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Abstract

The purpose of this research study was to explore the mediating role of
emotional labor in the relationship between empathy and burnout. Data were
collected by an online survey from 185 healthcare service providers in a hospital,
located in Bangkok, Thailand. The results showed that the effects of empathy on each
of the three dimensions of burnout (emotional exhaustion, depersonalization, personal
accomplishment) were significantly mediated by surface acting. These findings
indicated that employees who lacked empathy and engaged with surface acting were
likely to experience emotional dissonance from trying to modify their behaviors
without shaping their inner feeling which led to burnout. While deep acting was a
significant mediator in the relationship between empathy and the two dimensions of
burnout (depersonalization, personal accomplishment). The findings indicated that
employees who engaged with empathy and deep acting were less likely to experience
burnout when modifying their feelings to match the required behaviors by
understanding how customers are feeling so they can respond appropriately to the

situation.

Keywords: Empathy, Emotional labor, Deep acting, Surface acting, Burnout
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ATIVABUANAIULTEN (Reliability) wudn draseuuialeaineysening .71-86 iney

Tunasifivensuld (Drost, 2011)

nsiiusIusudaya

Ya

Aidedawmseuuuuasuaudidnnsednd weldlunssiusudeys wasnszane
wuuaeuaulgsngudiegne giduldvinnisiivingdnivenguseng lnanmsvivdsdeve

o

ougiivdeyaludimienu Wiuameandemisatumafuloya uazinguszasdlu
n33%e wdandlunindiundeufiasiezliidnsaulunsitendeidls Taglid
wansznulaenguietne dedeyavesineunuuasuamazgaiiuliiduaudy wazas
grvianeaelu 1 9 Tnediduasiauenmauasihdoyalulfiften sfnwhidy

k74

nsessideya

1) adddeonssann laun anfevay Anedes Adrndosuuuingiu udu
2) adRandunus (correlation) adpTeiamduiusTemInd sl lunsing
3) 1AL RBNENAAINIU (mediation analysis) lngldlusunsuasuiannes

5%

d1593U SPSS Process (Hayes, 2013) lun1siasigvidoya
=
HanN15AN®
AU 1 HANTSAATIZRADALTINTTAUUIALNITHINLIIANUDLALATUINUAIS DY AT VDS
NHUAIDEN9
mﬂﬂmﬁusﬁaaﬂamﬂwﬁmmﬁmsé’mqmmw WJusuiuiady 229 au waziile

IANSARNSDILA MR TIRBULUUERUMNENYSA] 91W 185 AW wudn dduluaiuine

Y Y

e 111 au (Geraz 60) sesasunlumeane 64 au (Fosaz 34.6) flagsewing 2145 U
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a

(M = 31.27, SD = 4.98) nquéegndisgdunisfinuuiniigndie Usyns 147 au (Favay

7

79.5) 5098931 Al A111USYYIAT 29 AU (Sesay 15.7) Ho1gn1svinuncue 1-22 T

(M =5.42, SD = 3.94 ) dwlvgfegluyie 1-5 U 117 au Geuay 63.2) sesa0gluyig 6-

10 U 50 au (Sowag 27) d@rudundsnuinvdiulng fe W mthfiameidou 52 au (58

o o

ag 28.1) yesanAe WmthignAduius 34 au (Segag 18.4) W mT7IN1TEY 33 AU
(Fewaz 17.8) W wmihiliadeudegiae 29 au (Fevay 15.7) Wininiquagne 15 Ay

($ovay 8.1) wavsuwmiaduq 22 au (ovay 11.9)

AU 2 WNANISIATITHAMUFUNUSTZUI19A YT

YA o

Adglavinsleseiaanduiusserineiudslunside wuin iddudselad

Y

v 6

ANENFUNUSUINNTT .80 FIUIANUIN ANENFUNUTVBIAILUSLAIUINNINSaWINAU .80

919988 Uy m1ALFNNUSTENI19AILUTBaTE (multicollinearity) (Hair Jr et al., 2010)

naame nsismuUsianuduiusiulusedungs enavilinanisinseideyaiiniig

AANMLAARY FIANFUUSEANSANFUN USRI IS UINUATET TAwNAU -.576 D19 .579 34

Tanutlymeanuduiusaenaiindu s19aviduanan1sIAsIERnINaIs1en 1

M1519 1 A5 LAASHANTTILATIEIANANAUNUSTEMINRUSIUNNIS8 (N = 185)

fianUs EM DA SA EE DE PA
EM -

DA 178* -

SA -.158* -576** -

EE -0.07 - 337 490** -

DE - 167* -.446** 579** 356** -

PA .188* 376** -391** -191** -399** -

neve < EM fie n1338atiend1udn; DA A N1suanteenseAuan; SA fis MIlanieensyAuiuia; EE
& ' v & & ' & v a o &
Ao AuBauAsensHal; DE Ao nsandnsluyaralugdy; PA fis anudnsadu
UAAA
-*p <.05 *p=.01
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#7291 3 WaN15AATIZNONINAEwE1U (Mediation analysis)

duuAgulun1siden 1

NISLEARIDDNIZAUAN
— * .
. y (Deep acting)
aEFGAANGPRHRGI c=.03 AUBIUAINNDITUA
(Empathy) > (Emotional exhaustion)

AILARIDDNTZAUNURD

ay = -.44* (Surface acting) b, = .44%

awusnau 2 auufgulun1sidedn 1

Nay13999u (Indirect effect) a;b; = .53(-.08) = -.04 INDNFHAAINIUVDILINY

N5 UAINISHENIDBNIEAVAN lunuauduNusSegelidudiAyn1eadd 95% Cl =

(-1299, .0376)

Navn1999u (Indirect effect) a,b, = -.44(.44) = -.19 INDVFHAAINIUVDILINY
a v £

NNDITUANITUAAIDDNTEAUNURT nuAUFNNUSog19ldsd Ay n19aif 95% Cl =

(-.4045, -.0235)

o w

NaN1am59 (Direct effect) %30 ¢ = .03 linuanuduiusagalidodAyn1eada

(p =.18) 95% Cl = (-.3248, .3909)

wazilafiansaunAduuseansnisnennsal (77 nuin AaukUsANNeauaIng
2151l dawiniu .24 FawdarnulaindslsyiuneriaunsiuiueSuigninuwlsusiy

Y99ANNRUAMIDsHAluNmSIUlRSesaY 24
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duuAgulun1siden 2

. NIUARIDDNTLAUAN
a; = .53 b1: ST
(Deep acting)
n133gstienuddn C=-19 nsanAAnuduyaaalugdu
(Empathy) > (Depersonalization)
\ NIUARIDBNTEAUNURD /
— *%
a, = -.44% (Surface acting) b, = .52

awusEnau 3 anufgulun1siden 2

a a ]

Nayn1999u (Indirect effect) a;b; = 53(-.17) = -.09 INBNFHAAINIUVD TN

N19B15UAINTHEAIDDNTEAUAN NUANUAUN USRI TEANAUN19@DR 95% Cl = (-.2109,

-.0067)

Nav1399u (Indirect effect) a,b, = -.44(.52) = -.23 INDVFHAAINIUVDILITNIY

N19915UAINISHLEANIEBNTEAUNURTY NUAMNFUN WS 19l tadAuN19@DR 95% Cl =

(-.4632, -.0282)

o w

Nan19mse (Direct effect) 58 ¢ = -.19 inuanuduiusegsfiveddynisad

(p =.29) 95% Cl = (-.5573, .1721)

wazdlofinnsananduusyavsnmsnennsal (R) wud sauusnsanainnandy
yaRalugdu Taniiu 36 Faudarnulaidulsyhwenmunsiuiuesuieaiy

wUsusruvasnsanaauiluyaratugaulunmsiuladosas 36
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auufgulun1siden 3

NISLEAIDDNTTAUAN
al= 53* bl = 17*
(Deep acting) \
v¥ ¢ e °o & !
NN3309E09ANFEAN c= 2 ANUEISIEILYARR
(Empathy) | (Personal accomplishment)
\ NNSWARIBONTEAUNUR? /
a, = -.44* (Surface acting) b, = -.21**

AnUsznau 4 anufgiulunsiden 3

Nan1999u (indirect effect) a,b, = .53(.17) = .09 INBNINAAIHIUYDILLTIY
NN901TNANITLANIDDNTEAUAN NUANUAUNUSDE 1Tl TedAYNI9EDR 95% Cl= (0129,
.1877)

a '

Nan19ou (indirect effect) a b, = -.44 (-.21) = .09 INDVIDNAFIHNIUVDILTINU

NNDITUAUNITLENIDNTEAUNURT WuANFuRUSo 19T dad 1Ay 9aif 95% Cl=
(.0092, .2141)

N o

NaN19m5e (direct effect) 3o ¢ = .26 ldnuanuduiusedalidodAgyneans
(p =.10) 95% CI = (-.0554, .5754)

wazdlofinnsananduuszavsnmsnennsal (R) wut dudsanudisednyaag
HAwiniu .20 FawlannulainfiwlsyinuieaunsiuiuesulenuwlsusIuYed

0o & ] %%
ﬂﬁ’]ll?ﬁLi"\]ﬁ’JuuﬂﬂasLUﬂWW§’JN1®iE)EJa$ 20

aAUsI8NaNISIAY

V.,

AuuAgIun 1.1 M33vsinnuianliiidninasdeauseudmisersual Weinis

v
@

wanseenszaudnlusulsdsing nansddeidsliaduayuauufignu

HANT33T8 WUd1 N33Tedenusanladidninadeninudeudinisersual el

nsuanseanszaudnduiiuusdein lnefin1dnsnanidoumidu -04 Fananaledn
wilnuiins3gdsnnuidnldlaivuldunaelinnussud miseisunianas Wedn1g

[

wanseensyavanduiulsdsiudning Jnnsfinwenddeitiumn winnuiifingg

915875555UAARS 141



Faflamnuidnagiinuanunsolunmsuansesnsediuiin deazdisanaudaudimisensial
ypeniinau anmsindnauamisaiuanuianasluliifianuaenndesiunis
wanseanAguen NN1INIsHedlanluyuueIvesuuIng vinlrilinissuiensuaiuay
ANUARYRTuLINIlY dwmalianaiudeudmnsesual (Wrobel, 2013) agnslsinnu
nuAtedlanudvinansiteisnudindenusoudimaenunl iunisuansoenseiy
3n Ssenadululid winawidnsidnnuidngasdanuansalunisuiuanuddn
meluliaenndesiunieuen uazuanseanunldinssfudafiosdnsainnds aannissau
Usgaunsalnsensusitazudsiuensualannuidn anamndlavesdu Jeliamnsaan
ANsauaIseITUallufIntnuLsegsla (Whiting, 2011)

Y aa

AUNAFIUN 1.2 MIFasiennuaniidnSnamsauseninueeudinitesualogned

Y

& &

WodAgyn1eada Weinisuanseanseauiiudiludinysdaiiu wansidedaduayu

GHCEERM

HANMTITNUI N133390ANTANTBvENaMsaUsieANeuiINIeTUAlREN

o

fifodfymeadiafisesiu .05 LﬁaﬁmiLLamaaﬂizﬁuﬁyuﬁaL‘f]uffhLLiJieiamuLLwLﬁmgULLw
(Full mediation) uagdiAndvEnanisdouinfiu -19 Fanaalédn nifnnuiifinisidsds
arudAniuultufiesdauseudmaensuaionas Wefinnsuansoonseduiuiudusy
wUsdssinudndng Salngunfudminaudiinisdiedannudnesianuannsaluns
lagdu anmselawanldlas Wumsamsunummeanufauazanuidnvesydu
affouimuegluaniunisaitu wasneuauonduludmanadenadldegramnzan vl
uansenuaznevauasldogniusssud dwmalvianarudaudmnosunienafintuly
wiinuiliannsausumnusantimnzauiuunummhifidesuansoonls winnuid
Aruanansalunsiiinnuidn Janmsuaneensgduiiuinas Judutiatedidelfiin
AMUBBUAINI9B15UA] (Aw et al,, 2018) ﬁaﬁ?uﬁammsaaqﬂié’dw maﬁwﬁmmﬁmaﬁ%&

faAnu3Engatiu AINNINANAINBUEININBITUA] HIUNTLARIDBNTYAUNUEN

o @

AuNAgINN 1.3 ns3Redeanuidnliiidnsnanianssewdideddgnisadfse
ANUBEUATMNNOITHA] Nan1TITe il uayuaNRgIy

ilofansananuanTIde wuit nsidsdieanuianlidaninaniansenived

fa)) (3
) 2

il
NsadfReANaua1IITHAl (b = .03, p = .18) lngaznudndwanidedrAyniea

Y94M133890aANN AN NTlseANEa A TUN NIUAIMUITUIINUNDITUAIATUNT

LARIBaNTEAUNURY wildnudvinavenisidedisnnuidnifideninuseudmnisersual
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runskansoanszdudniserananldin wiinawdfinnsdsdsanuidniiuultuileed
Arugpudmsensuaianad edusaumsensuaiiunisuanseonsy AUl
dwiudviwa iesannisidaisanuidnidunnuanselunindleensuniuazaiudn
YeIgUUINT i limdnaudiuanuidnaislulvil muaenedesiuivunuimve sy
Feanunsaanmudaudinsersunivesninmuld Juililinisuansoenseduiiuinanag
Fadunalianmiuseudnisersuailuniingmu aoandesiu Waloha (2013) finuin
uwnditinTssdeinuidngs asannsndlanruAanaranuFnlugusesoaield
Tngliusnisaaunsosnwszesinsazandunisuinisdeldlileeligaydeainudu

fee kLl ULNEiALgpua IR ISHAlanNAY

' v
a = = .

auufgudl 2.1 n1553dsmuiEniidvinansausenisandianuduyaaaly

AduegrelifudAynieads Welinnsuanseensedudndudiwdsdeiny nan1sided

o

TGN

Han15ITeNUI N1533sderuniidninanisausenisanairnuduyaaaly

ad w

Housgsiifodfamneadanisedu 05 Inefinisuanseenseavanifumuusdsiuuuiy
sULUY (Full mediation) wagdlendvdnanisdouintu -.09 Fsnanléin wiinnuiinigg
FatsarudAnasdinisandauduyanalufBuanas idefimsuansesnsedudnidusuys
dwhudvina Tnewinnuiiinsideieauidnarasovedanluyumosasdu il
annsauFumsuanseenmelulienadesiunisuanteenaieuen Jansauansoanle

feauasalavazaduentaldalunisliusnis dnvedearunsaliainugleaonay

'
sala o

mavAUDIRDANNADINITVRIgNAlMTueE19F dwalilianuduiusindugnd saudseu

soutvegraiiousinau Juhbiinsaneianuluyanaluddufiinas (Celiker, 2019)

o
LYY

Aeusanunsaasuladn msfindnauiinisigedieinuidnasiy agaunsoannisanan

anuuypnaluddu funisuaneanseauin

' v
a a

auuRgui 2.2 n135FsdernuidnidvinanisausenisanAinnnuluyaaaly

o9

o w -

AduegnalitedAgyveadf WeilinsuwanseenseaiunuRndudiwlsdawiu nan1s3dell

7

AUAYUANNAFIY

v
Y2 aa

HAN1SITENUIN N1358teRuiAniiBninansausienisandrauuyaaaly

AauegiledAyvneadfinszdu .05 lnefinsuaneansyduniuianduduusdsinuiuy

=

WugULUY (full mediation) wazdiAdvananisdauwiniu -.23 Fana1iladn winaund

ns3Pedemnuidniuwliunasiinisaneianuluyaaalugduanas Welinisuanieen
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v
A a

sefuiiuRndufiuusdesinudning Tasnisidaianuddniu Wuaiuansalunis
nszuindsanmznigluresau Meufauaranuddn mnnsdunadnuagyiinamde
nsuansoen udaesinunisinenidnuarnegidlaninauiifinngdefennuidndeld
nsuasauanieenanal dedmalrninauanstngnalsegaduing liuansirfia
wevFoussgnandufiosing swfmginssuvannivieusndeenvitsaingnd dady
miammmwmﬁuuﬂﬂahﬁﬁlu (Brotheridge & Grandey, 2002) @onnadiu Hoffman
(2000) Aind ¥ msdBefsanuiAnduissniulunsadrsduiusnmdidaumane

wagyhlviyaraaunsnegTuiugduludsauls dsudeaunsoasdlain msvindnauinig

= .

$gatanudngelu azannisanaianuduyanaluddu funiswanseenseAuiuia
Faudanansaasuladn nsindnauinisidadenuidngalu wauisnannisandn
Auuypnaluddy NuNuARIDRNTEAUNURY

o o a

AuuAgIun 2.3 N153%enuian Liiidvsnanmssedrlifeddynsadasie

o

msaneauluyaaaludu nansideilldatvayuaunign

o

dlefansananuanTide wuin ns3dsisanuianlidaninaniansanived Ay
nadfsenisanAinduyaealugdu (0 = 19, p = .29) Tagrznudvinanddedfoy

naifveansiatennuidnidisenisanaiarnuiluyanalugdu Mudiuusussnumig

¥
== v A

DTN TUNTUENIDBNTEAUANLALNISUARIDDNTEAUNURL Feo1ananladn wilnau

= = '

fifinssdaiemnsAndunltufiasimsanaaruiuyaealugBuanas Wolussmuma
orsunifunILanseensEAUEnuionsuansoonsAuuAnduf I sdeiudniwa
Hosmnnsfisdnnuddnduauaansalumadilannufeuazenuidnvesdiuuing
Fedewalindnauaiuisauiuanuidnagluliianuaenadesiunieusn wazannis
uaauansnudnas vilinnausinnamieslunslivinisienisuanseeniiuiing
aonndaausidenes Yoguero (2017) finuin mﬁ%ﬁammﬁﬁﬂLﬂu{]ﬁaﬁugmiumi
SnwinnuduiusidsgninandnnunazgFuuinig dadunistisannisanianuiy
yanalugdy

Yt aAa a '

AuuRgIui 3.1 N33Pedennusdniidvinanisuindeninudiidiuunna

Y 9

v
o w a o o

agdidudAgyneadn Welinsuanseanszaudndudiwlsdewiiu nansideladuayu

AuURgIY

o

HANSITENUI M33FTenusEniidvinanisuindeanudnidiuynnaatiel

° aad o a S-S Y ] o
vdAyeadiinisedu .05 lnedinsuanseansedudniludiwdsdamiuwuuiuuwuy
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¥
=

(Full mediation) wazilA1dnsnanisdeuiniu .09 Iananiladn wilnawniinisizeda

P 1Y)

ANusanluse ‘quLLuﬂﬁuﬁﬁ]vﬁmmﬁ’n%adauumaLﬁu?ﬁu Wednshanseanszauan

5
=

WHusuusdesudndne maddaieauidniy uanuausolumssuilandausives

Y

yanadusuensuailazanudn sfuindulanvesaues viliAaawas andesiu

seninnglukarneuenidesnisdeesnuliguuinisliviu Jadunisdaediunis

=% |

LERIDBNTYAURN AINAMEAINITOLENIDDNIIANNISIhARALIANULLTBEID YIRS UNA

1%

n1snausuifaIngnAl Jeuszauanuduialunishiuinig Fadunistiemianisiul

U

o

AIUANNNIAVBIMWBIATAINENTIEINYAAS (Hulsheger & Schewe, 2011) Aatiuds
asUlidn nsiintdnauiinsi@efiennnuddngetiu azanunsaifinanudniediuyana W

NSLERIBBNTZAUAN

aunRgIui 3.2 n1333sdenuidniidvinansuindenudniediuynnaegnad
Haddyn1eadd WefinnsuansesnszAuiuinludiudsdiinu nan1sidelatuayu

AR

HAN1TITeNUI M33TateruiAnTiBvEnansuandeaudniadiuuanasgnad

o

Heddyneedd fisgdv 05 lnelinsuanieensyAuiuindufudsdmiusuudiugiuuy

a

(Full mediation) wagfiA13nswan1sdouinfiu 09 Fananalédn wiinawiiinisdeds
arudnfuliufiaedanudiSaduyaeaifiniu iedinnsuanseensefuiuindudh
wsderiudvina sa1nnsAnuinisdteisnnnuddnlusuidenisnisunmd ik
wud1 wiknuiidnnsddeieannuddntdu aslinnsfinisuansoonseduiiuinanas 9n
mmmmaa%’u%‘laﬂiugmawaaﬂ%w%msﬁamimﬁuawnmﬁmaaﬁ%’w%mﬂmmsﬁu
iy arwgy vieranad Juilininnuannsadeasiiunisazioundulud

ASUUINI3I1 Anuianvesminlasunmsidnlanas dewaliduusnisfiannulingda

= = &

wagdmuidnafdentinau waglinnusufielunszuiunsdieduednad Fadunis

= A <

WiuaudsadinyanaveantinaIu (geulden et al, 2009) 133@sdanusanisiodu

Y

v
o a Ve =2

danianudAglunisusnismieguain Feaunsaasuladn nsindnauinigideds

U
&

mwmaﬂmu‘u ‘i]vﬁ'm']iﬂLW@JF’]’]W@JﬁWLiT\]ﬂ’JUUﬂﬂa NUNTULERNI9NTEAUNURD

v o o

AUNAFIUN 3.3 N133T9TeAuiEn LuliBviEwannstedaludAynsadfse

Audsaduyana nanveilliaduayuauuigu

ofimsananuan1side wuin nsiaedemnuianlifvinamansaiddoddy
msadidonudnsadiuyana (b = 26, p = .10) Ingagnudnswaiidodfgynisaia
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voansidaismnuidniiidennudiSadiuyana dusuususanumsesuaiiadiiunis
uanseensEAUANLAYNITLARIBNIERURUAY Te01andnléd wifnuidinisdds
anuddnfivualiufiesdanudnsediuyanaiiniu efussunisensuaidiunis
uanseansziudnuiensuanteenseduiuinufiud sdsudning Wosmnnsddeds
mudaniduauanusalunsidilarnufanazesualvesfduldegnagndes anmsien
Tawnldlas ihldndnauianuaenadesiuseninwnuianaglukaznisianiesn
meuen Wunaliananudaudsmienuddn Jsaunsonevauswonnudenisiuusias
anrumsaildegnamnzay uasUiRfuUUINMseianmsarlaty fFuudnisdli
anusdislunisinunluegned Jeinliauisadudunisiianudiewmieliegied

Useansam aiqmaiﬁu‘ﬂun’mﬁmamé’]L%ﬂdauuﬂﬂamaqwﬁmm (Yoguero, 2017)

asunanenAfodul wuth msstsdsmnuEndutafeiidmalintnauinng
uansoansEAuAnIINIY dvdwmafrontdnauuimslunsdanistuanuidn uazannsn
wansoonldogamnganlurnrUithnu uenand medtsdnnuidndsanmsoannis
uansoansyAuiui daduiladeiidmadedentdnmuidduduguanenaiawas fums
v sudaduamgddgivhlifeeumiosninglunisvhau uenaintnisdeds
v =

pusdndaidvswnansdenlunisvilindnanuinisandranuduyeaealuddudias way

WiuaudsaduyanaluntnuHIUNITUANIEINTEAUAN LA NITUARNIDBNSTEAUNURY

¥
a Aay =

Fussaingusvasdvesnuidevuiindesnsfnudadensannisiinaumisening
VRINTNNUUITNIINNITLIME BN Nan1s3TeisAmIAniuanumilesniie lnedl

wSIUNI9sUal U

JDLEUBLUTLAZTRINNA LUNI15IAY

[}
o o

1. nquénegeiildlun1sidensell Wundnouuinislulsameiuiawinty dadu
JmsinsAnwiunguiegeiiinnuvainvaty [ieve18vuULlIATeINgUiIe81e Lay

aunsathlulglaninevneunniy

2. lumsfnwiasalilainuanuduius e seseninenisiadanuidnduaiy
willegying Aatiy Jamsvinsfnwianuduiusseninamsidsinnudniuaiumiles
wihelunguiegreninisldnsdttisnnuidnifuddsenaulunsinnu wu dndeay

v oo

auATILY WudY 971998 iuNaAUEURUS TR U T Y
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