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Abstract
An Exploratory Study on NGO Workers’ Emotional Labor

: Focusing upon the work experiences of NGO Workers

Shim, So-Young

Department of Civil Politics and Culture

The Graduate school of Public Policy & Civic Engagement
KYUNG HEE University

This  research  regards  work  experiences of  Non-Governmental
Organization(NGO) workers as emotional labors. It shows several noticeable
findings.

Firstly, the majority of NGO workers played their own role having keen senses
of moralities and good intention. However there are possibilities that emphasis
upon morality and good intention could lead workers to emotion suppression in
daily life.

Secondly, as motivations of NGO workers is derived mainly not from the
extrinsic reward, but from the intrinsic reward. it turns out that NGO workers
used to set up excessive goals or to overwork, the result of which would be
feeling burn-out.

Thirdly, NGO workers have a difficulty in distinguishing their personal life
from the work, which seems to cause emotion suppression.

Fourthly, the feeling display rule is determined by NGO workers themselves,
not by an organization system.

Lastly, the moral impression of NGO workers created by the public,
motivations derived from the intrinsic reward and ambiguity between work and
life, all these factors operates as a mechanism to suppress their emotion.

[ronically, the obsession with taking initiative from intrinsic reward and deep

acting(emotional labor strategy for attitude-behavior consistency) is a factor
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leading to burn-out, especially when the extrinsic rewards given to NGO workers
used to be quite low.

Furthermore, it is better for decreasing the level of burn-out to have a
guideline determining their role clearly at work. In short, it is more stable and
long-term strategy to prevent burn-out having NGO workers gain self-autonomy

or initiative at work little by little under the firm feeling display rule so called

guideline.
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