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Abstract
The aim of this research is to examine the effects of the coaches” emotional labor behavior on
emotional burnout and turnover intention. The research group consists of 201 coaches actively
working in various sports centers in Ankara province. Personal information form consisting of
demographic questions, “Emotional Labor Scale”, “Burnout Scale” and “Turnover Intention Scale”
were used as data collection tools. In the research, after the normality test; Spearman Correlation
and Multiple Regression analysis were performed on the data. The demographic information of
the group participating in the study is given as a percentage table. According to the findings, as
the knowledge and skill of the coach increases, emotional burnout, surface acting and turnover
intention show decrease. At the same time, the increase of Professional success of the coaches
causes emotional burnout, desensitization, surface acting and the turnover intention. It has been
observed that the role of coaches, whose professional achievements have increased, has increased
natural acting levels, but it has been determined that the role of deep acting has no effect on the
turnover intention. As a conclusion, it was observed that burnout and turnover intention may
decrease as the level of knowledge and skill increases in coaches. In addition, it was determined
that surface acting behavior was not preferred by experienced coaches and mostly natural

emotions were used.
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Contribution of this paper to the literature
This study contributes to the existing literature by examining the effects of the coaches’ emotional labor
behavior on emotional burnout and turnover intention.

1. Introduction

Today, the emotions of the employees and the management of these emotions play a key role for the
enterprises in all sectors in the business world. For this reason, employee emotion management has become the
focus of researchers especially in the last decade (Lee & Chelladurai, 2018). When the literature on the subject in
analyzed, it is seen that although the researches in sports management are mostly evaluated in terms of customers,
recent researches also focus on issues such as employee performance, behavior and burnout (Fletcher & Scott, 2010;
Lee & Chelladurai, 2018). Along with globalization, one of the most important factors that bring success in the
service environment, especially with the increase in the number of enterprises, is that the employees act in a way
that meets their current goals and meets the expected performance. In this sense, the most important
distinguishing feature is; that employees show superior performance characteristics, that is, they have a “contextual
performance” perception (Yiiriir & Unli, 2011). At this point, although the behavior of the employees towards the
customers is very important for the customer and the enterprise, when viewed from the perspective of the
employee, it is seen as a situation that may have to exhibit undesirable behaviors and as a result may lead to
burnout.

1.1. Emotional Labor Concept

The concept of emotional labor was first expressed in Hochschild’s book "The Managed Heart", and in the
tollowing years, various researchers related to emotional labor introduced new approaches. These approaches are
Ashforth & Humphrey, Hochschild, Morris & Feldman and as a last Grandey (Balci, Erdeveciler, & Altinsoy, 2019).
Emotional labor concept (Hochschild, 1983) which is defined as managing and changing internal emotions during
the fulfillment of duties for the employee, can create unwanted emotions and stress factors in the staff (Lee,
Chelladurai, & Kim, 2015). Hochschild (1983) defined the concept of emotional labor as “managing emotions for a
certain wage”. Later, Ashforth and Humphrey (1993) explained the concept of emotional labor as “displaying the
right emotions”. Morris and Feldman (1996) on the other hand, stated that “effort, planning and control required
to express the desired emotion organizationally during interpersonal relations”. Finally, Grandey (2000) defined it
as both regulating and managing emotions in order to be effective in the business environment. These definitions
include organizational expectations of employees’ interactions with customers and the state of internal tension or
conflict that arises when employees need to display false emotions known as emotional dissonance (Jeung, Kim, &
Chang, 2018). Emotional labor occurs in a variety of professions that require both directly face-to-face contact and
a state of emotion (for example, anger or kindness) to those with whom they are in contact (Hochschild, 1983).
Grandey and Gabriel (2015) one of the researchers interested in this subject; they have developed a comprehensive
emotional labor model consisting of premises, results and moderators. Grandey and Gabriel (2015) stated that
emotional labor emerged as a function of the emotional needs of current situation, the individual’s inner emotion
regulation process and its observable emotional performance When individuals recognize appropriate emotions (i.e.
emotional needs), they perform internal emotional regulation strategies to change (i.e. emotional regulation) and
then to express those emotions (i.e. emotional performance) (Lee & Chelladurai, 2018). It can be said that these
three components are intertwined to formulate the dynamic and mutual process of emotional labor (Grandey,
2000). Organizations define “codes of conduct” that contain standards that enable employees to reflect the right
feeling to their customers (Yiiriir & Unlii, 2011). These behavioral rules are the rules for keeping negative
behaviors while waiting for employees to display positive behaviors to suit their business objectives (Augustine &
Joseph, 2008).

Hochschild (1983) considered emotional labor in a two-dimensional structure as surface acting and deep acting
behavior, but Ashforth and Humphrey (1993) also added natural behavior to these dimensions. In subsequent
research, researchers dealt with emotional labor with a structure inherent in natural behavior (Ashforth &
Humphrey, 1993; Diefendortt, Croyle, & Gosserand, 2005; Grandey, 2000; Hochschild, 1983). Surface acting is the
process of changing the expressions (for example smiling) that the employee encountering a customer or consumer
reflects to the customer without changing their inner feelings. In the surface acting behavior, the false emotions
occur by suppressing the real emotions of the employee and dictating the business rules (Chu & Murrmann, 2009;
Lee & Chelladurai, 2018). It is stated that, by applying the model of Fletcher and Scott (2010) a coach who could
not enter the cognitive assessment stages while encountering stress exhibits a role-playing behavior on the surface.
In the role of deep acting, the employee is trying to transform his personal feelings into the desired emotions, that
is, he should act. Behavior in this context arises in the effort of the employee to experience the emotion specified
according to the situation. For example, after a defeat, coaches perform deep acting when they try to calm their
nerves by reassessing the situation as a challenge rather than threats or harm (Lee & Chelladurai, 2018). Therefore,
surface acting behavior is related to observable expressions, and deep acting behavior is related to changes in
internal emotions to meet institutional expectations (Grandey, 2000). According to Rafaeli and Sutton (1989) the
situation in deep acting behavior is a benign act, while the situation in surface acting behavior is a malicious
approach. Because the surface acting behavior characterizes the observer as an act of deception for the interests of
the institution in case of exhibiting the behavior. Diefendorft et al. (2005) defined the third category of emotional
labor (natural behavior) as the process of experiencing one's spontaneous emotions without effort. For example, it
has been seen that coaches who naturally feel and display enthusiasm during the practice show natural behaviors
(Lee & Chelladurai, 2018).While the studies in the literature on the subject suggest that emotional labor will have
negative results, some also state that it may have positive results. Researchers who are concerned with the negative
consequences of emotional labor often relate to burnout and job dissatisfaction (Abraham, 1998; Aziz, Widis, &
Wouensch, 2018; Baker, Chu, & Murrmann, 2012; Grandey, 2000; Hochschild, 1983; Kim, 2008; Lee & Chelladurai,
2018; Lee, 2019; Morris & Feldman, 1996; Noh, 2017; Wharton, 1993). Emotional labor can form an important
psychological structure within sports organizations. This structure has the potential to shed light on establishing
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an effective coping strategy that allows them to improve individual outcomes (e.g. stress and health) and
organizational outcomes (e.g. athletes and team performance) (Lee & Chelladurai, 2016). In the context of sports,
some professions require employees to interact directly with other individuals. For example, personal coaches must
use emotional labor to interact with customers in fitness centers (Lee et al., 2015). It is known that the coaches in
the service sectors of the sports field consciously display emotions suitable for the business purpose when they
encounter emotionally different events in their interactions with customers and followers for a fee. Contrary to this
is likely to be considered as a reason for businesses to dismiss them (Ashforth & Humphrey, 1993). When the
literature is examined, studies involving emotion management for individual well-being are included in sports
organizations (Wagstaff, Fletcher, & Hanton, 2012; Wagstaff., Fletcher, & Hanton, 2012) especially in recent
years, research involving the emotional behavior of coaches has been focused on Fletcher and Arnold (2015); Lee et
al. (2015); Lee and Chelladurai (2016); Lee and Chelladurai (2018).

1.2. Emotional Labor and Burnout

Maslach, Jackson, and Leiter (1996) defined burnout as “emotional exhaustion, depersonalization and personal
accomplishment”. Coaches who are exposed to high demands related to work for a certain period of time appear to
be emotionally exhausted, and this may cause the coach to become insensitive and personal accomplishment (i.e. a
decrease in one's sense of ability and productivity) (Lee & Chelladurai, 2018). Such experiences have been found to
have significant effects on team performance and coaches’ health and well-being (McNeill, Durand-Bush, &
Lemyre, 2017). Many studies have consistently shown that different aspects of emotional labor affect individuals'
burnout differently (Aziz et al., 2018; Larner, Wagstaft, Thelwell, & Corbett, 2017; Lee & Chelladurai, 2018; Lee &
Ji, 2018; Lee, 2019; Tolukan, 2019).

The surface acting, which includes the process of suppressing unpleasant and unwanted emotions and
displaying different emotions, creates emotional mismatch in the person and reveals the feeling of originality.
There is no emotional incoherence in the deep acting, since the inner feelings are changed before they appear.
Finally, natural emotions are negatively associated with coach burnout, because the process does not need to
produce any emotional dissonance and psychological effort (Grandey & Gabriel, 2015). In line with this
information, the following hypotheses have been developed:

H1: There is a positive relationship between coaches' feelings of surface acting and emotions of burnout.
H2: There is a negative relationship between coaches' deep acting emotions and emotions of burnout.
H3: There is a negative relationship between coaches' natural emotions and emotions of burnout.

1.8. Emotional Labor and Turnover Intention

Rusbult, Farrell, Rogers, and Mainous III (1988) see their turnover intention as disruptive and active actions
that employees take if they are not satisfied with their job conditions. The theoretical background of the
relationship between emotional labor and turnover intention is emotional dissonance theory and research (Chu &
Murrmann, 2009; Cote & Morgan, 2002). According to the emotional dissonance theory, the difference between the
emotional representation that the organization expects from the employees and the emotional representation that
the employees show as they come from causes an emotional dissonance and affects the employee (Kruml & Geddes,
2000; Morris & Feldman, 1996). It is considered that the increase in this difference may have negative
consequences such as dissatisfaction in the employee, creating dissatisfaction within the organization and among
colleagues, low performance of work and the intention to quit (Grandey, 2003). Based on this point, the following
hypotheses have been developed by making use of previous researches and theories related to the subject:
H4: There is a positive relationship between coaches' surface acting emotions and turnover intention.
Hs: There is a negative relationship between coaches' deep acting emotions and turnover intention.
He6: There is a negative relationship between coaches' the natural emotions and turnover intention.

1.4. Burnout and Turnover Intention

As mentioned in many studies, a negative result of burnout is the increased risk of leaving work (Kilo &
Hassmén, 2016; Kubayi, 2018). Many coaches who graduated from sports science departments in our country can
find themselves in a limited number of work areas. For this reason, it is important to find out the factors that may
reduce the intention of the coaches to quit. Among a number of factors leading to the turnover intention, coach
burnout has been found to play an important role (Kilo & Hassmén, 2016; Raedeke, 2004). In this context, the
tollowing hypothesis has been developed:
H7: There is a positive relationship between coaches' burnout and turnover intention.

2. Method

In this study, in which the quantitative research model was adopted, the correlational survey model was used.
The purpose of screening research is to make a description by taking a picture of the current situation related to
the research subject (Biiyiikoztiirk, Kilig Cakmak, Akgiin, Karadeniz, & Demirel, 2017).

2.1. Research Group

While creating the group, convenience sampling method, which is non-random sampling methods, is used.
Convenience sampling method is a non-random sampling method in which the sample segment chosen from the
main mass is determined by the researcher's judgments. In convenience sampling, the data are collected from the
main mass in the easiest, fastest and most economical way (Etikan, Alkassim, & Abubakar, 2016). The study group
of the study consisted of 201 (n = 104 men and n = 97 women) working in private sports centers in Ankara. The
findings related to descriptive statistics are given in Table 1.
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Table-1. Percentage Distribution of Participants' Demographic Information.

Variable Group f % Total X S Min. Max.
‘Women 97 48,3
Gender Men 104 517 201
High School 9 4,5
Education Level University 175 87,1 201
Graduate 17 8,5
qulfing Hours | Yes 145 72,1 Tl
Satisfaction No 56 27,9
Age 201 25,34 5,14 18.00 56.00
Service Year in the Profession (Month) 201 54,37 53,37 2 384
Average Monthly Income 201 2377,47 | 1331,54 250 7000
Coaching Knowledge-Skill Level 201 7,24 1,66 1,00 10,00
Success in Profession 201 7,48 1,62 3,00 10,00

Note: Frequency (f).

2.2. Data Collection Tool

As a data collection tool, first of all, the personal information form containing the demographic information of
the participants was applied to the participants, and secondly, “Emotional Labor Scale”, “Maslach Burnout
Inventory” and “The Turnover Intention Scale” were used. The collected data were analyzed with SPSS 24
program.

Personal Information Form: This section contains 9 items related to the personal information of the
participants. These variables are; age, gender, education level, year of service, branch, working hours satisfaction,
coaching knowledge skills and success in the profession.

Emotional Labor Scale: The "Emotional Labor Scale", which was developed to determine the emotional labor
behavior of the employees, was created by adapting and developing some items of emotional labor scales by
Grandey (2003) and Kruml and Geddes (2000). The scale, consisting of 13 items in total, includes three dimensions:
surface acting, deep acting and natural emotions. The participants evaluated the scale items with the help of the
five Likert Scale (1 = Never, 5 = Always).

Maslach Burnout Inventory: Maslach Burnout Inventory was developed by Maslach and Jackson (1981) and
Turkish adaptation studies were done by Ergin (1992). The scale, consisting of a total of 22 items, evaluates
burnout in three sub-dimensions: Emotional Exhaustion, Depersonalization and Personal Accomplishment.

The Turnover Intention scale: The 3-item turnover intention scale developed by Cammann (1983) and
included in the study by Mimaroglu (2008) was used to measure the turnover intention.

Collection of Data: The scale questions were applied in the form of one-on-one questions and answers, during
the data collection phase. The individuals who participated in the study were informed by the researcher about the
importance of the study and their importance for this study, and in this context, it was stated that the fact that they
gave correct and reflecting answers to the current situation would affect the reality of the research. For this reason,
it was assumed that the individuals participating in the research responded realistically to the scale applied.215 of
450 distributed questionnaires were collected. 14 of these surveys, which were analyzed, were not evaluated
because they were filled in incorrectly or incompletely by the surveyors. As a result, 201 questionnaires were
accepted as valid and evaluated.

2.3. Data Analysis

In order to test whether the obtained data shows normal distribution, skewness and kurtosis analyzes were
applied and it was understood that the data showed normal distribution as a result of these tests. In the normality
distribution measurements, when skewness values are between -2 and +2 and kurtosis values are between -2 and
+2, then the data is identified as normally distributed (George & Mallery, 2010). Spearman Correlation and
Multiple Regression Analysis were applied on the normally distributed data. The normality data and Cronbach's
Alpha reliability coeflicients of the scale were investigated and given in Table 2.

Table-2. Skewness - Kurtosis values and internal consistency coefficients of the scales.

Scales Sub Dimensions Items Skewness Kurtosis o
Emotional Exhaustion 9 ,175 -,358 ,87
Burnout Desensitization 5 ,291 -,309 75
Personal Accomplishment 8 -,603 ,602 ,80
Surface Acting 6 ,187 -754 ,90
Emotional Labor Deep Acting 4 -,452 ,085 81
Natural Emotions 3 -,470 -,299 ,80
Turnover Intention Turnover Intention 3 611 -,9438 ,93

Note: Skewness is acceptable for -2/+2, Kurtosis is acceptable for -2 /+2.

3. Results

In Table 3, the correlation analysis results of the scales were given. According to the findings, there is a
statistically low negative correlation between the coaches” knowledge and skill level and emotional burnout, surface
acting and turnover intention. As the coaches’ knowledge and skills increase, his emotional burnout and surface
acting and turnover intention decrease. There is a statistically negative, low and medium level relationship
between the professional success of the coach and emotional burnout, desensitization, surface acting and turnover
intention. As the professional success of the coaches increases, their emotional burnout, depersonalization, surface
acting and turnover intention decrease. There was a statistically low level of positive correlation between
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professional success, personal accomplishment and natural acting sub-dimensions. As the professional
achievements of the coaches increase, personal accomplishment and their natural acting also increase.

Table-3. Correlation analysis results related to the scales.

ls)l;:)nensions ! 2 8 * 5 6 £ 8 9
1-CKS 1

2-CPS 0,794%% 1

3-SA -0,190%* | -0,189%%* 1

4-DA -0,101 -0,046 0,210%* 1

5-NE 0,100 0,150% -0,368%%* 0,168%* 1

6-EE -0,219%* | -0,226%* 0,560%% 0,081 -0,296%* 1

7-D -0,071 -0,205%%* 0,410%* 0,027 -0,300%* 0,668%% 1

8-PA 0,102 0,185%* -0,109 0,240%* 0,389%* -0,188%* | _0,887%% 1

9-T1 -0,358%% | _0,405%% 0,401 %% 0,0708 -0,369%* 0,567*% 0,275%% | -0,161% 1

Note: *p<0.05; **p<0.01; CKS: coach knowledge-skill; CPS: coach professional success; SA: surface acting; DA: deep acting; NE: natural emotions; EE:
emotional exhaustion; D: depersonalization; PA: personal accomplishment; TI: turnover intention.

There is a statistically positive moderate relationship between the emotional exhaustion levels of the coaches’
and their depersonalization, surface acting and turnover intention. As the coaches’ emotional exhaustion increases,
their depersonalization, surface acting and turnover intentions also increase. There is a statistically low negative
correlation between emotional exhaustion and personal success and natural emotions. As emotional exhaustion
increases, personal sense of accomplishment and natural emotions decrease in the coach.

Table-4. The effect of emotional labor and burnout perception on the turnover intention.

Dl . Non—Stand.ardized Standar.dized Level of
Variabl Independent Variable Coefficients Coefficients t Sionifi
ariable B Std. error Beta ignificance
(Constant) 2,528 0,472 5,361 0,000
Turnover Surface acting 0,345 0,085 0,286 4,089 0,000
Intention Deep acting 0,091 0,094 0,065 0,967 0,385
Natural Emotions -0,356 0,91 -0,275 -3,910 0,000
R= 0,470 R2=0,209 F=18,639 p= 0,000
(Constant) 1,407 0,526 2,674 0,008
Turnover Emotional Exhaustion 1,073 0,117 0,710 9,190 0,000
Intention Desensitization -0,154 0,051 -0,249 -3,023 0,008
Personal accomplishment -0,230 0,112 -0,128 -2,051 0,042
R= 0,596 R2=0,346 F= 36,193 p= 0,000

Note: p<0.000.

In Table 4, in order to evaluate the power of the Emotional Labor Scale and Burnout Inventory sub-
dimensions, the turnover intention was taken as dependent variable and multiple linear regression analysis was
performed. When the table is examined; It was determined that the VO sub-dimensions significantly predicted the
turnover intention variable (p = 0,000) and that the independent variables explained the turnover intention at the
rate of 18.6% (R2 = 0.209). Of the independent variables, it was determined that only the deep acting had no
significant predictive effect on the dependent variable.

Again, the turnover intention as a dependent variable; As a result of the analysis conducted to evaluate the
predictive power of the Burnout Scale sub-dimensions as an independent variable, it is seen that the BS sub-
dimensions explained the intention to quit from work by 36% (R2 = 0.346). All of the independent variables have a
significant predictive effect on turnover intention.

4. Discussion

According to the results of the research, a statistically negative and low-level relation was found between the
knowledge and skill level of the coach and the emotional burnout, surface acting and turnover intention. This
shows that while the H1 hypothesis is not confirmed, the H4 hypothesis is not. As the knowledge and skill of the
coaches increases, emotional burnout, surface acting and turnover intention decrease. When examining the various
emotional states that arise in the business environment, it is necessary to divide the occupational groups into two
as occupational groups that require physical labor and emotional labor.

In occupational groups that require emotional labor, such as the coaching profession, it is important that
employees have control over their emotions because employees in this group must frequently interact with people
around them Grandey and Sayre (2019). Considering that the concept of burnout leads the person to three different
negative behaviors such as emotional exhaustion, depersonalization and personal success reduction, it is known
that it can direct employees not only to coaches but also to employees to leave their jobs (Brotheridge & Grandey,
2002). Burnout, on the other hand, can increase the turnover intention by creating low performance in coaches. A
study showing that the professional burnout of coaches is related to the sense of job satistaction, emphasizing that
the emotional commitment to the profession in coaches can have positive results for the athlete and the team,
suggesting that trainings can be given in different strategies especially for these occupational groups that require
emotional labor(Lee et al., 2015). These trainings can help coaches express themselves more comfortably within the
team, as well as create positive effects such as reduced sense of burnout and strengthened professional commitment.
As a matter of fact, according to a study examining the professional burnout status of coaches, more burnout is
observed in coaches taking part in prestigious matches (Hjalm, Kentta, Hassmenan, & Gustatsson, 2007). However,
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it is possible to see different results when the literature is examined. For example, in a study examining the
burnout levels of football coaches, unlike the previous result, it was found that coaches’ burnout levels were low,
but it was suggested that training-related activities should be carried out to avoid problems such as keeping the
motivation of the coaches high and role conflict (Tolukan, 2019). These results are similar to our results regarding
emotional burnout, surface acting and turnover intention, with the increased knowledge and skill of coaches.

In the research, it was determined that as the professional success of the coaches increased, their emotional
burnout, depersonalization, surface acting and turnover intention were reduced. Considering the relationship of
coaches with athletes, it is known that common areas and face-to-face communication are quite intense, both in
encounters and training hours. Although it is known that this situation may increase the perception of burnout, it
can be thought that the professional experience factor has a preventive effect on this negative effect (Brotheridge &
Grandey, 2002). The coaching profession, which is seen as a highly dynamic and socially relational activity, is
known as a profession group that requires skills and experience in many fields including competition,
entertainment, social activity, self-esteem development, physical empowerment and education. Therefore, it would
not be correct to think that the person who is positioned as a coach only works on improving sports performance
(Morgan & Bush, 2016). In this case, it can be thought that the coaching profession, when combined with the
factors in question, has different effects on exhaustion and leaving work. As a matter of fact, in a study examining
the relationship between emotional exhaustion between the professional years of the coaches, it was found that
more emotional exhaustion was observed in the coaches working between 9-12 years, but in the same research, it
was found that this effect started to decrease and the sense of desensitization decreased in the coaches with 17 years
or more (Biber, Ersoy, Acet, & Kiigiik, 2010). In a study where demographic factors have not been tested, but the
relationship of coaches' professional burnout levels with co-workers has been determined, it has been determined
that the sense of burnout may decrease over time and there are strong relationships in the perception of burnout
tor coaches, athletes and other employees (Myhre & Moen, 2017). In a different study using qualitative method, it
was found that coaches who experienced high burnout showed symptoms of fatigue, sleep problems, drowsiness
and similar as the season progressed, while coaches who experienced low burnout felt more active in this process
with their feelings of being more energetic and cheerful. The research emphasizes that this situation may be related
to motivation and experience (Bentzen, Lemyre, & Kenttd, 2017). These results can be seen as the effects of the
professional experience factor and are similar to our research results. It is also important in terms of showing that
the motivation phenomenon has direct effects on burnout and turnover intention.

According to the results of the research, as the professional achievements of the coaches increase, personal
accomplishment and natural emotions also increase. In a master's thesis research examining the burnout levels of
coaches working in private gyms; it was observed that coaches working 11 hours or more experienced more
emotional exhaustion than the other group, similar to the research results in the literature. According to the results
of the research, it was determined that the personal success feeling levels of the coaches in the group giving private
lessons were higher than the coaches in the other group, but there was no significant difference in the sense of
burnout (Aki, 2014). The profession of coaching can be seen as a working environment in which sociological
perspective will increase as personal success increases and professional success will increase. However, this
situation, of course, brings more stress factors. Therefore, coaches may tend to quit their profession, thinking that
they may not always maintain their personal sense of accomplishment. Therefore, the desire to move away from an
environment that requires high performance constantly suggests to coaches to step back from this tiring
environment that requires continuous success (Olusoga & Kenttd, 2017). It is observed that the stress factor
imposes a significant burden on the employees in the institutions where the personal and professional sense of
success 1s desired to be at the top, and they are pressured to protect this performance by their superiors. This
situation creates negative situations especially in the form of distress, fatigue and burnout among employees and
leads them to behaviors that can lead to quitting the profession (Grant, 2017). In another study on stress factors,
emotional labor and burnout, this situation was supported and it was found that the frequency of organizational
stress factors increased the sense of burnout for sports activities. The research emphasized the importance of the
emotional labor factor between the frequency of organizational stress and burnout based on the results obtained
(Larner et al.,, 2017). Frequent and chronic work stress can provide social support gains in difficult situations
within the organization and as a result, it may be thought to have a positive aspect in terms of managing job
demands, but this situation cannot prevent burnout (Jeung et al., 2018). These results confirm the H3 and Hé6
hypotheses, but suggest that the personal accomplishment in coaches may put them into burnout in the future,
even if it is considered as a positive process at the beginning.

When the results of the research were examined, it was determined that the role of deep acting in the turnover
intention does not make a significant difference on the dependent variable, and the H2 and H5 hypotheses were
confirmed. When the literature is examined, it is seen that this situation is similar to the result of a research
conducted in different occupational groups. According to the research result in question, deeply acting behavior
does not have a significant effect on job stress (Celik & Yildiz, 2016). In a study examining the emotional labor and
coach competencies of football coaches in connection with the subject, a positive relationship was found between
deep acting behavior and coach competence, and this result was explained as the intention of the coaches to show
sincere feelings by emphasizing that it was related to the motivation and character structure of the coaches (Giillii
& Donuk, 2019). Since the concept of emotional labor is known to be a publicly observable face and physical image
behavior (Hochschild, 1983) it can be seen that the use of such behaviors by employees is actually positive aspects.
Indeed, in a similar study, it was found that the deep acting did not create statistically significant differences on
exhaustion or depersonalization and showed positive relationships on job performance and job satisfaction
(Humphrey, Ashforth, & Diefendortf, 2015). These results in the literature confirm the H7 hypothesis and are
similar to our research results, but the existence of many factors related to emotional labor and role-playing
behavior and the existence of many emotional labor-related factors (Hings, Wagstaff, Anderson, Gilmore, &
Thelwell, 2018) are considered important for the investigation of such relationships in future research.
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5. Conclusion

As a result, it was found that, as the knowledge and skill levels of the coaches increased, they were more
resistant to negative emotional states such as burnout. Surface acting behavior, which is seen as an artificial
phenomenon, decreases with experience and reduces the emotional burnout feeling of the coaches. The duration of
coaches' duty is seen as an effect on burnout and leaving the profession. As a matter of fact, as the duration of the
profession increases, even if there is a sense of burnout, the eftect may decrease with the experience factor. This can
be considered important in that it emphasizes the importance of experience in the coaching profession. Professional
and personal success can strengthen the emotional state of the coaches and increase their motivation. However, as
this situation continues, it has been determined that coaches may experience performance anxiety and as a result
they may tend to turnover intention due to this concern.

Emotional labor and deep acting behavior can be considered as a natural process for coaches. Because the
coaching profession is an emotional labor-intensive profession by nature, such behaviors suggest that coaches
behave naturally in terms of their profession and successfully fulfill the requirements of the profession. The fact
that coaches, who interact with many athletes and sportsmen, especially because of large sports organizations, try
to overcome such situations successfully, shows that they act as internally as possible while showing emotional
labor. These results are important for determining that coaches are experienced in job stress.

It has been observed that coaches use emotional labor behavior very effectively in their professional life and
they provide this situation in the balance of motivation and performance. Disruption of this type of balance should
be seen as a factor that will increase the intention of leaving the job.

6. Suggestions

Coaches try to manage a very crowded social environment consisting of athletes, followers and other sports
members. This situation causes coaches who are at the center of all successes and defeats to show a lot of emotional
labor. Emotional labor behavior leads coaches to negative situations such as burnout and turnover, when
professional difficulties are not managed well. In this case, the working time and performances of the coaches must
be reviewed. Coach, who is in constant expectation of success, may experience burnout earlier and turn to
profession behavior. This situation should be taken under control with the sports organization managers. Since it is
seen that coaches are more successtul when their motivation is high, it can be suggested that managers should
empathize in the process and try to manage the workload in a balanced way. Increasing the knowledge and skills of
coaches is another issue that can decrease the intention to quit. For this reason, increasing the activities in which
they can gain training and skills can be positive for coaches. Since the situation in question will increase the sense
of personal success, it is thought that it can naturally reduce undesirable conditions such as burnout.

The research was carried out with 201 coaches belonging to private sports centers actively working in Ankara.
In future research, this number can be increased and coaches from different provinces can be included in the
research. Quantitative method was used in the study and various scales measuring the emotional state of the
coaches were analyzed. In future researches, qualitative method can be used and emotional labor and burnout
situations can be examined together with coaches of different branches. With this method, since the personal
opinions of the coaches can be reached, broader conclusions can be made about the intention to quit and emotional
labor.
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