emotions (Putnam & Mumby, 1993).

Furthermore, motional labor is the term used to typify the way roles and tasks exert overt
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and covert control over emotional displays (Mumby & Putnam, 1992). Through recruitment,
selection, socialization, and performance evaluations, organizations develoal acsdity in

which feelings become a commaodity for achieving instrumental gdgaits Nlaanen & Kuda,
1989).

Bolstered by the concept of emotional laltbecommunication discipline developed
emotional workMiller, 2002). Emotional work refers to a unique combination that the
work itself is emotional but the emotions are “authentic” (Waldron, 201@). Most
research regarding emotion in organizations considers emotional labor whi@nis oft
described as “inabentic” (Miller, 2009, p. 574). Forawide array of professionals,
particularly those in human service occupations, emotion is an “integral part obthard
the emotions that they experience through their emotional work arerandexg (Miller &
Koesten, 2008, p. 10

Many organizational roles involve the expression of emotion—both authentic and
inauthentiqMiller & Considine, 2009) The distinction between emotional labor and
emotional work is based on the notion of felt emotion and its genuineness. “Control by
management and tliegree of authenticitySet aparemotional labor and emotional work
(Miller, Considine, & Garner, 2007, p.233). For example, the study of emotional labor
identified the stress coming from frontline service workers such asaletdis, waiters, and
flight attendants andeterminedhat their displayed emotions are inauthentic which cause
them to engagim surface acting that leads to emotional labor. To further elaborate,
emotional labor takes place because those workers have to put on a smile despite their t
feeling which essentially causes them to experience emotional labor. Hpgrmwépnal
work suggests that workers engaged in human service occup@ignteachers, social
workers, and health caveorkers)engage in deep acting which involves authentic feeling

(Miller, 2009).
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One very important aspect to consider in emotional work is the rtthe alaregiver
and the consequences that come through performing that role in human serviceopiaifessi
Miller, Stiff, and Ellis(1988) argue that investigation on “empathy eathmunicative
responsiveness” can lead to better understarafitigerole of caregiving as well as stress
and burnout (p253). For human service employees they are expected to be caregivers and
to feel sympathetic toward clientshich can generate both positive and negative effects
(Hullett, McMillan, & Rogan, 2000; Karabanow, 1999; Stone, 2000; Tracy & Tracy, 1998).
The interaction between employees and clients createsational connection which is also
a source of job satisfactionFurthermore, many human service professionals sotdr
careers because they fearing as a part of their personality (Tuominen, 2000). However,
even such positive motivation and experiences have shortcomings that could influence the
employees negatively. One of the risks of emotional work comes frimastrong
connection betweenieht and professionals in human services (Miller et al., 2007).
performers of emotional work receive too little support they may experienuigoesal
exhaustion and burnout (Maslach, 1982; Miller, Birkholt, Scott, & Stage, 1995; Miller, Stiff
& Ellis, 1988; Omdahl & O’Donnell, 1999; Tracy & Bean, 1992). Researchers have argued
that negative organizational experiencsch as stress or burnout, in human service
occupations vastly differ from frontline service roles (Brotheridge &Geg, 2002).
Simpgy put, the emotional stress and burnout from frontline service jobs are caused by having
to fabricate their emotiorts accommodate the needs of customers, while human service
workers’ burnout is arising from little acknowledgement of their compassionaaador the
clients—authentic emotions (Meyerson, 1994).

Empathy and compassion occupy lapgetsof human service professionals’
emotional work which may lead to stress and burnout (Kanov, Maitlis, Worline, Duttst, Fr

& Lilius, 2004). Many humaservice professionals are “motivated” in their jobs by
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empathy and the desire to “help others” (Touminen, 2000). Furthermore, other scholars
(e.q., Stiff, Dillard, Comera, Kim, & Sleight, 1988) argue that empathy therenvolve
“feeling with (referredo as emotional contagion)” the client or “feeling for (referred to as
empathic concern)” the client (Miller & Koesten, 2008 Emotional contagion and empathic
concerns offer linkbetween empathgommunicationand burnout as part of emotional
work at human services professions.

Emotional contagion is defined as an affective process in which an individual
observing another person experiences emotional responses parallel to thas petsahbr
anticipated emotions (Coke, Batson, & McDawi978). For example, when a personsA
exposed to images of person B smiling or frowning, person A produces congruent ¢hanges
his or her own facial expressions and physiological and self-reported measurediohe
(McHugo, Lanzetta, Sullivan, Masters,Eaglis, 1985). Emotional contagiosareexpected
to have negativampacts on the ability to communicate with clients hadeoutcomes such
as increaseturnout,and decreasgadb satisfaction and occupational commitment as the
workers shar¢éhe same emotioras the dents (Miller & Koesten, 2008). Emotional
contagionsareconsidered to be a drawback rather than streasyth individual whose
feelings are easily aroused but not necessarily easily controlled istbkekperience more
difficulty when dealiig with emotionally stressful circumstances (Maslach, 1982)

Another dimension of empathy is empathic concern that refers to a general concern
and regard for the welfare of others (Milldral 1988). Empathic concern is also the
stipulation that the affect is not parallel to that of the target person (3tiéird, Somera,

Kim, & Sleight, 1988). Empathic concern is known to have positive effects on
responsiveness in interaction and outcomes for the worker as a worker with eropatiein
will have feelings for the client but will be able to deal more effectively with thetslien

problems because there is not a direct sharing of the clients’ emotions @Kleesten,
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2008). It can be further elaborated that those who are more concerned will be more
responsive (Milleet al, 1988). Both emotional contagion and empathic concern serve as
motivators for caregivers, but that they will have very different effectthe caregiver’s
ability to be communicatively responsive (Stiff et al., 198&valuatng the concepts of
emotional contagion and empathic concerns, it is important to examine which types of
emotional work the social workers organization&areaare likely to experience more.
Unlike research from a Western perspectikerean research cgmotion in
organizationsloes not make a clear distinction between @nat labor and emotional work.

However, professionals in service indiedin Korearefer to their emotional experience as

ZH& =& (Ganmjung Nodong)which refers to their emotional struggle, stress, or burnout from

their job (Jang, 2009). Ganjung Nodongypically involvesawide array of felt emotions
such as frustratn, anger, sadness, and irritation (Kang et al, 2008). Throughout the history
of Koreg the demand for social services increased, however the employees expgrasnced
working conditions (e.g., low pay, emotional struggle, enduring abusive cliemjgJeng,
2009) ExcessiveGanjung Nodongsan lead to physicalness such as depression, post-
traumatic stress disorder, alcohol abugamblingetc. (Jang, 2009). Ganjung Nodongalso
triggers loss of passion for the profession, enthusiasm, and compassion, which could also lea
to poor job performance and service quality to clients. (Kang et al., 2008).

While it is evident that large numbers of social workers experience extressg str
and burnout due tGamung Nodongthis particulaiconcepis still lacking comprehensive
study. Furthermore, in Korean scholarship, there is no distinction between emlatianal
and emotional work Gamjung Nodong@rimarily connotes negative emotional experiences
rather than differentiating emotional experiences considering auibenti€onsequently,
thenotion of emotional work needs to be addressed more proactively in order to understand

employees’ emotional experience more comprehensively so that the acknovdatigém
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their emotions canreate spee for communication of emotional workTherefore] ask the
following researclguestions:

RQ 1: How do social workers iKoreaexperience emotional work?

RQ 1a: What is the influence of emotional worksocial workers irKored?

Wharton and Erikson (1993) argue that supporting the emotional welfare of social
services organizatiomeployees is as important as meeting the needs of clieHiBwever,
in reality, it becomes the employees’ responsibilities to carry on and perform thoselparti
emotions regardless of their will or intent (Rafaeli & Sutton, 1988urthermorethrough
communication, individuals can discover their emotional experience in organizations
(Waldron, 2012). However, as the culturkofreadoes not encourage open
communication of emotiong,is evident that emotional communication can be subject to
organizaibnal constraints in which individuals might not have full awareoétseir
communicative actions. Therefore, | dsk following research question:

RQ 2: How do social workers Koreacommunicatebout theemotional workhey

experience through thgmb?
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METHODS

This studywas aqualitative investigation diow social workers in Korea experience
emotional work as well as how they communicate about their emotional work. In the
sections that follow, | provide information about the participants in this study, thesrabde
datacollection, and the procedures thagreutilized in the project. This study’s methods
were reviewed and approved by the Institutional Review Board of Coloramdol8taversity.

All participants gave informed consent.
Role of the Researcher

As the researcher, my experiences and sensibilitiesimpatant to this study.
Indeed, the role dhe researches increasingly a focal concem qualitative study and the
researcher is placed inside the frame of théys(blatch, 1996). | have previous
experiences of working in one of the four major social welfare organizatidfrea as a
pre-adoption, post-adoption case worker, and public relations specialist for two years
Havingbeeninvolved in these three different departments, | encountered various emotional
experiences including emotional work. My primary tasks and responsihiitiee
organizatiorwereto interact with clients that were birth families who relinquished their
children for foreign adoption, adoptees who have been adopted to the U.S. and Australia, and
adoptive parents who adopted the Korean infants as their own children. Inteaacting
serving these different groups of clients, my typical day was filled with both@mabtvork
and emotional labor depending on the interaction that day in the organization involving
various emotions such as frustration, anger, sadness, sympathy, and sometimesshappine
However, these emotions were highly authentic as | also had a high degree biydarghe
clients and considerdtie emotional experiende be part of my job. Although I

experienced tumultuous emotional shifts between negatigpositive emotions, | accepted
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the experience as part of my organizational experienCHsese experiences wdraportant
to this study for threeeasonsvhich | explain below.

First, my previous organizationable was significant ad recruited participants for
thisstudy My own professional experience in one of the social welfare organizations in
Korea wasaleveraging mechams for participant recruitment. Through my previous work
experience, | established and developdargeprofessional and social network withany
social workers in Korea bothithin the organization | worked at amdth other social
welfare organizations. As the study embarkedireachedut to former colleaguesnd
contacts texpand the recruitment process through their professional networks as well.

Next, & a native of Korea, my mother tongue is Korean but | also have advanced
understandings of the English language as wefulisinderstanding of Korean language and
culture. Additionally, through my extended stay in the U.3edeived undergraduate and
graduate educatiorhich further advanced my cultural understandingsaving
comprehensive understandings and knowledge on the two languagesidénisfgtudy for
the following reasons: (a) the understanding of English language and the W& aldived
me to apply theoretical groundings of the scholarship written in EntgliKorean social
workers which bolsted the fundamental concepts discussed in this study; (b) understanding
the Korean language and culture allovaect encounters and conversations in Korean with
study participants whavere Koreansensuring that nothingas lost in translationsand (c)
allowed me totakeboth the insider and outsider perspective simultaneously throughout the
study. | havepreviously served aan interpreter at a large number of conferences, meetings,
and seminars and as transldtargovernment and global organizations in Korea, translating
and interpreting between English and Korean lagg. Between the U.S. and Korea, there
are great differensein language and culture whiclergpivotal elementsf this study The

language Keeans uséas cultural nuance thatenot fully conveyed in English or the U.S.
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culture. Thereforany breadth osemantic and cultural expences and knowledgmsured
transparent and accurate conversioetveen the two languages and culture in theyst
Additionally, | provided an overview of the study in Korean as well as the purpdtise of
study and other inquiries as necessary prior to, during, and after the interoe@sgr

Finally, asthe researchegnother important role of mineas to encourage
participantgo share their emotional work experiences as well as how they communicate their
emotional work. Furthermore, with previous experiences with one of the social welfare
organizations, Wasaware of many organizational constraintg #hast in Korean social
welfare organizationg.g., governmental pressure to meet annual quotas, top-down
structures that hinder social workers from beimgye liberal directives fromsupervisors, and
organizational pressures regarding budget$s a pevious employee, | have had similar
experiences and based on thvgas able tawonnect with their daily responsibhiés. This
understanding createnore comfortableontext where participant®cld feel at ease to be
moreopen and honest about sharthgir organizational anemotional experiences.As the
interview dew upon varied interpersonal skills, my role as the researcher reqskiu
guestions in an “effective, nonthreatening way” (Lindlof & Taylor, 2002, p.170). Since the
interviewwas deggned toelicit thepersonal experiences and realitdparticipantsmy
experiencallowed me topresent myself as a trusted confidant (Brenner, 1985).
Participants

Recruitment. The participants wereecruited through a snowball (or chain)
samplingtechnique. Snowball sampling is utilized as one of the most widely employed
recruitment methods as it also allows access to wide variety of populations, thdeégravi
unique ways of reaching different groups (Noy, 2007). Social workers in Korazlase
network and often collaborate with one another to enhance the quality of their ¢enyice

workshops, annual seminars, and conferences). Furthermore, due to frequenthgchang
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government regulations on different social groups that requirel seciéces, the social
workers in Korea often share information regarding changing policies morenatfy.
Therefore, social workers in Korea tend to be a highly networked group and erggluyi
snowball sampling strategy alled therecruitment of diverse participants from different
social welfare organizations in terms of their tasks, years of experjgereker, and age
groups. Recruitment lettefsee Appendix Ayvas sent to four major social welfare
organizations in Seoul, Korea and these org#ioiza forwarded the letter to other affiliated
organizations they network with. wlas theprimary contact person. aRicipants are
referred to by pseudonyms throughout the thesis to ensure the privacy.
Demographics. Eleven(n = 11) participantsvererecruited(see AppendiB).
All participants were social workers currently employed by different satare
organizations in Korea. All participants obtained undergraduate degreesainssfare or
social works in Korea with two participants curigrpursuing mastes degree in social
welfare. All participants were native of Korea between the age ranges of 20s to 90s. A
participants were females except for on&hisis representative of thiadustryas Korean
social welfare is highly female donatedwith 74.5 % of workers aocial welfare
organizations being women (Kim, 2011)Participants’ currenbb titles within the
organizationsvere diverseincluding public relations, adoption, counseling, disabled and
senior welfareand North Koreamefugee care The largeshumbers of participants (36%)
wereserving in the adoption. The years of experiencgaried among participantgith the
average of 13 years ranging between 2 years to over 30 years. All patsspoke
Korean more fluently than English, therefore the datkectionprocess wasonducted in

Korean which was later trandoed and translated to English.

23



Procedure

Data Collection. A qualitative interview approachas used to examine the social
workers’ emotional work and their communication on emotional work. This method was
chosen in an effort to collect more diverse data which can provide a more commehensi
understanding of the proposed research questions (Creswell, 2003). In order toicbllec
data from the patipants, the study utilizein-depthinterviews. Interviewswererecorded
with participant consent andenelater transcribed into Koreamhich resulted in 53 pages in
length. Used excerpts of the data were translated to English.

The interviewsvereconducted individually with each participant in Korea. Once
theinitial recruitment processascompleted, | arrangkindividual interviews with each
participant. The location and time of the interviews varied depending on thepaentsci
preference but mostly were locations nearby organizations, in the organizations, and/ or
residences of the participantsThe interviewgook place during the first two weeks of
January, 2016 in Korea. Participant consent formes AgppendidC) were providedby the
researcher prior to the interviews and signed by the participadd participants were
provided with a copy of the consent forms.

Interview Protocol. The interview protocolsee AppendiD) was based on
previous research on emotional work and communication, particularly in the discipline of
communication(Miller, 2007; Miller & Koensten, 2008) Themodelednterviewprotocols
have beemlteredto meet the goals of this stutlyorder to assess the research questions in
this unique context.

In order tostudy the RQ {How do social workers in Korea experience emotional
work?) and RQ 1la (What is the influence of emotional work on social workers in Kdrea?)
modekd Miller (2007)’s investigation on compassionate communication of professions that

involve emotional work.  Miller (2007)’s interview protocol was developed to explore issues
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of compassion, emotional work, and communication of compassion in the workpldee.
interview protocol of Miller (20073 study was composed of five subsets of questioals
asked:(a) participants motivation to join the profession; (b) typical day at the job and how
they feel throughout the day;)(what compassion means to thed); fjow compassionate
communication influences both the participants and people they work with;)zaarty(e
additional information that participants want to share about being in compassaresge
However, since Mille(2007)s protocol focused on compassion among professions that
experience emotional work, | altered the questionnaires &b this study’s purpose and
targeted participants. Specifically, order to investigate how social workers in Korea
experience emotional work and the influence of the emotional work, | only emplastscbp
Miller (2007)’s interview protocols Questios include, “Can you describe typical day of
your work?” “How do you feel at the end of a typical workdayarid “How would you
describe your feelings as you engage with your clients all day*&(MVa007).

In order to answer the RQ(Blow do Korean saal workers communicate their
emotional work?), | emplad Miller and Koensten (2008)investigation on emotion and
communication in the workplace for financial planners. Miller and Koensten (2008)
primarily studied the communication of emotionghe inance industry as well as the
influence of emotional work on the experience of burnout and job satisfaction through
telephone interview. The telephone interview protocol was divided into five sets of
guestions: (a) reason for joining the professiohg@scription of typical interaction
throughout the day (e.g., clients, supervisors); (c) cause of stress throughday;t (d) how
the profession has changed over the last five years; (e) plans for the fofassipn. As
thesecond research question is primarily focused on how emotional work is communicated, |
employed parts of Miller and Koensten (2008)’s interview protocol®. investigate how

social workers communicate their emotional work, leaskVho do you interact with
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primarily in the organiation?” “Who do you turn to when you need help during stressful
situations?’and“How do you managthe emotiors you experience frormork?”

Addtionally,in orderto obtainadeeper understanding of how emotional work is
communicated, dskedadditional qustiors aside from Miller and Koensten (2008)’s study
Specifically | askedwhether the participant’s friends or family are aware of their emotional
work by posing the following questionWhatdo your friends or family members know
about your job?”

To summarize, adapting protocols from Miller (2007), and Miller and Koensten
(2008),this study’sinterview protocol preseetithree subsets of questioria)the experience
of emotional workat the employed social welfare organizaticarg] the influence of ¢h
emotional work (b) communication of emotional worknd (c)demographic questisife.g.,
length of employment, position in the organization, affiliation in the organizasess age,
etc.) Thefirst two subsets ofinterviewquestionsvereopenendedn an attempt to obtain
narrative discourses from the participants expngsheir perceptions and perspectives on
emotional work experiences their organizations as well as how they communicate
emotional work Some demographic questions incldadoseended questions. All
interview protocols were translated to Korean prior to the interviews.

Language translation. One very significant aspeof this interview processegas
the application of dual languages. As the participamte Koreans wherEnglishwas not
their mother dngue, the study procedures included Korean language translations. Lindlof
and Taylor (2002) argue, if interviews are cross-cultural encounters, theenter should be
a fluent speaker of local languages and a “sensiielier across cultural borders” (p. 171).
Therefore, laccommoda@myself to the study participants linguistically and culturally
throughout the interview processAfter the data collection, contextualized translation

technique vasutilized during the data analysis phase of the study (Buzzanell, 2011). The
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contextualized translatids a sebf strategies for intercultural research that involves
“simultaneous online or fade-face interaction with translators” (Buzzanell, 2011, p.6). As
| wasthe researcher and the translator, after the interview, | colladowéte my advisor and
workedthrougheach emerging thememddng notes, maing links to other materials and
inserteddifferent interpretations of words and contexts to ensure the integrity ofecaltd
language (Buzzanell, 2011).
Analysis

A grounded theory approach was used to analyze the interviews with the paticipa
| becan the analysis process by reading all of the interview transcript,dhighly and taking
notes on them based oglevant concepts from the studySimultaneously, tevisitedthe
notes | took during the interview. Furthermore, the process of interpreting linetexldata
wasalso collaboratedith my advisor due to its complexity with semantic and cultural
nuanes. The interpretation of collected data and analysis process thchedaing making
whichwas not a process of precision ands clearly influenced by the background,
knowledge, and cultures of the researchers involved (Putnam, 1983). The concepts used to
guide initial coding include both issues relevant for this investigation of the data (i.e., how
Korean social workers experience emotional wasmdhow Korean social workers
communicate their emotional work). Although these concepts gthedditid coding, |
did not constrain myself by the coding system and attediiptiook for other emergent
themes while reviewing the interview transcripts. After the initial codingcudgd
findings and insights with my advisors. Throwghployinggrounded theory methods,
followed the following steps suggested by Charmaz (2000): coding data, developing
inductive categories, revising the categories, writing memaos to explonaipialy ideas,
continually comparing parts of the data to other parts ancetatliire, fitting it into

categories, and noting where it did not fit and revising the categorléss methodwas an
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ideal tool for this study as it alledconstruction of analysis while keeping the researcher
interacting with the collected data ameheging ideas (Charmaz, 2008)Furthermoreas
Charmaz (2000) explains, througlgrounded theory approach, researchers ftam“a
revised, more opeanded practice of the theory that stresses its emergent constructivist
element(p. 510). The investigabn on emotional work and communication of emotional
work among Korean social workers began with research questions coming fearh ext
literature.

In the chapter that follows, | address the results of this study, includingeariew

of the collected datand findings through the interviews.
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RESULTS

The data collected through individual interviews resulted in a rich, complex data set
that allowed further investigation of emotional work experiences among Koreiah so
workers. The purpe@sof this study was to examine how Korean social workers experience
emotional work, the influence of the emotional work, and how workers communicate about
emotional work. The following chapter provides an overview of the researdtsresFirst,
| provide interview data regarding the participants’ reasons for joining thetincusl
organization in order to illustrate the social structure of Korea and theatultlances.

Then, | present the findings relevant to research questions including details thfiehow
participants shared their emotional work experiences as well as their commonniéat
emotional work, and a number of salient themes that were revealed througlernyiewnt
process. To enhance better understanding, | provide excerpts of thiewnidata to
support the findings. All names provided in these examples are pseudonyms
Constrained Career Choices in Korea

Prior to discussing the relevant findings of proposed research questions, | explore t
participants’ motivation for choosing a profession in the social welfare indoustnyhance
better understanding about the study. Interviews revealed that the culkoeeafis
composed of unique social structure that impacts the background of selectinggrarticul
professions.

One of the interview questions asked about participants’ overall perception of the

profession and willingness to choose the same profession. The responsesdtivgjetste

! Korean names are structured to place the last namé.BrsKim Min is the proper way to present one’s
name in Korea, not Min Kim)Therefore, all participants were given a last name pseudonym pigfimtitle
that indicates theigender andnarital statugi.e., Miss Yim, Mrs. Yim, and Mr. Yim (males are referred to as
Mr. regardless of their marital status)
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majority of the participants were influenced by the social structure ofakand that they
lacked autonomy when choosing a profession.

The phenomenon d¢éckingautonomy over choosing their desired professions is due
to the common job selection process in Korea. All Korean senior high school students are
required to take th8oo Neungthe Korean version of the SAT—which is only offered once
a year on the same day nationwide. Thistmme-score determines their qualification for
the universities and majors which are ranked in tiers according to theiatiepy(Shim, Kim
& Martin, 2008). Participants who responded that they did not choose to be in social
welfare elaborated that th&dioo Neungcore determined their college and major.

A majority of participants were influenced by the educational and sociatigtes in Korea
which hindered temfrom having autonomy in college and in the job selectidfor
example, Mrs. Huh said:

| think Korea is just very different. | never wanted to study social weltfaré

began without even knowing what the major was like. | was placed in socialevelfar

in the second round of admission process so | wasn’t even interested in whatl studie

One day | heard this organization was hiring so | went in for an interview and got the

job.

Although their majors were in social welfare or social works, theiergrdduate
degrees did not provide focused areas of study under the discipline of social welfaeatout
over the general course worksFurthermore, a majority of the participants shared that the
reason for joining the industry was because they wermiolg the college entrance test
system that decided their major and the university they attended, not based owitheir
will/choice.

Obtaining undergraduate degrees in Social Welfare or Social \arksipants were
ledto choose the profession in sdaigelfare—during their senior year, they were required to

do internships at welfare organizations and many were recruited bywetfeie

organizations—meaning they did not choose the profession autonomously. However, some

30



shared that although they were not aware of the nature of the profession of stara w
when they began their studies, over the years, they were able to recognipadsiein and
ability to adapt to the profession. For example, Mrs. Noh stated:
At first...l chose social welfare maj in college according to nyoo Neungcore.
Until my senior in college | wasn't able to make a firm decision to join a social
welfare organization. But after a number of volunteering and required internship
experiences, | became a bit more passicaladeit the industry. When | first joined
this organization, it was largely due to the fact that it was easier to make tl@tmans
from college to the organization based on my volunteering and internship experience.
Now, | think as long as | can do sattm@g meaningful I'd be fine if it isn’t in social
welfare. That is if | were to choose my profession again.
Here, Mrs. Nols illustrating that although she is uncertain about choosing the same
profession again, through years of experiencedastteral an interest and passion in the
profession, creating a certdevel of autonomy that she did tfeavewhen making her initial
career choice Suchachange of perception indicates titahight be possible for
individuals toregain a sensaf autonomy, even if that autonomy is not inherent from the
beginningof their career
FurthermoreMrs. Choi said:
There is no background. [ studied social welfare and that’s it. As itevsgy
closer to my college graduation, | was informed of a job openirgydret because my
GPA was pretty high, | was recommended for an interview by my professw in t
department. | got the job and | began working in January before the goadunati
February. | didn’t even know what job | was taking. All | could think cdisy
“Wow, | got ajob. Now I can do things for my parents.”
Mrs. Chois statements indicate a few insigtitiat is common in Korea. Being collectivistic
culture, Korea abides by strong reverence to the elders and there is a keen &a patest
child relationships (Shim, Kim, & Martin, 2008). It is customary in Korea that when
children grow up and start having a career, it is now their turn to look after timespate

are likely to be retiring. Many Koreans take care of the parents finanitiedlygh their

income which is one of the unigeéementsn collectivistic culture. Mrs. Choi stating,

2 In Korea, the end of school year is December and graduation is in February.
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“Now | can do things for my parents,” supports such cultural pattern of negehs role of
the breadwinner in the house which she began as she started to work in the organizations
which reflects a lot about the cultural norm in Korea.

All three participants, Mrs. Noh, Mrs. Huh, and Mrs. Choi’s statements illusiate t
social and educationaifluencesthat influenced their reason for working for their
organizations and in their industry. Furthermore, the three responses also chm tmest
the members possessed low intrinsic motivation for joining the organization. videsnt
that the members lacked autonomy and will to choose their course of study andgrofess
due to the social expectation to follow the set rules on educational standards of folteaving
exam score After this brief introduction of educational constraints sodal structure
prevalent in Korean culture, now | present further findings in response to propaesadhes
guestions.

Emotional Work of Korean Social Workers

In order to investigate how Korean social workers experience emotionallwork,
inquired about the different types gdmijung(feelings and/or emotionsthey expeence in
the organization by asking them to share the following: (a) geg@ngjlungexperiences
throughout the day; (b) positive and negatiaenjungthey might experience at workplaces
while interacting with their clients; and (c) their ovegdimjungtoward the clients. There
were two major findings that emerged about the Korean social workers’ enhetamka
experiences. First, Korean social workers experience positive and negativenainwork
ranging in differengamjungghat allow them t@xperience &ariety of emotions about their
work and clients. Second, Korean social workers express the positive and negative

emotional work indirectly through discussing an ambiguous mgaofjungand their

3 As the interview was conducted in Korean, | translated the intepietwcol from English to Korean. In
Korean language, the terms feeling and emotion are translated to on€avojuing
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cognitive states (i.e., curiosity, certaintyterestedness, etc.). These two themes were
expressed by all participants.

When asked to describe thgamjungat the end of the day, all participants recalled a
set of mixed responses gamjungand cognitive states they experienced. However, these
responses did not directly label the type of emotions they were experiengiltigough |
specifically asked about thegamjung all participants stated a mixture of what sounded to be
partly gamjungand cognitive states, including further details of what they “thought” the day
felt like. For example, Mrs. Choi stated:

After a day at work....Uh....The first thing | think about is getting ready for tommorr

since | have another day of work ahead of me...I don’t make any other schedules or

appointments after work because all of these seem too overwhelming @fter w

just feel like | need the night off to get ready for tomorrow.

Additionally, Mrs. Yim said:
| guess the negative feeling comes from uncertainty. Because I'mngarkder
such disorganized strure, there is a great deal of uncertainty | feel because I'm not
sure if I'm doing my job right.
The mixture of ambiguougamjungand their cognitive states are echoed in NDtsoi and
Mrs. Yim’s responses. Both Mrs. Choi and Mrs. Yim expressed thg@mjungand cognitive
states quite ambiguously and indirectly. Although not directly stated with vecgalboét
denoteggamjung Mrs. Choi’s response indicate that engaging in any other activities after
work would be “overwhelming”. Similarly, Mrs. Yim’s response shows sihat might
experience negative feelings through “uncertainty” which suggests an trmbrewtation of
emotions rather than a declarative statement of how they.“feel

Similarly, positive effects of emotional work were also expresstdmixed,
indirect responses. Mr. Han said:

When my day at work is over, | feel like each day is not totally in vain. | a#$o fe

proud and that | had a fun day. Of course this changes day by day, but in general |
think such pride continues each day.
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Related patterns were seen througbther participant, Miss Hong:

| feel like my heart is about to burst when | see disabled children going onirteir f

trip, for the first time in their lives. It's a great feeling that | get to beitbederson

who can make their trip happen.
Although both Mr. Han and Miss Hong did not directly express their pogjéingungwith
declarative terms (e.g., happy, fulfilling, exhilarated), their resgoimskcate some positive
connotations about their emotional work such as “prouditess, totally in vain” “fun,”
and “feeling great In addition to Mr. Han and Miss Hong, a number of positive effects of
emotional work appeared throughout the participants’ responses such as, “There is the
enjoyment of seeing yw case children grow and find forever homes,” (Mrs. Huig “I feel
that the day was very fulfilling” (Mrs. Tak).

Moreover, the ambiguity and indirectness were prevalent through detailed
descriptions of their tasks and responsibilities, unable to deaijdgaly what theigamjung
is through their statements adding complexity to the concept of emotional workurthier f
illustrate, Mrs. Park said:

My responsibilities are a bit different than others. My work hours begin ardare

than others because | am in charge of departures of adoptees that do not have set
schedules. When | have to go to work early in the morning arouath? | have to

see the adoptee and the parents, | come back home to get my kid ready, and after this |

go back to work. The daily schedule itself is a lot different than other3.hen, all
e-mails, all foreigners, all counterpart agency’s employees, Ameridasgalians,
adoptive parents, they all came to me when they were in troubleeet people all
day long, | have to talk to a stranger, and | even have to help them on the phone.
This is really tough. They all expect me to provide the perfect answers and they

expect me to help them no matter what. My supervisors look for me whether I'm there

or not. They tell me I'm dang something important but sometimes | get confused.
I’'m always running out of time | get calls in the middle of the nigl8ure, | also get
complimented a lot for what | do. They all say I'm the only one who can do this
well.

Mrs. Park’s very elabotave response indicates greater ambiguity and indirectness that cannot

be defined nor deciphered declaratively. Her response suggests a mixtureusf vari
emotional or cognitive states such as “confusion” and “tough” that cannot be clearl

perceived agdther positive nor negative but could possess different indications about her
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emotional work. No participant clearly stated his ordanjungdirectly but incorporated
broad terms to describe their emotional work vaguely such as “It's tough,” (MrorJ%0)
feel a variety of emotion5(Mrs. Noh) which could trigger a number of different
interpretations such as: (a) participants are expressing their emotiokahdioectly; (b)
they experience conflictingamjungghroughout the day that they canndtalate clearly;
or (c) their emotional work experiences are very diverse and are composauxfiee of
differentgamjungsand thoughts.

However, although the conversations with the participants revealed that indirect
responses were very dominathig interviews revealed two responses that were exceptions to
this. Two participants were the researcher’s formenorkers and had already established
close relationship with the researcher prior to the study. These pamtewere more
descriptive ad direct with their responses rather than being ambiguous and discreet. For
exampleMrs. Huh said:

Do you know when | am the happiest? When | erase the name of an adoptee who
departed to the US with the adoptive parents. As soon as | erase that name from the
departure board, | tell myself, “My job here is done.” It’s a great feekaguse
now my responsibility for this child is done and is moving onto another case. Of
course | still care about their post-adoption life but I think the relief concesibe |
trust the adoptive parents that they’ll provide good home for the child and | don't
have to do anything else from now on.
Mrs. Huh’s emotional work experience is more descriptive and direct. Althoughilshe s
has mixture ofamjung(e.g., happygreat feeling, relief) and cognitive states (e.g., care,
trust), she uses more specific terms such as “happy” and “great feelingg.example
statements suggest that although Koreans tend to communicate indirectly, deealegr
relationship and interpgonal intimacy are critical links that determine the range of directness
and indirectness.

Influence of emotional work. Based on how Korean social workers experience

emotional work, bre, lexplorethe effecs of emotional work for Korean social. The
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interviews indicate that the participargmotional work influences them to feel a sense of
pride while triggering them to have high responsibility and compassion.

First, the emotional work experien@@g.,mixedgamjungsand cognitive states
enduringinteractions with clients, providing services to clients, @wljences Korean social
workers to feel sense of pride in the work theyafwzalating their ego and selfteem while
at work. For example, Mrs. Koh remarked:

Of course there are posititeelings about my work. That’s why I'm not quitting.

It's just that my positive emotions are much smaller than my negative emotions

(laugh). Although | was frustrated as everyone always depended on me, this also

tells me that my clients trust me. Théwften think, “Yeah...It's such a grateful

experience that they all rely on me heavily. | must have provided them with one
heck of a service. | might be an ordinary person outside this organization but as long
as I'm here, everyone trusts me and acknowledges my ability. | am agreat.p

Although there are times when my ego and pride drops to the bottom of the earth,

there are times when | feel like | can be proud of myself.
Mrs. Park also said:

Whenever | work with my clients, | receive countless number of “TNanK from

them. There are a lot of people who speak English in this organization, but many

clients think | speak better than the others and they rely on me nieven if | can’t

help them 100%, | can still advise them on many things. So even if my days are

tough, people acknowledge my ability and | want to utilize that to help them.
Mrs. Koh and Mrs. Park’s responses show that their position in the organization and
responsibilities allow them to experience strong sense of pride. Beinglresatieclied on
can be emotionally draining, however, these responsibilities also result in being
complimented for what they do. This allows them to reconsider and redeem their
capabilities while helping their clients. Such emotional work egpes fortifies the
commitment of social workers to help others by bolstering thekesétfern and pride.

Second, in addition to expressing pride and heightened ego, Korean social workers
also reported that responsibility and compassion emerged as gamjungsoward their

clients, wanting to support them regardless of other conditions influencing theveoidial,

such as work-life balance, demanding clients, and emotional challenges.xafqie Mrs.
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Huh shared:

| have two sons that are four and eight years old. Each morning, it's a wargest t
them ready for daycare and school because they don’t want to eat breakfast or leave
home that early in the morning. So every morning they end up having breakfast in
the car on the way to schools and after | drop them off | get to go to work.
Sometimes, | just want to drop everything and be a stay home mom but | think my job
is part of my life and that | have to complete my tasks that | started. nBiegeon

what and how | do my job, a person’s life changes. | am responsible for so many
and it's because of that responsibility that | still continue to come to work each
morning despite the very challenging battle | have with my kids. It's the
responsibility...

Mrs. Choi also said:
When | first began working in the ‘80s, it was my job to send abandumlelden for
adoption. | sent them abroad. Now, | work for post-adoption, meeting those children
| sent off coming back to their motherland as adults. Back in the ‘80s, | worked
without a mission, without sense of what | was doing. To me this was just a job.
| didn’t even expect those children to come back and struggle to find their pasts.
Now, I regret the fact that | only thought of them as part of my job, not considering
the importance of their heaige, life, and even the impacts of being adopted. Even if
| am not the one who abandoned them, because | didn’t care about the clients in the
past. Now I try to help them as much as possible. Now I have the mission to help
them reconcile their life. Now | try to communicate with them more honestly rather
than hiding their past record or about their birth parerdgiyone can make mistakes
and | want to make it up to them by helping them.

Both Mrs. Huh and Mrs. Choi’s response reveal that they corthiéierclients’ weltbeing

regardless of the difficulties they personally experience. Mrs. Hulrierpes tough work-

life balance with her children leading her to want to quit her job, however, sheistitizes

her clients’ welbeing which reflecthier empathy and compassion for her clients.  Similarly,

Mrs. Choi is also experiencing various challenges with her clients as sheHedias to help

them reconcile their lost lives of being adoptees. Her statements edwnipassion

although such feeling did not emerge from the beginning of her profession. Wanting to

“make things up” for the clients who she feels responsible to because sherig thbo

facilitated those clients adoption, she is dedicated to helping them with stropgssiom

and responsibility. However, the responsibility and compassion developed oveatbe y

Mrs. Choi’s response “To me it was just a job” indicates that her perceptionpbfiession
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and her responsibility to clients changed over the years in the organizaiihis suggests

that Mrs. Choi’'s emotional work developedsitage of different emotions that led to
compassion rather than having the same, steady emotional work from the vanyrigegf

her profession. Furthermore, one notable element here is the types of work Mrs. Huh and
Mrs. Choi are in.  Both are members of two different organizations that mameaggnf
adoptions.

While it is possible that the adoption sector might possess stronger tendencies t
create responsibility and compassion, membéather social welfare sectors also shared
similar accounts. FaxampleMrs. Joo said:

My job is meeting people from North Korea. My job is to work with them and to

help them. When you have to talk all day long with people who don’t understand

what t’s like to be in South Korea, it’s fatiguing and enervating. Many of them are
able to arrive in South Korea through China, Laos, and some other third nations. It
takes years for them to get out of North Korea. Whenever | listen to theissttsie
heartbreaking and | feel sorry for them. | get headaches by justrigtenihem and

| get extremely stressedBut | have deep concerns for them because they need my

help with even the smallest things in life.

Mrs. Joo’s response indicates that the reason she is able to help them is due to strong
compassion. Although she’s “fatigued, heartbroken and eneyv#ted'deep concern” is
coming from the fact that her clients need her help which shows compassionat®hlature
emotional work experience the organization. This also indicates that Mrs. Joo is
experiencing emotional contagion whicteansshe feelsvith the clientg(i.e.,empathy and
that she sympathizes her clients. Another example of this is comes fsaHbing who
said:

| deeply care laout my clients and how they are treated in the society. Since | work

with disabled children, | often notice how the general public views them. |ean se

them rolling their eyes and wanting to keep their distance from the disableéckchil

The disablecathildren really need a lot of help not just from the facility but also in the

society rather than being looked down or ignored!

Miss Hong’s remarks illustrate how the social workers in Korea have strongassion

toward their clients, wanting to see them blend in with society rather than lissnghchated
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against. Her “care” for her clients allows her to notice the societa¢ratate toward

disabled clients as well as acknowledging that they “really need a lot df hélpwever,

Miss Hong’s statemnts also echo that her compassion toward clients developed throughout
her career. Miss Hong also shared:

Now | feel very protective of my clients. When | worked in other orgaoizat

didn't have the same sense of protection or compassion. I'm not sure if this has to

do with my age that I'm thinking about marriage and children. But now | seelfmys

with a possibility that | could also give birth to a disabled child.
Miss Hong did not have the same concern and care for her clients prior to joining this
organization. However, with added years of experience she now has diffenasisoefy
protection and compassion.

The responses from the four participants above exemplify the strong resltgnsibi
and compassion that Korean social workers have about their role in the organization and for
their clients influenced by their emotional work experiences. They esquetrong
protection and sympathy toward the clients as they are intimately working esthtth
resolve life problems that cannot be sharé@tl anyone else. However, one element to
consider is that pride, responsibility and compassion were not inherent from thergeginni
their organizational experiences regardless of the different division. inflinence of
emotional work developed ovemie. It is also notable that positive emotional work seems
to facilitate their overall affection towards and responsibility to thefgsision, regardless of
the challenges they experience.

Additionally, one more noticeable elemémhtemerged wamemlers’ self
compartmentalizationf negative emotional work through creating their own agémegsist
and cope those emotional experienceReferring back to statements that Mrs. Koh, Park,

and Huh shared, one emerging similarity they present is thema#uof their intrapersonal

perception about pride, responsibility and compassidfrs. Koh stated:
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Although | was frustrated as everyone always depended on me, this also téli me t

my clients trust me. Then, | often think, “Yeah...It's such a guh&tperience that

they all rely on me heavily. | must have provided them with one heck of a service

| might be an ordinary person outside this organization but as long as I'm here,

everyone trusts me and acknowledges my ability.
Her seltreflectionof her role can also be seen as ways to compartmentalize emotional work,
allowing herself to be the “good service provider” who is “trusted”. Furthernvinse
Park’s statement “even if my days are tough, people acknowledge my atilit§rs. Huh’s
“because of that responsibility that | still continue to come to work each morningedspi
very challenging battle” indicate that themmotions are her own creation of the self, securing
herself as the agency to deal with emotional workhe positive dé-talk allows the
members to resist negative emotional work of “frustration,” “toughness,” draléaging
battle,” shifting the perception of the negateraotional experiencee positive ones, thus
changing the discourse to obtain their own agengéiavingagency allows them to be
“empowered to make a difference” (McPhee, 2004, p. 365) in the course of client interactions
Through this process, the members change the narratives of their perception toatve ne
emotional work while creating agenayempowethemselveso resist and combat emotional
work experiences as well as taking ownership of their emotional organalagixperiences
Communication of Emotional Work Among Korean Social Workers

In addition to identifying how Korean social workers experience emotional work and
its influences on them, | also explored how Korean social workers communicateheith ot
about their emotional work. The findings suggest three things: (a) Koreahwodkers
communicate their emotional work withéthrough ingroup associations within the
organization to cope with emotional work; (b) Korean social workers utilize in-group
associations as means to cope with emotional work and also to improve the quality of the

work; and (c) the social workers comnicate their emotional work with family or friends

only if they are in the same profession.
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First, Korean social workers are dedicated tgnoup associations within the
organization and this is the channel to communicate their emotional work morgettima
The Korean social workers have a strong sense gifanp association and belongingness
that was salient in all participants’ organizations. All participants stated that they
communicate the most with their-earkers, however, these emrkers arenot simply
someone who works with them but additionally these colleagues have something else in
common such as educational background, age, tenure in the organization, and/or position in
the organization (e.g., section chief, director, etc.). For exaMjde,Cho stated:
| mostly talk a lot with my peers that started working at the organization the same
year as | did. We formed@onggi Moinf (in-group gathering) and go on trips
together or have dinner after work. We even see each other on some weekends too.
I’'m mostly stressed because of my supervisor but | cannot really shas& ulgigle
with my teammates. | don’t trust them yet. But this other group that | talkeyp,
are in a different team but at the same age to understand my struggles. &here ar
about five of us and | only talk to them because they know me the best in the
organization and understand what | go through. | know they will never tell others
about what | share with them.
Miss Cho emphasized the notion of trust that comes from her age cohort. Althoughk her a
cohort does not share the same responsibilities in the organization, being in the same
workplace provides them with enough knowledge of each other’s tasks and struggles tha
they are able to support emotional experiences. “Understanding my sttugdieste the
emotional support Miss Cho is receiving from her in-group members. To further bloéste
finding, | present another example. Mrs. Koh said:
There isn’t much | can do when | was stressed because it's nendgngrac speak to
my supervisors. | don’t want to be seen like I'm complaining. So | mostlyaalk t
my co-worker Yoon who | went to college with. Although we were not in the same
year, | knew her name in college. After joining the organization and beinglpface
the same department, | became a lot closer with her because of the school tie. We
often go out for beer and chicken after work. | can't possibly talk about these with

my friends because they don’t know the nature of my work. My work talklys o
comprehendible to those in the organization. | don’t even bother talking to my

* In Korean, Donggi means same period with connotati@hafing smethingin common such as age, school,
year, etc. Moindenotegathering of all sorts.
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family or friends because it's someone else’s life that | don’t feel mtatfle sharing
with the outsiders.

Mrs. Koh’s response illustrates how strongly she relielsesrceoworker, Yoon, who also
happens to share the same alma mater. It also shows that the school tie comerected t

be intimate and share Mrs. Koh’s emotional work. Having someone who went to the same
college, in the same profession, allows Mrs. Koh to create a stronger bond and &mdhare
communicate her emotional work.

Furthermore, the notion thitrs. Koh’s work is “only comprehendible to those in the
organization” illustrates the third finding of communication of emotional work.s. Kloh's
remark indicates thatigroup association mostly plays the role of coping with emotional
work. Mrs. Choi also said:

| mostly communicate with another director in the organization. We both erftered t

organization in the 80s and you know, you can’t ignore the maturity. She is the only

Donggil have left in the organization so | speak with her about the cases too.

Mrs. Choi’s argument that “you can’t ignore the maturity” and “speak withlbwrtahe

caseg indicate that emotional work is not the onlyrakent she communicates with her in

group association. “The cases” is a broad notion and can entail many déigvents of

the work and having someone who entered the organization at the same period, also shows
deep understanding of each other’s tasksrasponsibilities. Furthermore, her statements
suggest that she utilizes hergroup networking to discuss her cases indicatnad) the iR
groupserves as a way to improve their performance with clients.

Lastly, Korean social workers communicate ttenotional work with others if they
are also in the same profession. The interviews suggest that pati@phicommunicated
their emotional work outside the organization as long as the other party of comimounga
social worker.  Although many gecipants stated they only talk to someone in the

organization who shares the same in-group identity, other participants had fambens
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who they communicate their emotional work to because the family members seeseahl
workers. For exampléJrs. Tak said:

Um...I speak to the other directors and | also talk to my husband a lot. He teaches
social works at a local college and he knows the nature of my job well.

Mrs. Noh also stated:
My husband is a social worker and | talk to him every day and | rely on him the most.
I’'m also enrolled in a graduate program at E University. | often talk toahgrt
about my daily experiences because we have a lot of things in common. My other
family members? They don’t know much about what | do or whapémence other
than, “Oh, you're helping others. You are doing something good for others.”
Both Mrs. Tak and Mrs. Noh’s partners are in the same industry or professidrer Ot
participants pointed out that they do not communicate about their emotional work with others
outside the organization. For example, Mrs. Huh said:
My family and friends don’t really know what | do other than | work with children.
| feel like I'm violating those children’s privacy by talking about them WwHican’t
avoid when | talk about my work. And my children are too young to know what
adoption really is.
Additionally Mr. Han said:
| think my wife knows maybe 30% about my job. She doesn'’t really know so | tend
to not talk about the job much. She doesn’t know what my orgjaorieis like or its
culture.
Due to their lack of understanding and knowledge about the job and the fact that they
prioritize client confidentiality, Mrs. Tak and Mrs. Noh’s responds indicate nhgitaup
association based on the profession is anategement that supports their emotional work
experiences in the organizations. Furthermore, due to that lack of understanding and
knowledge, Mrs. Huh and Mr. Han’s remaskgygest that the participamts not shar¢heir
emotional or organizational experiences with others such as family or friends
Organizational barriers. Aside from the evidences mentioned above regarding

communication of emotional work through in-group associationgahecipants alsshred

barriers to ingroup associations TheKorean social workers’ igroup association presents
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two important roles for the members: (a) to provide support and coping mechanism for their
emotional work by communicating closely with members; and (b) to improve theycpfalit
the work they do by condting their cases with anothergroup member.

However, the caveat ofigroup association that was presented was lack of
organizational acknowledgement on the importance of in-groups from the upper leskel whi
leads createemotional dissonanéer memberswith the organization. The interviews
revealed that such-group, small group gatherings are not encouraged or supported on an
organizational level. Mrs. Tak said:

Uh....l often talk to another director since she also knows what my struggles are. |

often feel stressed after a meeting with the executives and she is alsmeetivg

with me. Other than her, | don’t really have anyone to talk to. In the past, our

organization had a few private small groups that were formed based on the year they

ertered the organization or the school tie. Back then, | had many fellow graduat
from Kangnam University and we bonded well. Now there is only a fewNeft.

used to go shopping after work or have dinner and it was a huge driving force of our

everyday wok. No matter how stressed we were we could go out and talk our

concerns away. But now, there are no such small groups because the executives
don'’t like us having such gatherings outside the organization. It's not like they
forced us to quit meeting bas people leave the organization one after another,
within the last five years the groups slowly disappeared. But thoseagstxi

aren’t always that bad because we also consult each other’s cases to be better at our

job. We don't just sit there and bad mouth the superiors in the organization you

know. Sure, we may bash them and complain about their decisions and all, but in
the midst of that we could also talk about some positive things and have productive
conversations!
Mrs. Tak’s response showed that there is common information sharing amongéhe sa
positions in the organization that only the selected few share certain agenda in the
organization. She also emphasized the school tie although this is no longer theloase as t
number of employees who can share the same association diminished which ihdiwates
crucial those irgroup association was.Mrs. Tak’s assertion that “the executives don't like
us having such gatherings” illustrate that &eds there is anrganizational constraint that

invisibly restricts the freedom to hostgnoup networks. Similarly, Mr. Han said:

| think it's similar wherever we go. Everyone will have similar concernse.thing
| noticed after began working in this organization is that productivitygantjung
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experences are all interrelated. | struggle with our internal communication culture.
It just seem like this organization has a different perception of internal conatianic
Communication is always oppressed. Even if we have a little souridviduere
employees can share their concerns and struggles, they can never be too honest about
their organizational experiencesSocial oppression and organizational oppression
are quite strong here.
Mr. Han’s statements mirror possible organizational suppression iegammmunication in
the organizations. He distinctively stated that he “strygpleth different perception of
internal communication” and that “communication is always opprégsseticating thatsuch
difficulties become organizational barriers thkinately lead members to experience
dissonance from being discouradgeam disclosing and communicating their emotions more
frankly.
Emotional Labor and Emotional Dissonance inSocial Welfare Organizations
Following the findings regarding emotional waakd communication in the
organizations| sharefurther insightsvere revealedegarding emotional labor and emotional
dissonance. Returning to the core concept of emotional work, &ngauthentic emotional
experienceghat human service professionalsamtter through their interactions with clients
(Miller, 2007, 2009, 2014). According to Hochschild (1979, 1983, 1997), emotional labor is
experiencing stress and burnout due to fabrication of one’s emotion in order to generate
higher profit. Finally, emotional dissonance is the clash of inner feelings gawizations’
expectedlisplay of emotions (Abraham, 1998). These¢hemotional experiences are
inter-connected as organizational emotional experiences varying by professiohe &kt
of work they do. Furthermore, in tibase of Korean social workers, these three
organizationakxperiences-emotional work, emotional labor, and emotional dissonance co-
existed in their organizational experiences.

As members of the social welfare organizations, the participants oftenemqestia

clash of values and emotions with their organizations. For example, Miss Cho said:

> Sound box is a literal translation of what Koreans call suggestion box.
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My supervisors always tell me to smile and be nice to my clients because I'm
supposed to spread happiness not sadness. But sometimes, I'm having a bad day too.
It's really hard to always put on a smile when I'm frustrated.
Miss Cho’s remarks clearly indicate that she is experiencing emotional laibshthhas to
fabricate hegamjungin order to satisfy her superiors and clients Whitso creates
emotional dissonance with the organization as her inner feelings conflicheith t
organizational expectations. Additionally, Mrs. Park said:
| always have had multiple tasks. Everyone at work relies on me and tingget
sick of this. But when | express my frustration or anger, the executive director says,
“That’s nothing. It used to be worse when | was in your positi&@uck it up.”
Miss Cho and Mrs. Park’s responses attest that there are different stamthpdsception
betweerthe members and leaders in the organizations. The organizations push certain
emotional boundaries without acknowledging each member’s emotional statermalinte
struggle. Furthermore, organizations seem to prioritize the clientsbeielt) before thei
own employees’ who are integral to bring stable life for the clients. ridagiion of emotions
is asked and expected by organizationgExpressig “frustration” and “anger” cabe seen as
a form of communication. Although, the response showshbkairganization is not
receptive of such communication of emotional work and that emotionaldatsts in the
participants’ organizational experiences along with emotional work (HodtistBir9, 1983,
1997; Miller, 2007, 2009, 2014)
Aside from possiblex@eriences of emotional labor, conflicting perspectives between
organizations and members also generates emotional dissonance. Mr. Han said:
The level of conflicts and stress we experience in the organization is diffienen
other professions. Internal, organizational communication and the emotional
conflict with the supervisors are sometimes unbearable. We all have different
individual values and because we work with and for people, not everything can be
perfect. The conflicts with organizations are on a whole new different level.
Sometimes, that conflict is seen as part of the job but in many cases, | just canno
understand why. Trying to negotiate and mediate those tensions with the

organization is a lot of stress. There is only so much | can do and they often invade
my personal values and beliefs and | have to do the same to others....
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Mr. Han'’s response reveals another dimension of organizational dissonandeughAlhe

did not specifically share his emotional work, his response indicateg €nootional
dissonance he experiences with upper level in the organization. *“Invading persoesl va
and beliefs” as well as “emotional conflict with supervisors” shows théectgithg aspect of
his organizational experience that may be intervening with his emotional work and
communication.

On top of emotional labor and emotional dissonance between the members and
organizations, social constraints also influence members’ emotional exasiie For
example, Miss Cho also said:

I’'m also extremely frustited when people, anyone in general expects us social

workers to be congenial and serving others all the time. I'm an emphMhyee
received monthly salary and insurance coverage. |am here to make a livimg, not t
be pushed around. | hate when people expect me to be okay with low paycheck
because we are supposed to be helping others and volunteer our time and efforts for
others. If thisvere nota job, | wouldn’t be here.
Miss Cho’s statements indicate that there is not only emotional labor fromzatiamal
constraints but also societal expectations shapress the members’ organizational and
emotional experiences. Her statement that “I'm an employee who receivielyrsaiary
and insurance coverage,” and “If this wasn’t a job, | wouldn’t be’ meireor her internal
struggle having to experience conflicting viewpoints about her profession dramseif and
the societyas well as the organization

In short, the interviews reveal&aolr findings about Korean social workers’
emotional work, its ifluence, and how they communicate the emotional work. Foremost,
Korean social workers experience emotional work experiences are diverseybexphess
them in ambiguous statements, composed of mixtugamijungand cognitive states.

Second, the emotimal work Korean social workers experience influence them to develop a

sense of pride about their work, responsibility and compassion for clients thatotere

inherent from the beginning.Furthermore, the interviews suggest that Korean social
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workers commnicate their emotional worthrough ingroup associations within the
organizations composed of individuals sharing commonalities such as age, position, and
school background. Finally, they also communicate their emotional work with friends or
family only if they are in the same professio.he findings in this study have theoretical

and practicaimplications which are explorad the next sectian
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DISCUSSION

The findings of this study identified two distinctive communication styles/stesteg
of emotional work in which Korean social workers engage—indirect communication of
emotional work and in-group dependency. In the following section, | present theisanalys
the interviews of this study in light of extant theory in order to explarethotional work
experiences and communication of Korean social workers.

Communication and Korean Culture

As discussed in the previous section, the findings suggest Korean social workers
experience emotional work in a diverse manner, ranging betweenpssitiee and negative
emotional work experiences. However, when it comes to communicating theioeahoti
work, their communication was indirect with an outsider but more direct and open with in-
group association. In order to explain this phenomenon, one pivotal piece of evidence is the
cultural norms and conventions of communication in Korea.

In order to examine why members’ encounter with the researcher in thisxsiado
indirect and ambiguous, mixirgamjungand cognitive states, | turn to the cemporary
culture of Korea. According to Shim, Kim, and Martin (2008), one of the most distinctive
facets of Korea is the higtontext culture which is relational, collectivist, intuitive, and
contemplative. Because of this, developing trust is a critepl in Korea. Indirect and
high-context communication styles are closely related, and evidenced in contgmporar
Korean communication patterns (Shim, Kim, & Martin, 2008). Hightext
communicators deliver messages in an abstract, implicit, and indirect maihe&s.meaning
that irterpretation of sch messages abased on the intuition and contemplation of the

audience (Cho, Kwon, Gentry, Jun, & Kropp, 1999). Kim (2014) argues one very dominant
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form of communication in Korean culture is circumlocution, the use of evasive and vague
words.

According to cultural research, the Korean culture possesses differentsdeigree
directness that individuals employ in conversations (Shim, Kim, & Martin, 2008). When
Koreans communicate, individuals say onaghivhich may imply something else (Searle,
1975). Searle (1975) further contends that in such instances, individuals have an wnderlyin
message which is not literally expressed in the verbal message. For exakplean
might say “I just heard from th#octor. | am afraid the news was not very good,” indicating
“I have incurable disease” (Holtgraves, 1998).

According to Holtgraves (1997, 1998), the primary motivation to use indirect
expressions is concern for other’'s face. The emphasis on facéde¢hdsise of relatively
indirect expressions (Ting-Toomey, 1988) or polite expressions (Triandis, 1994).
Holtgraves (1997) has found that Koreans are more likely to interpret and prodieeti
messages and this is usually motivated by interpersonal consideration, or by alualdivi
mutual sensitivity to the thoughts and feelings of another. For example, Koreans oft
comment on another individual's appearance and they say, “You're looking well and.health
It seems you have a good life goind as an indication of “You have gained weight. You
must be eating well.”

The indirectness in Korean culture is a reflection of politeness for faaegs@riown
& Levinson, 1987). Such indictness caused by sensitivigyalso seen in an individual's
concernfor managing the face threat of his or her verbal statements (Brown &slogvi
1987; Goffman, 1967; Holtgraves, 1998). Brown and Levinson (1987) contend individuals
are motivated to manage face of one another through polite remarks which is aésb indi
speech pattern.e., metaphor, insinuations, innuendos, hints, and irony). Such tendency of

face management is dominant in collectivistic culture as well (Gudykunist 8986; Hara &
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Kim, 2004; Kim, 1994; Ting-Toomey, 1988). For example, Koreand to use “discreet
and moderate communication modes” in managing issues and problems (Ting-Toomey, 1992,
p. 217).

Furthermore, in Korean culture it is often challenging to completely understand and
acknowledge emotional expressions because burdening others with one’s emotions is not an
ideal virtue which is an influence of strong Confucianism culture (Kim, 2006;204€3;

Shin, 2002; & Choi, 2009). In addition, the Confucianism embedded in Korean culture
encourages individuals to focus on collective ‘mess” rather than the “self.”

Referring back to the previously reviewed literature on Confucianism and its
influence on Korean culture, Yum (1988) argues that the Confucian legaggest that one
should be affiliated and identify with relatively siivend tightly knit groups of others over
periods of time She further contends that these long-term relationships work because each
group member expects the others to reciprocate and also because group melielberthat
sooner or later they will depend on the others (Yum, 1987a). Koreans enmeshed in this kind
of network make clear distinctions between in-group and out-group members (Yum, 1988).
Therefore, indirect communication is encouraged and welcomed rather than frgi@mess
2002).

Research mthe communication culture of Korea suggéiséd Koreans are unwilling
to share their emotions and engage in direct, open communication with another. The
findings suggested that Korean social workers experience emotional work throbigi@uns
mix of gamjungand their cognitive states (i.e., curiosity, certainty, interestednegs, etc
expressing them indirectly. As the previous research literaturesssutgeKorean culture
influences individuals to save their words and to be indirect was shown through the

participants’ expression of their emotional work. Circumventing, illustrakiaggamjung
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through use of cognitive states, emphasizes that such actions are partintitesit
communication traits embedded in the communication cuttukerea

Another element that supports Korean social workers’ indirectness is thee aggr
relationships that might influence the communication of Koreans. The Kordah soc
workers were projecting different degrees of directness anestateg behavis to me—the
researcher and the outsidegxcept for the two participants who have former associations
and built relationship with me which indicates their tendencies to be indirectheTo t
participants I, as the researcher, am the “gtliiance, there ia higher need to be polite and
reasons to be indirect. Although | am not the dominant figure in the organization,Hgeing t
stranger with no prior acquaintance, | am someone with whom they need to saactheir f
Lacking trust and established relationship, my role and position as the reséeaticher
triggering factor that could have generated even more indirectness.

With two particular participants the interview experiences were ratheretiffevith
these participants sharing greater details athait enotional work. These two participants
had previously established a relationship with me asatxers and their interview time was
significantly longer than the other participants who have never met me befdre.average
interview time for participants was less than twenty minutes while the two famveorkers’
were close to an hour each. The depth of details they shared during the intervielwdorovi
greater insights about their emotional work and organizational experienosas able to be
part of the conversation with a more interactive exchange of dialogues. draplexone of
my former ceworkers said:

| suffered from upset stomach almost each day for a month when | firstistaiou

know Director Wee who was the director then, rightu know how horrible she is

to a newbie right? Oh man, she used to follow me everywhere trying to find what

did wrong that day. | went home crying every day not wanting to go back the next

day. Ittook me a few months to get used to her. My maitdvpack white rice

porridge for my upset stomach for almost a month. That's how serious my sickness
was because of her. Dang, she was crazy.

52



Her response shows that there is no face saving, and is very descriptivang Béahostile
relationship with a former supervisor whom | also know suggests the degree of
comfortableness and trust. The example statements show that although Kewdaas t
communicate indirectly, the degree of relationship and interpersonal intamacyitical

links that detenine the range of descriptiveness and opennéeBlse findings on emotional
work of Korean social workers lead to another value that was salient in teetedltata, the
in-group association which elaborates how intimacy or relationship change th&veayn
social workers communicate their emotional work.

Additionally, it is important to ponder the implications of feeling and emotion. As
previously stated, feeling is personal while emotion is social (Shouse, 2005). IRoreher
emotion can be managdédpending on different social contexts, generating different display
and projection according to circumstances (Fineman, 1993). Interactmgeithe
researcher, and a stranger, is clearly a different social settivigch to manage emotions,
thus, @rticipantsexpression of cognitive perspectives could also be a tactic that can be seen
as indirect communication patteemployed to avoid sharing their psychological emotions.

Ultimately, | argue that due to circumventing and the indirect communicauiture
of Korea, the social workers were saving their words when expressingriations through
unconscious mix ojamjungand cognitive states. It is inherently embedded in the Korean
culture to be indirect and ambiguous about emotions. Thus,dieaK social workers were
hiding their emotions to the researcher, however, still elaborating on their thasghtsans
of politeness.

In-group Association and Communication of Emotional Vérk with Uye-ri

This study identified irgroup association as a communication channel for emotional

work experiences and coping mechanism for Korean social workers. Patsaypshe

study expressed strong intimacy and connection to their in-group associatiggusedrof
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school-ties, age cohort, positions they hold in the organizations and the yearghey be
working in the organization. Participants were especially attacheditarttyroup
associations as such gathering provides emotional support.

Korean culture is strongly rooted in gmeup connections. Accoraly to Triandis
(1988),

In-groups are groups of individuals about whose welfare a person is concerned, and

with whom that person is willing to cooperate without demanding equitable returns”

or groups that agree on valued attributes of individuals whose personal values or

concerns are similar (p. 65)
In-group relationships are often characterized by familiarity, intimaslyaged history, and
potential future relationships (Matsumoto, 2002). The participants clearlyrbad st
associations with their groups and for their organizational emotional experiences,
familiarity, intimacy, and a shared history were pivotal elements that geshstatle close ties.

Infused with Confucianism and its values in human relationship development,

Korean society has beémmensely influenced by such ideas from the start of the industrial
modernization period (Shim, Kim & Martin, 2008). Shim, Kim, and Martin (2008) further
argue that the Korean culture values various types of connections of in-group mepsbershi
(i.e., family, schools, companies, regions, social rank, wealth, and scholarly pursuits
Furthermore, these-groups gather as a community to share or to pursue their common
interests through monthly gatherings “to promote social-ties through pensdriges and
entertainment” (p.85). The scholars additionally argue that some in-group®focus
providing group cohesion among members in order to keep the pride of their identély as
as the collective goals for mutual benefits (Shim, Kim, & Martin, 2008).

Tajfel and Turner (1985) argue individuals are inclined to classify themsatdes
others into certain social categories. In the case of Korean social wahlearsngroup

association was within the organization, age-base, organizational position, aednehar

organization. It is evident that Koreans valugioup associatiormplacing themselvems
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different socializatiorpportunitiesas Tajfel and Turner (1985) argueFurthermore, the in-
group socialization is one of the ways for them to valeéwe-ness$ andi legacy of the
Confucianism that have been strongly embedded in Korean culture. According to the
principlei, human relationships are not based on individual profit, but rather on the
betterment of the common good {®hKim, & Martin, 2008).

One related concept that further defines in-group networkiriggig&brean concept
of uyeri (justice and righteousness)Uye-i is directly derived from anddescribes a long
term, obligatory interpersonal relationship that is also the bindiegfisocial interaction
(Yum, 1987b). According tayeri, “reciprocity is not necessarily immediate, nor does it
have to be promised” since both parties that interact with each other understandthi the
bound by (Yum, 1988, p. 378). Uye-ri is not only required to be a lawful citizen, but it is
almost a prerequisite to be part of the Korean in-growyyy@s deals with the issue of trust
(Shim, Kim, & Martin, 2008). It is unlikely that an individual who lackgri would be
warmly accepted intany relationship network. Kim (2003) argues, in an in-group high in
uyeri, full disclosure of information from all parties is expected. On the other hand, whe
interacting with members not in thegnoup, with whomuyeri has not yet been established,
informationgiving is limited and overall communication is handled cautiously (Kim, 2003).
Honesty and loyalty are needed to form tight bonds between members of the in-group,
especially between family members, friends, anevodkers (Shim, Kim, & Martin2008).
Therefore, ingroup networking for Korean social workers allows deeper communication of
their emotional work asyeri is binding their connections and through common grounds
such as age, positions, and school cohort. Furthermore, their emotional work sharing is
unrestricted acceptance, thus, forming strong ties through estahlighedvithin their in

group networks.
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Although other associations such as family or friends could provide emotional support
in general, emotional work experiencespess unique dynamics that outsiders of the
organization cannot fully associate themselves withnereason why out-groups are not
valuedasparticipants did not communicate with outgroups in an effort to compartmentalize
Anderson, Long, Buzzanell, Kok, Batra, and Wilson (2015) argue that professionals tend
to keep established boundaries between their work and life in regards to emotional work,
utilizing compartmentalization as a toolgoovideemotional containment from the
organizational experiees. Participantdid not share their professional experiences,
perhaps in part because the process of having to communicate their emotionahegpdo
non-social workers became burdensome. This act of avoiding sharing emotions aahome
be seen aa strategy of compartmentalization. Particularly, as communicating these
emotional experiences with others not in the profession may lead to further etnetidna
as participants attempt to explain the details of the individual situation (Anderdqr2éi8).

While compartmentalization is used as a strategy to shield further emotional work
with outgroups, the role of in-groups emerge as strong coping mechanism as sdaas w
experience mixture of other organizational emotions. As previously discessetipnal
work experiences and emotional dissonance are highly tied to the social workssiproie
Korea, ingroup associations are naturally formed within the organization to remedy the
emotional struggles. Participants have shared that their in-group asseca to
communicate their emotional work more intimately and to seek help in times of dik&gss
experience with clients of supervisors. Additionally, in-groups allow more piigduc
conversations about tasks amdysto improve the quality of work.

While uyeri bolsters the link between Korean social workers and their formation of
in-group networks, emotional dissonance with organizaisasother triggering factor that

strengthens wgroup dependency. Referring back to the findings, as Mrs. Tak remarked,
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emotional work experience with clients agrdotional dissonance in th@ggerstrongerin-
group ties. According to Rafaeli and Sutton (1989), emotional dissonance occurs when
members express emotions that satisfy display nflése organization but conflict with the
members’ inner feelings. The negative effects of emotional dissonarseaauupational
stress as it violates the members’ inner emotions (Rafaeli & Sutton, 1987).

Abraham (1988) argues that one of organizations’ roles is to provide opportunities for
socialization through informal networks for the expression of genuine emotion. veipwe
organizations where the Korean social workers are members of are not gmgpsuah
social gatherings. Findings suggestttthe irgroup association is not acknowledged as a
critical element in members’ organizational experiences although the members depien
heavily. Referring back to Mrs. Tak’s remarks, “But now, there are no sualhgoups
because the executivesrtt like us having such gatherings outside the organization”
illustrates the organizational stigma the members experience during tgeduim
socialization Choi and Wright (1994) contend one of the main traditional cultural
characteristics in Korea absolute loyalty to the hierarchy within the structure of authority.
Although Mrs. Tak did not elaborate why and how the executives did not like members’
having discreet irroup associations, the hierarchical culture exemplifies the influence of
organizational power of togewn approach.

Morris and Feldman (1996) argue social support became known to be a powerful
moderator of emotional dissonance including support provided by co-workers that could
reverse the destructimotional split. Additionajl, Ashforth and Mael (1989) stasecial
identity in group membership occurs regardless of the presence of strong |gaolershi
member interdependency, interaction, or cohesion. However, in the case of Kmiahn s
workers, interdependency and interaction are pivotal to continue in-group associations

Although the role of leadership was not explicitly discussed through the fintiagsd on
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the participants’ conversations about “executive levels” or “upper levels,eutident that

the higher chains of command in the organizations are not supportive of the members’ in-
group associations, creating organizational dissonance and perhaps suggestimdp¢os
thatthe organization is not providing support in regards to their emotional work.

Finally, existing research has demonstrated that job autonomy could reduce
dissonance and pacify emotional struggle (Erickson, 1991). Furthermore, job autonomy
allows emotional control, preventing hostility (Abraham, 1998)jowever, for Korean
social workers, job autonomy is one lacking element that could assuage theimamoti
dissonance. They did not have the autonomy to choose their profession in social welfare,
and they did not possess strong passion for the profession in the first place. Thuns, thei
group dependency became greater, allowing them to share emotional dissomageathl
their emotional work. The dilemma laickingjob autonomy could suggest further research
to explore the role of autonomy for Korean social workers in regards taltdggize bin-
group dependency and choosing the meansrtoramicate their emotional work.

Revisiting emotional work. The study complicates Miller’s primary argument of
authentic emotions of empathy and compassidrhe focal point of theurrentstudy is
culture’s effect on the emotional work experience and its influences. Mil&r3) argues
that those in human services professions accept emotional work as part of their jobethus, t
emotional experiences are not fabricated which triggers them to feehmdtfeel for the
clients. However e investigation of Korean social workers comparatively suggesisd
insights regardindliller’s initial argument on emotional work

First,in the case of Korean social workers, emotional work is not what theypaté
prior to joining the profession, rather, something that develops in different forms through
years of organizational experience#\s Korean social workers do not have the same

autonomy when choosing the particular profession, they do not haverbdesae! of
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anticipation nor awareness of their emotional worRess (1978argues selecting an
occupation takes an extended periods and involves several stages of deckiotiermore,
those who anticipate correctipout the values, norms, behaviors of the organization are
likely to have more successful organizational experiences (Merton and eéd,atSf72).
The findings suggest Korean social workers do not possess job autontirayselection
process to which Bess (1978) refers. This is due to the unique social structureathied
hinders many from choosing the academic discipline and profesdiame of the arguments
Miller (2013) made regarding emotional work is that those engaged in human service
professions choose their professions with an awareness of the nature of thegoly—
emotional work—nbut are willing to accept the terms. For Korean social workengdson
for being in social welfare profession was not solely their choice due to socsfaints
they experienced.

Furthermore, while compassion and empathy were the most prevalent forms of
emotional workidentified byMiller (2013),in this sampleéhese two types of emotional work
emerged at later periods in the profession, not from the beginnirige complexity
associagd with non-autonomous job selection leads Korean social workers to experience
emotional work invarious degreethrough years of organizational experiences with clients.
Furthermore, although emotional contagion emerged as a form of empathynitvirees
most prevalent elemetttatdid not emerge as strong as compassion, responsibility and pride.
Each participant showed differeimhing and degrees of compassion and responsibility as
their years in the organization varied greatly ranging between threeigeacse than three
decades. Referring back to the findings, members shared their changiimnahwork
through extended periods of time. Mrs. Huh, Mrs. Choi, and Mrs. Park elaborated that they

now have strong feeling of “pride,” “responsibility,” and “compassion” forvtioek they do

and for the clients.
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However, this emotional work did not appear from the beginning of their work
experiencesor everyone experienced emotional contagion

Miller’s argument is partially applicable to the Koreagial workeran the sense that
compassion and empathy existed. However, one element that needs furthetiexgora
the differences of experiencing stages. Miller (2013)’s argument sadhgastompassion
or empathy are inherent from the beginning as the social workers are cogrigmotional
demands but they have strong desire to help others. In contrast, as Koreans&eia
were lacking occupational autonomy, for them compassion or empathy did not deem to
parts of their initial experieres of the profession.Therefore, Miller’s argument could be
further supplemented with in-depth exploration of hbesemotional work experiencesy
differ or develop for professions that are heavily influenced by social constraints. The non-
linear deveopment of differentiming of theemotional experiences suggetstat although
the nature of profession is similar, how social workers accept the emotionaktmeof the
profession vastly diffebetween cultureprimarily.

Secondly, while Miller’s ayument was solely based on emotional work,
differentiating human services professions with frontline workers and theirarablébor,
the findings of this study revealed that Korean social workers experiencenbatibreal
work and emotional labor as well as emotional dissonanéile dominant emotional
experiences presented were emotional work, Korean social workers are pnondiona
labor and emotional dissonara® well since hierarchical structure requires complete
abidance to higher orders. As one of the respondents Miss Cho said, having to fabricate
one’s emotions in order to serve the clients better attest to expected emoltiontida
members experience. Hierarchical social structure and its strong influemggesh
organizational expernces for members in Korea, hencéluencingtheir emotional

experiences as well.
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The intercultural application to Miller’s notion of emotional work allowed a number
of constructive insights that although similar traits mirrored between diffenénres,
cultural norms that influence the societal expectations and conventions drawndiffere
emotional experiences, furthering additional implications for pracjmalications for
organizations. In regards to the cultural difference, another elementfthanbced the
Korean social workers’ emotional work is the infusion of Confucianism that developscindi
and implicit communication of emotions in organizations. Due to the nature of Korean
culture,indirect and implicit communication is valued over honest, dispernable
communication of emotions. Although, the shared data suggested strong sense of
compassion and responsibility that the Korean social workers’ possessed dis tegheir
encounter with clients, Koreans are inherently discreet when it comes to emotions
Therefore, the study raises questions regarding the authenticity ofrttetioeal work,
furthering discussions about the link between emotional labor and emotional work.

In light of the above discussion, | propose a communication model of emotional work
that could suggest further researcd arvestigation(See AppendiE). The suggested
model shows the connectibetweeremotional work, emotional labor, and emotional
dissonancéor Korean social workeras they interaawith clients and organizations. It
further shows the interrelated connection between social constraints that prahtibitomy
in job selection, cultural norms and communication norms that influence Korean social
workers’ emotional experiencesFinally, it highlightsthe strong irgroup dependency
Korean social workers use communicate their emotional experiences in the organizations.
Reflecting on the fact that the only flow of communication is through in-group atsaosei
it highlights the importance of igroups in social welfare organizations in Korea.

Social constructionism and emotional work. The findings of this study revealed

that profession of social welfare is heavily influencecakigtingsocial norms and cultural
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conventions. Additionally, thee was astrong link between Korean culture and how social
workers experience and communicate emotional work. Communication tactics arsd nor
that were constructed through development of Korean history influence the wanKore
social workers express andnemunicate their emotional work as well as their strong
dependency on igroup socializations. Instead of clgaand directly expressing the
emotional work, Korean social workers chose to circumvent and evade direct comnsntat
regarding their emotiohaxperiences due to lack oyeri, hence, making a distinction
between ingroup and out-group associations during the interviews.

Furthermore, although the Korean social workers lacked autonomy overmgglecti
their professions, the development of compassion, responsibility and pride shongnoérgi
pre-constructed social constraints andeaolution of interpretation and meaning of work
they experiences. Absence of intrinsic motivatioraf@rofession and limited awareness of
thenature of the job anefluences of socially constructed constraint8Vrzesniewski, Berg,
and Dutton (2008) argue that members of organizations tend to autonomously shift aspects of
their jobs to ameliorate the purpose that inherently exists in the nature of the jbleiand t
own needs and preferences. This process is referred to as job craftiegrf\&eski, Berg,
& Dutton, 2008). Furthermore, there are three ways employees can adaptttoeargibs:
(a) asking for different tasks at work; (b) altering interpersonatioaships such as
associating with an inspiring colleague; and (c) alternating their oveegerns toward the
work more positively (Wrzesniewski & Dutton, 2001). Worzesnieski and Dutton (2001)
furtherargue that these strategies help employees to be engaging in their profession as
well as to establish meaningfulnedshe career It is possible that the Korean social
workers underwent their own job crafting through the experiences. Althpargbipants
began witHittle autonomy over their choe ofprofession, the findings suggested that: (a)

their inrgroup associations are possible avenues to provide strengthened interpersonal
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relationship support network; and (b) interaction with clients provide positive affomof

the work they do, shifting their perceptions towtre meaningfulnessf thar profession.
Ultimately, the job crafting processes that membepsrted using refle¢heir process of
meaningmaking Theirinterpretations evolved from constructed norms of society and
organizaibns. Through their years in the organizations, interacting with clients, the social
constraints and natural adaptation of rules, created a sense of what the workRigffas
1982; Fine, 1984).

Finally, social constructionism theory argues that knowledge is influenced by social
processes and practices (Hruby, 2001; Allen, 2005). The reason Miller'oealatiork is
partially applicable to Korean social workers while presenting consigetldferences can
be viewed as another byproduct of the cultural differences and constructiontgf real
meaning of work, and societal structures. Although Korean social worlkgremmay not
recognize their communicative tactics and projection of their emotional waslg ppowerful
indication of how social processes can trigger different cultural nuancesaditiihs that
present a new set of knowledge about emotional work and communication in organizations.
Practical Implications

It is through the irgroup associations the Korean social workers are willing to openly
share and express their emotional work. However, such in-group associationos are
acknowledged as part of their job but can only be done privately without the organization’s
knowledge. Such findings lead to conclude that the Korean social workers’ emuitiohkal
is not communicated with other parts of the organizations such as superior lesieindeci
makers or managerial positionsWhile the unique culture of Korea and its communicative
norms dominate the way Korean social workers communicate their emotiokal \&ayue

that on an organizational level there are ways to assuage the membe@ahvobrk.
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Organizational acknowledgement and support are critical to allow members to have
more autonomous in-group associations. Rathertieaving the association ofigroup
members as a negative threat to the organizational leadership, perceivingtretiansas
positive synergy for better performance is vital. Invigoratingrioup associations at an
organizational level can triggerare open outlets for the members’ emotional wehiether
positive or negative.

Reuvisiting Morris and Feldman (1996)’s argument regarding the powerwbdaer
social support, it is evident that Korean social workers also need strong co-vumBerts
Given the uniqueness of in-group associations based on school, age, year, and position, it
may require members to find their own in-group associations within the organizations.
However, one caveat is the degree of organizational involvement to promatateriar
group associations as the findings revealed such associations are mosgbig plassigh
personal connections such as age, school, and years in the organiza&timtisermore,
Korean social workers have greater degree of emotional dissonandbenithffiliated
organizations because no participants said they communicate their emotidoalithor
supervisors but only with in-group members. This suggests that in order to narrow the
emotional dissonance between members and organizations, the organizations need to
invigorate and promote active associations of in-groups on an organizational ldeeg, |
offer a few suggested practical solutions that organizations can emplaein@iprovide
effective space for members to communicate their emakiwork.

Foremost, it is important to acknowledge social expectations of the role of social
workers and attempt to change the narrative of the profession. Participaatstebar
frustration of being seen as “doing good works” and “volunteering”. Such perception of
societalconstraints prohibitdhem from expressing themselves “empl@yetan organization”

which further hinders them to express or communicate their emotional work. Onerstuti
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this is turning to the media.Park (1995) argues thidbreans easily alternate their
perception about professions depending on tiey aredescribed in the media.
Furthermore, Korean dramas often develop contents regarding different nuddbsit are
prone to stereotypes (e.g., stuntman, actors, military personnel, and dodemwg)tiag to
reflect the reality of each profession (Hong, 2016).media portrayal of social workers,
showing their everyday lives and difficult confrontations with clients cahduthe
understanding of the profession foetgeneral public as well as charige perception that
social workers are not just “doing good works” but are also humans with emotional burdens
that need to be acknowledged/Neaving fictional stories on media based on the reality of
social workers carerveal the veiled truths of their emotional work more explicitly and
candidly.

In addition to a general implementation of changing perception viditiore
longitudinal, there are other ameliorations that organizations can dewrelapplement in
orderto contribute to organizationaiembershealthy communication of emotional work.
One critical step is to develop organizational programs or trainings to aegedwenting” of
social workersemotional work aa healthy form of communication There are a few
avenues to execute these prografmsentoring, leadership training, anthanizational
support services.

First, employingamentoring program that allows members to interact with other
senior memberwill generatedifferent dynamics of in-group associationgalbfleisch
(2002, 2007) argues mentoring is a relationship of care and assistance betweenndentor a
mentee which is also a significant aspect of mentee’s careeb&ieti. Scholars hee
argued that Korean culture is keen on associating oneilelanother, creating in-group
membership through common elements such as school, age, and social p@&hiiron&im,

& Martin, 2008; Yum, 1988). Although mentoring is usually between senior members and
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junior or new members (Hunt & Michael, 1983), it could provide an insightful organizational
experience that alleviate emotional work for Korean social workévientoring is an

important development tool in organizations (Jennings, 197119gng, Buzzanell, Anderson,
Batra, Kokini and Wilson (2014) argue that one of the key perspectives of mentoting is i
network approach. In other woramsentoring is a practice of continuing interactions that
reflect upon “individual and organizational needs and preferences in changinfj spatia
temporal, institutioal and cultural contexts” (p. 396). Furthermore, among different
organizational types, mentored members showed positive outcomes than those who were not
(Buzzanell, Long, Anderson, Kokini, & Batra, 2015Mentorship also provides the
opportunities to develop support, respect, and power as well as emotional development that
influence commitment to the organization (Hunt & Michael, 198%)ne area of

implementation that Korean social welfare organizations can attempt is tdgeovi

opportunity for senior members and junior members to be paired in a mesntee
relationshipcreatinga new dimension of cohort-ship.

Findings suggested that members do not connect with senior members, however, if
those senior members become their in-groups, it could ftgmenerate a narrowing of
communication gaps they might have experienced. If the senior and junior mehavers s
the same alma mater, regional background, or divisiommitments, these elements could
connect them to create a new dimension gjrimLp associations. Although mentorship
varies according to cultural contertentoring program can benefit different types of
organizations with “enhanced opportunity, with enthusiasm for innovation and structural
supports” (Kanter, 1977, p. 479)

It has leen argued that mentorship endashrganizational experiences. Furthermore,
professionals who experience mentorship themselves are likely to become raentors

succeeding generations which could retain a series of mentoring relatidieshipsonged
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peiiods of time if begun (Kram, 1980). Although it may be a challenge to initiate
mentorship program, if employed it could generate positive outcomes to deal witkersem
emotional work.

Second, it is also important to train the leaders on the different types of discourses
they engage in with the members. Leader communication has been recegrazedtical
element in members’ work motivation and performance (Levering, 1988). Furtiegermo
how leaders communicate with their employees can balstemitnent to the organizations
(Robbins, 2001). Findings illustrated that members are heavily influenced by the executives
and are mindful of their hostility toward-group gatherings. Training leaders to
acknowledge the importance of in-groups within theanization as well as educating them
with more appropriate dialogue techniques will ease the emotional burden and distance
between leaders and members.

Lastly, aside from leadership training, one other essential stage is to develop
organizational support for the social workers’ communication of emotional works. YMr,
who is employed in foreign social welfare organization as a counselorfatriaxes in
Korea stated:

| don't feel too stressed about my job because | have my own couwselorl go to

and share my everyday experiences. Knowing that | have someone who uaddersta

me fully as well aghe nature of my job, I rely on her a lot more regarding my
emotional experiences. So each day, | arrive at work with excitementpatitigi
meeting my dents.
The role of organizational support is extremely critical that promises merabwsonal
well-being. Except forMrs. Yim, other participants naturally formedgnoups because

their emotional work was not acknowledged nor supported to commeaifiieaty on an

organizational level.
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Establishing internal counseling systefor employees will ensure members to know
that organizations acknowledge their emotional experiences, creating spdwsatfaer
communication without concerning about the ugpeel leaders.

The practical implications, however, require further investigation to agsess
feasibility. Next, | address the limitations and directions for futesearch.

Limitations and Future Research Directions

Although the study suggested significant findings about Korean social workers, the
research revealed a number of limitations that could be supplemented with fig#aecinan
the future. Foremost, limited sample size restricted exploration of further insights about the
social welfare profession in Korea as well as diverse organizational cult@rpanding the
number of participants nationwide could generate more in-depth findings and inbmyhits a
the social welfare profession in Korea. Korea is divided into four majom&giod each
area possesses different regional cultarestheseould provide further insights about more
diverse organizational compositions such as gender, sizes of the organizationshilgader
structure and client demographics, bolstering understanding of emotional wextondgy,
the role of the researcher prevented@pth exploration of Korean social workers’ emotional
work. Etherington (2007) argues, researcher reflexivity helps create “transparahc
dialogue that is required for forming asdstaining ethical research relationstiigspecially
when prior relationships with participants already exist (p. 599). In coropaaghe two
participants whom | already have established relationships with, othergzartsclacked
established credility with the researcher andgurbed more intimate encounter with the
participants.

However, such limitations also suggest more extended future research directions
With extended sample size, prolonged study duration, and employment of different

metodologies future studies can add to our insights about Korean social workers’ emotional
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experiences in the organizationsFirst, employing mixed methodologies would enlarge the
dimension of emotional work study. Incorporating non-confrontational ietes/vhere |

do not directly interact with the participants face to face ¢echail, online surveys) This
way, the concern for face and politeness is likely to be reduced, being able tonprebe
specifically abouthe participants’ interactions with clier(ise.,the types of services they
provide, the duration of interaction with each client, and the depth of their interpersonal
relationship would add richness to the data about emotional work and could further the
discussion ofheimplicationsof emotional work.

Additionally, conducting a longitudinal study by following with participantsafter
certain periods could provide additional insights. This way, | could build trustiveth t
participants which could allow more open communication attmit emotional experiences
and to be able tturther investigate what social workesmmunicate about and how they
talk about emotional work amongst themselves within in-group associations.

Furthermore, in order to extend the discussion of membergigeaf agency in
resising the negative emotional work, conducting an ethnographic study woritth the
findings to understand whether other coping mechanisms emerge. Employing a
ethnographic approach of prolonged time period may enrich the daetioollprocess as the
method would provide a strengthened relationship between the researcher amhptsti
(Aoki, 2004). Although, in-group support and dependency were primarily shown as the
foremost measmito communicate the members’ emotional work, examining how the resistance
takes place on an individual level can offer new insights to assess alternativesdpti
advance the communication of Korean social workers.

Second, expanding the sample demographics to include leaders in the organigations a
well as managerial positions will open new dialogues about organization and emaotions,

inviting more diverse perspectives on emotional workinally, conductingrosscultural
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ethnographic analysis in both the US where the concept of emotional wodafesged and
Korea where the new intercultural perspective on it was investigallexipplement deeper
cultural understanding. With comparable data and analysis, autissal studies can
provide simultaneous interpretatiooisspecific cultural elemes that provoke conventional
perspectives of intercultural studigSonquergood, 1991).

Although the limitations constrain the breadth and depth of insights, the study
provided extended understanding of emotional work and organizations in Korgd#herF

research can attempt to examine more in depth about the different sectors afeidaial
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RETHINKING ORGANIZATIONAL EMOTION, COMMUNICATION, AND CULTURE

This study contributes to supplement what Western-oriented views on emotiokal wor
lacks—anintercultural perspectives on emotional experiencé&rough the findings from
this study, it was shown that Korean social workers experience emotional worleiregaof
ways in both positive and negative aspects, but when it comes to communicating @&motion
work, indirect strategies were used ranging from emotions to cognities.stdh relation to
how Korean culture dominates the way Koreans communicate, | contend that Kaiain so
workers are influenced and dominated by the social structure and expectakeapinf
their emotions within themselves rather than communicating it directly with oth8tsh
tendencies come from being considerate of the others, valuing thee'sg&- This waness
also links to their irgroup dependency and networkinghe organization, however, still
abiding by the structure of age, position and school connections. Although they were
willing to share how their everyday experiences were, they still had sakaigance to fully
explore how they felt. The expectation from the researcher that thegaartscivould fully
share their emotional experiences was succumbed by their indirect, ambigspusses.
Indirect communication and strong in-group association are salient in Koream cultur
It is evident that th&orean culture highly valuem-group relationshipg/hich dominates
individual’s emotional worlexperiences Howeveron an organizational level-groupsare
not acknowledged as important elements to consider.  Althibwégdmotional work of
Korean social workerns not always negative, they were not given proper outlets of their
emotional work on an organizational levelTherefore, | argue that it is extremely critical
that organizations acknowledge the important role in-group associbtuafor

organizaibnal members.
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For Korean social workers, emotional work and emotional labor coexist as well as
emotional dissonance because Korean organizational culture is repressechib&rand
does not provide much autonomy prior to choosing the professidreseTthree
organizational emotiorgre interconnected in Korean social welfare organizations as the
social workers not only encounter clients, they also confront social expectations,
organizational expectations, and educational restrictions that cudufahomy. Thus,
having low intrinsic motivation hinders full exploration of neither the profession nor its
emotional demands. In particular, social workers are responsible for othessiith
strong sense of compassion. Although they are rewarded with positive emotidnalalor
as pride and positive outcomes on their clients, little has been done to truly promote thei
overall emotional welbeing. Since it is evident that social workers rely on their in-group
associations within the organization, rather than discouraging and perceiving those
associations negatively, organizations need to support and encourage suchggatherin
Additionally, Korean social welfare organizations have low understanding toward the
members’ emotional work experiences, hence, lacking supports and proper surrounding to
communicate on an organizational level. The role and importance of in-group networks
within organizations are significaatement that createpaces for the members to
communicate their emotional work, emotional labor, and emotional dissonance. ofderef
organizational acknowledgement and support fagroup associations are highly encouraged.
Finally, in order to further understand emotional work in organizations on a global
level, it is important fothe communication discipline to pursue more diverse research to
further explore cultural implications that might be derived from emotional expesext
workplaces. Field of communication has produced immense growth and proliferation of
academic research. However, most research and theory are based on Westerrvpsrspecti

and philosophical foundations (Yum, 1988). Although the gap between the West and East
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has narrowed, there still remain philosophical and cultural barriers thadtanesl|
understood. Communication is a fundamental social process, and that, as such, it is
influenced by the philosophical foundations and value systems of the society in which it
found.

Emotion is a complex concept and is highly cultural, interpretive and communicative
This study offers a first attempt at understanding certain traits of Kotgtame that may
influence worker experiences. Adding cultural nuance complicategnderstanding ahe
intersection between organizations and emotidditimately, this eploration of how Korean
social workers experien@motional work in the workplace further expands our perspectives

about emotion, communication, and culture.
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APPENDIXA

LETTER OF RECRUITMENT: SOCIAL WORKERS IN KOREA

ENGLISH VERSION

Protocol Title: Emotional Work for Social Workers in Korea

PRINCIPAL INVESTIGATOR

Dr. Elizabeth A. Williams

Department of Communication Studies
E-mail: elizabeth.a.williams@colostate.edu

CO-PRINCIPAL INVESTIGATOR

Minkyung Kim, MA Student, Department of Communication Studies

Office: Behavioral Science building A 208

Contact: 1970-237-0567(US)/ 010-4012-6914(Koreajh-kyung.kim@colostate.edu

Researchers from the Department of Commativa Studies at Colorado State
University are recruiting participants for a study to explore emdtigaek of social workers
in Korea. This project will investigate how social workers in Korea expexienmtional
work in their professions as well as htvey communicate the emotional experiences.

If you are a Korean national and currently employed at a social welfare organizatio
in Korea as a fultime social worker, you are eligible to join the study. You will be asked to
participate in an individuahterview to answer opeended and close-ended questions about
your experience as a social worker in Korea. This interview will take ajppatedy 45 to 60
minutes and will take place at a location of your preference. There with bempensation
for paticipating in the study.

Please email minkyung.km@colostate.edto sign up. If you have questions about
the study, please contact Minkyung Kim, graduate student of CommunicatioasStudi
Department atnin-kyung.kim@colostate.edor 1-970-237-0567 (US)/ 010-4012-6914
(Korea).

Thank you for your time and consideration.
Best regards,

Minkyung Kim
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Table 1

APPENDIXB

Participant Demographics

Participant Demographics

Participant

Mrs.Yim

Mrs. Koh
Mrs. Pak
Mrs. Huh
Mrs. Choi
Mr. Han

Miss Hong
Miss Cho

Mrs. Tak
Mrs. Noh
Mrs. Joo

Years in the

organization
20

8

15
16
24

Affiliated

Divisions
Expatriate
Counseling

Public Relations
Pre-adoption

Pre Adoption
Post-Adoption
Sponsorship
Management
Disabled Welfare
Senior Social
Education
Domestic Adoption
Senior Welfare
North Korean
Refugee Care Cente

Position
Director

Account Supervisor
Section Chief
Section Chief
Director

Assistant Director

Associate
Associate

Director
Associate
Associate Director
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APPENDIXC

INFORMED CONSENT: ENGLISH VERSION
Consent to Participate in a Research Study
TITLE OF STUDY: Emotional Work and Communication of Social Workers in Korea

PRINCIPAL INVESTIGATOR

Dr. Elizabeth A. Williams

Department of Communication Studies
Colorado State University
Contact:_elizabeth.a.williag@colostate.edu

CO-PRINCIPAL INVESTIGATOR

Minkyung Kim, MA Student

Department of Communication Studies

Colorado State University

Contact: 1970-237-0567(US)/ 10-4012-6914(Koreaih-kyung.kim@-colostate.edu

Dear Participant,

My name is Dr. Elizabeth Williams and | amAssistant Professor from Colorado State
University in the Communication Studies department. We are conducting echesealy on
the emotional work experience of Korean social workers in Korea and how they
communicate their emotional experiences. The title of our project is “Let M¥éoleAbout
My Emotions”: An Analysis of Emotional Work and Communication Among KoreanaSoci
Workers. | am the Principal Investigator and theRZas Minkyung Kim, a Master’s student
in Communication Studies department at Colorado State University.

We would like to invite you to take part in an individual interview about emotional work in
the workplace and how you communicate it. Participation will take approximatelymfasi
to 1 hour and this will be audiotaped. Your participation in this research is voluntgoy. If
decide to participate in the study, you may withdraw your consent and stopp#ditiat

any time without penalty.

Benefits andrisks of being in thestudy:

There are no known benefits for participating in this study, but by engaging usslsa,
your reflections may improve the quality of your work. You will have the opporttmity
express yourself and realize that you may not be alone in your concern forudidtigsll

be an opportunity to openly share your feelings and insights that may help othersaméhe
industry in the future who might encounter similar emotional experiences.

You will not receive any compensatitor participating in this study. Participation in this

study will not cost you anything. Participation in this study is completiyntary and your
choice.
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The risks associated with this study are no greater than everydayoliever, participation
in this study will ask you to reflect on your previous employment experi@sgending on
the nature of these experiences, feelings of insecurity, sadness, stresgratidn may
surface. However, if you experience distress after participating stuldg, you can contact
the professional counselor listed below for further assistance.

Dr. Sung-Jin Kim, President of Korean Philosophical Counseling Association
73-4 Yonhi 3 Dong

Sudaimunku, Seoul

Korea, 120-823

Phone: 82-10-6813-2232

E-mail: sjkphil@hdlym.ac.kr

Confidentiality and Privacy Protections:

The Pl and Co-PI will not connect your name or personal identifiers to the datdlecs.

Your name will not be used. We will assign you a pseudonym for you. When we report and
share the data to otherse will combine the data from all participants. Colorado State
University, as well as members of the Institutional Review Boards, havegtieilght to

review your research records and will protect the confidentiality of tlezseds to the extent
pemitted by law.

The interview will be audiotaped and recorded for data analysis post intemder your
consent.

This study has been reviewed and approved by the IRB of Colorado State Univeysity. If
have any questions about your rights as a vekmn this research, please contact the CSU
IRB at: RICRO_IRB@mail.colostate.edir 1-970-491-1553.

Before you decide whether to accept this invitation to take part in the studg askaany
guestions that might arise. Later, if you have questions about the study, you eah tbent
Co-PI, Minkyung Kim atmin-kyung.kim@colostate.edwr at £970-237-0567 (US) / 010-
4012-6914 (Korea). You will also receive a copy of this consent form.

Your signature acknowledges that you have read the information stated andysiymgthis
consent form. Your signature also acknowledges that you have received, ote thigrizd, a
copy of this document.

Signature of person agreeing to participate in the study Date

Printed name of person agreeing to participate in the study

Name of person providing information to participant Date

Signature of research ftaColorado State University
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APPENDIXD

Emotional Work Interview Protocol
English Version
<Part I: Emotional Work>
This section is to examine the social workers’ experiencesth emotional work.
1. Can you describe typical day of your work?
— If you don't have a typical day, can you describe how most of your days look like?
— Or can you describe yesterday at work?
2. How do you feel at the end of a typical workday?
- What are some natjve feelings(emotions) do you have?
- What are some positive feelings(emotions) you experience?
3. How would you describe your feelings as you engage with your cliertdayéll
- When have you felt empathetic toward your clients?
- When have you felt you are the only person who can help them?
- When have you felt protective toward them?
- When have you cared how they are treated in the society?
4. What drew you to this profession and how much did you know about it?
- If you were to choose your profession again, would you choose to be in the same
profession?
<Part Il: Communication of Emotoinal Work>
This section is to exmine how the social workers communicate their emot@inwvork.
1. Who do you interact with primarily in the organization?
2. Who do you turn to when you need help during stressful situations?

3. How do you manage the emotions you experience from work?
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- Have you relied on your colleagues to manage your emotion? Please/@tptsa
provide an example.
- Have you relied on your supervisors to manage your emotion8eRdzplain/Please
provide an example.
- Have you relied on your family or friends to manage your emotion? Please
explain/Please provide an example.
4. What motivates you to go to work each day?
5. What is the most meaningful part of your job?
6. What do your friends or family members know about your job?
<Part Ill: Demographic Questions>
This section asks information on your personal affiliation with the organiation.
This will be distributed at the end of the interview to be filled by each participant.
1. What isyour sex?
a) Male b) Female c) Other d) Prefer not to answer
2. What is your age group?
a) 2030 b) 30-40 c) 4055 d) Prefer not to answer
3. What is your marital status?

a) Married b) Single c) Other (Please specify: )

d) Prefer noto answer
4. Are there any other members in your household?
a) Yes (Please specify: ) b) No c) Prefer not to answer

5. How long have you been employed by this organization?

6. How long have you been in the field of social welfare?

7. Which department do you work at?

8. What is your current position in the organization?
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7. How many hours do you usually work per week?
a) Less than 40 hours b) About 40 hours c) More than 4@ hour

8. How many co-workers do you have in your team?
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Emotional Work Interview Protocol

Korean Version
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APPENDIXE

Communication Model of Emotional Work of Korean Social Workers

In-group Socialization

Clients Y Emotional Work

Emuotional Labor

— Communication
Organization
{leadership, ideclogy.
culture, structure, etc.) Emotional Dissonarnce

o

Organizational

Social Expectations : Cultural Norms Communication Norms
expectations

‘\\ Culture/'//’,

105



