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Work Experiences and Emotional Labor of Multi-Family Housing
Workers: A Case Study of General Management Workers in Daejeon,
South Korea

Byungju Chae, Heesug Moon, Inyi Choi

Chungnam National University

This study analyzes the working conditions and emotional labor of residential management workers
and facility management workers classified as general management workers in multi-family housing.
By doing so, it examines the impact on emotional labor from the labor environment surrounding
general management workers. The research methods included surveys and focus group interviews
(FGls) targeting general management workers in multi-family housing in Daejeon Metropolitan
City. The surveys were conducted to comprehensively assess aspects such as employment
structures, the extent of emotional labor, and levels of organizational protection. Meanwhile, the
FGls explored specific work experiences and the qualitative aspects of emotional labor. The study
found that most general management workers were employed by outsourced service companies
operating under subcontract agreements between the residents’ representative councils and these
companies. This arrangement resulted in low job security and a structural issue where workers
found it challenging to refuse unreasonable demands from residents in order to secure contract
renewals. Unreasonable demands and complaints from residents, along with the hierarchical
relationship with the residents’ representative councils, appeared to exacerbate the workers’
emotional labor. In this process, workers experienced psychological burdens as they suppressed
their negative emotions. The findings of this study highlight the need for institutional protections
and societal attention to the working conditions and emotional labor of general management workers,
an area that has received little focus.

Keywords: Multi-family Housing, General Management Workers, Emotional Labor, Residential
Management Workers, Employment Structure, Subcontract Agreements
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