HZAMS|HT 35(4), 2015, 217-244
Health and Social Welfare Review
http://dx.doi.org/10.15709/hswr.2015.35.4.217

LAl ZEesit A8, AR
TA2A HeRtA 2QEHE HluEN

2 7| ® 20y
(Aeohstu/ s TSt (Aledthetan)
2o o 2| o ¥
(st (ISt

£ i 7] o] IAXIRREe] X A GRAE sekel
9lo] gale] wpfee BAsI) A7) ke AR 2k TRt 53
(39 137 B30l RKBOIRE) 1301 SR 7HAIE o WmEAsIg
AT AT 3, ATRPELT BOlRA0) 7B} LA, T2 TANFH)
B e Aak 25T TAKEY FolA AEETe ol Bolaelo]
9K, WA TAXGRY B QR ST Agelo) Btk B, AuPaLn}
BOlR Y LEoX] ZH5AL0] S-S TAXRAC] gHSl Qg miFck A,
Bolglo] sk 7k5Ale] 9 Zgice] ARKE 7avo] Blsigont ATkt
810] 790l Babo] YR AL A=E TAKIFRC) Al Qo 2
A1) RS Suli Ak BRI 4 7HEAR Aol
TAXG] B GFL vIHOM, AVRIE 25 7R 7
Qlke) olefst B4 ANE B F e 2R wERe u, wpiel
9 ZHAIES] PP RS E 5 UL BT .
ZEoR U] 9ol 7EBAIS] At Bl el thet RS ek,
LS Fol Bl et 7ol Yiwiske 4 QLS Sjok Gk

¢

P>

A w7z 5o

bt

L o,

FQE0: YH=S, ZHAT, DUKIFY, 284}

o] A7 7| THLEUSI(RB)] A9E B3 =79 (IRB 521 H5: 1041495-201311-HR-04-01)
E A= 20139% FUHEy WA o] Qlsf 4=aiE A

* WA F9ket 8ok (mkcehoi@korea.ac kr)

WS 2015.7.29 WY 2015102 WAKEREY: 2015.10.8



HYAE| AT 35(4), 2015, 217-244

Health and Social Welfare Review

I. A&
1. g9 =M

20009} o]F Hpioe APge] fgRehs IAAFE Y B0 S84
Axshal otk & BioleAlH Ao ek ol Ate] Aol Ae), A=) 1t A
3k, AmARE Y, Haolze] et AgRAle] Ak Y] st 5o QI8
B0 eRAE AM7|PAY AR Yol 8L T4, 2004; 2317,
2011). oj2fet Haolw Apgel egHsie} Q14 tiAn|Aeks HaolwAn|Ag
54e 18T 1 1A4NESS Aash] ek SARRS ko] INhE Fasitial
ST

53] Haemza]e] SARE Fo] BHsAY oRkE SAE tHdCR HIAEIAE
As3for etks Aol 1L 130] 7] k& Aol WA Agolu A5t gl
HF|o 2 sl gt ARIAE Alsdler sie SRS ieeS ZdsH
et S BolaAu|s FARE S Qi)Y mieel 7Sl WHd 25 A
o] EHH o= NAofA A -SHsloF Sk 478 =& (emotional labor) A%
Ho] ot disolzt BieAet dRaaiS lsiA Zikle] A= Fdske ATt
2AolH 87k WHER 7o) Aol7t AT o) AAle] PHEAS SASIHL
SIAY ZAof|A Q5 k= EXJSH 7S sl & u YERdTH(Biennstock, Caro,
& Smith, 2003). HAARAB|Z FARE GA] ofgfel g0l SAk= Aol
IJ59 ARl dvke HAQmrie2 159 ovA|et oke Ad 4= %)
ZCITHESPY, 2011). ofF 3l B[ HE2 2A=AH|A FolA Z5tt =
olgstol 19| 875 IFACRN FAolA APEA 915 HoHHAL
by 1870 5 93t o s ymAkl HAcleAHA FARE slotd
TAAGFE Aot YES A 2H9| Aula AF4S FAIET
CFFA], 2004).

BAET® A2 240 87E F5ote I IA AAle] A4S
o) 2 FE RO agAel JRAful] Agsich BeEl JeE A4lo] 2He
2ot Fick ofeigh FolH akst HHEYE Alojo] 2o Wayet ozl

i)

rr

i



ZHEAjel ARSI UHAT, DU|EHO)

AN ST STEENY

2 T sALE dlofa AAZ g7xloR s 74 R (emotional exhaustion)S-
AP BrHAAE, 47, 2000). ARANE A0S S AL, vlelAs)
RVIERE At 521 384 % 4718 AFels 7K AR Rslofek & 4 9t

[e]
(Maslach et al., 2001). AH@;LCA] U:}_EL AR 50 tEAQI FA% Axjo|ct
[
()

2700 K FFS A, YHP s o JFHo] gtk g5k
Glomb&} Tews(2000)= 7FE A EE, & FHPZS 40| o]

PeEe 407 PRAGICHT Hokh 2 FUAS] EAWEL 2410 4L o
P 41214 1212 712017 B, ol Qs 2410} 7T A5e] BUXE A

Hot A FUHBSS JAF AR = A2 o]24 SHHGross & Levenson,
1997).
502 Qe AL A= IR0l 7

2004). P2 Qg FAA A4, S PIATR ket Al AlA1E SHollA Fog4
AIE 7HAE 4= 9loH, ol fF9] Aol JFS ”]ﬂWWoolpin et al, 1991).
E35|) 1 A3}0] H=o] @& Au|A At = Aol AL 1AL
thabgoll S HIA ARl 0”501] FFS 1A 7Fs40] = Maslach(1982)= X
Q19] 7rgavo] 121e] ool HA RFe vk A7 AnE wEslch 17
A2 5719J527 o] Al ol19] YOI A Bl HISIsA
A5 ASthe A2 ouiRitt & HAolwr o] nHAlY E5-2 49| oA QA
=31 11A49] o]ols FANTIE WRECE YolZK= Aotk 2ol 2011). wWabA HA
OfmAfr]A FARIL] Zd4xzlo] A 39 A= IR0l oA Hof 71e]

&
19
o,
o
N
r
%)
o)
oﬁ

= 542 9FS € 4 At Brotheridge®}

Lee(2002)= uLJ_r H%JOl WHBES ok 39 140lA 344 A8 EdsH] sk
SN2 IS éﬂﬂ =23l= Zlo]7] WiiRo] 1j0] 87 2 E5f Wljeyrt
A 875 k= AR RAL 915l 54

o= o@woﬁ 4, 0% S g7l 9] wheol 1A49] 84 S5 5%t
Thjgso] 2717 =iy Hokt} T3 Allen 5(2010)2 1ZX|ERdo] FHH SO
oA FFFe WAL, WHBEole 3784 ke iRt Bydth ey #EH]

Hkl



220

HYAE| AT 35(4), 2015, 217-244

Health and Social Welfare Review

(display rule) BASIA TAXFHE Jetg5o] S vIXIA) ehe A0 Vet
olefat WHF, AR, WANFH] T2 JPTAF el BT,
ROl A7) 7[R ZAMAL, SRS TEIRY uﬂg}xq;d Sa} 20 Aju| A0
AR ARG O 3 A7} thiEol BaolaREo) SIS TR
3 AT ZEA2004), 2312011) S BstArk 1 Folae Aot A
(2009), 2423 Fofl=(2010), AE71(2011) 52 AAALAE w7l2 A =5t
TANGYS] T2 ANTAS iwoM TR Agste] BB
1 9] HYAT o] FH-FS SYUSE TANFHES FEUSE AL
o iR HAZS /\}36}51 AITHAIA S, 2008; A, 77, 2009,
FARL 9Fsli<s 2010; 7], 2011; Allen et al., 2010). A2 9A] 2= =
HHPES a0l 344 dF2 UL deH, WHPE2 A4t
94 o2 3 AAHIAE], A7, 2009; A7), 2011). I3
VARG 3 FHEFAL, FallE, 201007 92 JHIAE], B4, 20091
Al PIRITAL Bott. upR|ero 2 HRRE AR F4 = v,
WS AP0l 794 P2 niRkitks A7t thii-2olAek-%-% 3], 2008;
ol&S 5, 2010; B4, 2011; A 5, 2012; Y7 5, 2012). o]of] 1BALR] 5%-
2 AR, RAR DA, B TN 0] 7EAR)
FFAYE YTHL TPt Zi7ke] IARRRe] XA RIS melsle] A
Hle] e PYAA 715Al] BEAH BHS T 4 Y 71EARE AT Tk

O

J._J
oll‘l

B dre Eﬁﬂiﬂﬂléﬂ 44 A Bsp glste] 78] FHiesol

_TlZHZ]ﬁ(‘)Agoﬂ U)X 124 JFHAS TAHAZES 7R sfo] EA4s] Bzt
Bek mslziEl A0l 3 3 WAslel I 7K Be U] ofd

e, 1A dukE AFEe e

WA Aol BAQEAHIAE ARgsia

22 A=How B BuA o}u} olZ B3 HAEAH|A FFAO] AH|A
A 24T 5 I, &R}—— AR mAlmAuIAe) AFYE £ S e Aol
E35] RAQZAIH|AC] HHo] HHsfolo] Fefol x|Hle]g Y} ui7hEYUS vy HA



Zt8Ale] VST ZHAK, DAK[EHO|
TEE FHI ST HlEA

b

oM S| LYFHE TheAre] st AR Aolg AFA L

mjorgic}
2) E4EY 1549 PARES AP dake vld ol
3) WY 1A PHEEL AN FFe 1 Aol
4) FRY P TANFRO] TR o] FHAHS v He

B J7E 715410 ZHHARXS iR slo] xS}t TARASRY 7ho] LRA

AAAAZ WFHOE BAIA et ol ol AT SPESE A

=3
HPAS= 79 AR (Brotheridge & Grandey, 2000; Glomb & Tews, 2004; Gross &
Levenson, 19972 Z3F2 02 HASGAH|AL] 24 F&Q] 2% &4/ do] SHel=
ZHolA IAR|FA]] FIS v 4 Utk= 7Y (Woolpin et al., 1991; Maslach,
1082)0f4 A S oIt 3 I s A IR0l 57 Aelal A
FEFE Ao & 4 UtkBrotheridge & Lee, 2002; Allen et al., 2010). IS H3+
TAER AP okt A" 1.

221



222

HYAE| AT 35(4), 2015, 217-244

Health and Social Welfare Review

ZEA% 2t 21 87
HHYS olshel &7
Zy=s AR
LiBigs zgol 87
oIzt 27
oo} Zr F2A QA lo] MRS At FFRER] BoR Y] o]

A7 te5(emotional labor)> A2} o] §F FZo A ZHo] ojgA =il
ZRG=R=A0] iRt 7o, £2]9] g+ Hkgslo] IR ES Fdsk = SUYY
L-FHo |t Grandey, 2000). =5 78S 7901 (modify) 733}l =(enhancing)
A7, EolHe(faking) 74, st =(suppressing) 78 EohH, FHFAoZ
A2 FAoY 275 floto] B2 (display rule)of] w=} HESA 02 Ajdnt
(Hochschild, 1983; Pizam, 2004). TS Arnold(2003)= 52 2Ly} 17749]
) ASTA S0l 9] BRLES o) B AU Qo BES A
s ol 243 Bl Thelz oSkt Wep RAYZAEACNH BHEe
SRp] A HoA AmRlE9 oloe SHiskh] H3f Yehdie 2 9 s
o ol U
AL HHY S (surface acting)?} WH3P 5(deep acting) 02 FEEH, HH

Fe S| HAl Lrl= A8 oE 784 EAS S| A% AlolH, AA
L7ke 80 O S HAdoF & B9 HAGAl0] EEE Sh= Alwolth W
WHPEE ZHilo] A E Hohs S AAR “7AY Akl sk RS



3K E20f, 2010).

W50l S E AR Rl IPgRRs) Ao AEARE 23R
9] tlokA & teksHA| 24 =1 Ytk Hochschild, 1983; Morris & Feldman, 1997).
Allen 5(2010)> EAHYPEZ 147} 243 whHo =z Ashy| o F52 Tl
WAY, 147} 5283 b £2 B97|E PRt 53t 22 571 PEOE &4
siem, WedeS Wt oA BojFolopt st A& AAR Fdstei
Lo Aot 37H]9] PEoR ZAsch

oA 159 AFE dEH S+ & gl AJHEAL Hodt

olggt Tg4xI0] Z7st7] I3t T2 Maslach(1982)2] A7} de] A=A
A=, e AHANE FAA ag, vz}, 3R] Asteks <Al SAE
AAA AP Hdrt 53] Pines®} Keinan(2005) A4x3ke A4 a4loRk=
o 2oz Agsisial, Zijle] HAA s AURA 84]1 ARl 7|4
ol W) A, A, BAA 2AYE AU 4 ek stk 1Ae)

-

223



224

HYAE| AT 35(4), 2015, 217-244

Health and Social Welfare Review

ol
=

0
0

C}. D7ZEX|

QAT ARHERS Ao, 129 W3S AluhA] RS e ke AS

TAXSFH O 2 HOIT Hocutt®} Donavan(2001)= 1 AX[SRo|gt T AQ1LE U=

A7 Ao tigh S2Ak9] Adafoletal g5ttt o|FA & o BAQ=
7

= At

wHhA] 2 AtoflA ARG S| TRollA kAol 8515 osfistal, ThAt
AFE A o= Ao, A5l ZAEet AAE ERE dhstal, 2Ate] 87
Q&S B Hele], TS weisky ojsfslel URe] BEoE nor
(Bellou, 2010). I AX[GFA0]| Bot 2T Saxe}t Weitz(1982)2] T x| GFA-
I ARFA(SOCO: Selling Orientation-Consumer Orientation) 77 H5Lof|A]
AIAME] 1 01| Babakus, Yavas, Ashill(2009)2 1RGPS SAH =S 137 &8
(2o 1ot 14} 2 A whe7], IARA] F8, IS0l wEt Ak, S22
ABIA ARy, DHOIE 7Y, ZES B 502 27513t T3 Tajeddini(2010)E
2918 RN AHIAS AlScke IR SHETE o7 wF(AHIA
DS}, 2, ARIA T ABARETE S2, AHIA S Q1A BAARLTE 2191,
FF/ARIA APEs), IAZHIARE, AL AL, AL o R SASHI:
SHH Ao M) IAAF S Bellou(2010)9] 72jof] whe} Brown 5(2002) Todd
S0004) So] AN TAATY AU Bekslel 3t Ao 87 19 Uz
(needs)E olsfdt = &+, AZHA ] 8+, HF9| 8+ 527 5192’1 +4
spic



ZHEAl] AHESTE ZYAT!, THR[EHA)
TEE FHI ST HlEA

B ATE UEA] PIANS U Sof ST 1N 7o) 72
LIPS A0 BB Uk ofg SIo) ZAECAIE, 27, 2000, 3L
Fslis, 2010; AE7], 2011; F20f, 2011; ¥4}, 2011; 94, QRS 2012;
AW 5, 2012, 23, 2011)S SRR Agelglon], FHISTE DAY
(A, 4, 2009; 242, Jdlis, 2010; HE7], 2011; 93], 2008; 4145,
2008; Z|2of, 2011; 4L, 2011, B4, QRS 2012; AG% 5, 2012; Allen et
al., 201002 ARESIGIEE 183 Y eS3 TAXFAS Wifishs M4E 44
(A, 4, 2009; 2432, Jdlis, 2010; HE7], 2011; 93], 2008; 4145,
2008)= A17gst3ir

WeeaS TUEl A ke A b 284 2] ST Ao
AW |E Hohs WHBEo = FESHATHFF3], 2008; A=, A7, 2000; Allen
et al., 2010). HHHPEL 25](2008), De Castro =(2006), Allen S(2010) 0]
ARESE 57 FEE, WHRBE De Castro 5(2006), 2-F21(2008), A=, H71(2009),
Allen 5(010) 5] A187F 7] =S Agallch UEHES AT9S Fa) FHH
Ag 2959 Ao AN

PR PR HAE T2, vlelds JelE AR Aol S0z e
MBI(Maslach Burnout Inventoryh)®] £&3} Bakker 5(2004), 41435.(2008),
AR A7(2009) 5] AR £ 8] ARl BHAl gste] AlAIA,
BAA, FAA FEoE E SN FEZ ARSI S THeARe] 4312 AAIA
AEEA F27D, AAAR1 ACIAEQ SRt 134 sle A7), 1=
RAIAe A Qe Haghow TSl

SHH 5401 YRR HIE =52 Zeithaml, Berry, Parssuraman©]

£ Qo] o] 9 S95t0] ALgste el Tt

2125 S, 2015). et AXEYS] SR TS et olsker W, wel
50| 93+ 29191 THEHC]3JH], 2013), Todd $5(2004)0] ARR3F 733t 2] 81
olsle] 87, o] 47, QRIS 87 5 % 17] 2R 0] SRIRS] el
oA ste] 4719 891 117 £F0& FASHATHEAIU, 2008; B3], 2008;

225



HYAE| AT 35(4), 2015, 217-244

Health and Social Welfare Review

2
1%
ol
[\
o
(@)
0
o
=,
L)
N,
)
N
o
(@]
N
re
i
i)
ol
1
L
r o
ot
1
rlo
i
19
&
v
1C)

=9 gy EEUE B4 e 19E

2= = -

T Aol gt 78 % ©.033](2008)
SAJo]| it ARk g Ed De Castro et al.(2006)
Holy] o Allen et al.(2010)

o o & o
A 7L Qs MMl L Eeoﬁ?_jstro et al.(2006)
_ 3)(2008)
U_.OA,_o],p o] A5} o T o (
FESeIe] A8 & Allen et al.(2010)
TR A & WAEIet 174(2000)
P ALE e 24
e E B4 844 Hag
Bq/\
=T ’Qa@ ?:]—@JI—Z:]IT‘} }‘]"?‘_j?t]l— ﬁxi]ﬂ) @a(zoog)
Z1AA SRpEE Bakker et al.(2004)
294 Q= A142(2008)
E2A 027 1A
A
dF AT ST o) ma

A FARle] et Se W

o &7 T agt Aula QX
A5AEE 99 TRl Bol 77189 2}2_2_2883
o] wlg ol S AIH2004)

AL 87 TS ARt e AR A A2, 122009
o] Do et Haket T
ol oiet HERE Azl Al A

WA B ol 7]

BT aele) Aied W

oH

226



7F5A}0 7Pz%},;lg—o] ]o 3ol mlRlks P24 FYFAE B Yl viEkEd

IZido]al Bk BE3ad Ve 50 D}. AT AGRA AX9] B FAEA]
TEEA S5 S 23001 9L Slov, 2YFH Eet Agolmdyt
| ot s AA7E SHA] Arael ls)
ofqet, AHA ZFIM Y lesE S A e weeke
= ego7] whzol|, o] S/gol wEt Agiego] EEb 4 ST AR,
i, 2015). TERA] ATV A A2 SEELS ol8she BA] /0] o=
= ﬂlﬂﬂ@i 7] wiiol] 23L9] FE L] Sl Q= THSALY] I esol fA
Heetelth. AgE 299 Amr|wes e R Plesst AR P
T2 BAE BAs] Yol RAREIY F UoAE tiife g HERALE A4
ottt koA B9 Bl Ag] ol gAteke] o] 7hg B A= wd
siglon, ol Qlat 159] PR} PAHLT0] We A0 WekErh HERAE
201449 19 15%%8E 20144 29 25U7HA] AABIeH, Ajolagd 2 AEERlEY
77} 20059 MEAE HiESIHT, ATZFEHYS 1475(73.5%), BARYS 1465
(73.0%)7} SlerEiglet. Agelme 5 FaEeE e oAt AAE AR
lglom, 1 % MR s St Zkaate] HRANRS BEAtio R Adsigint

_

5. Al=EN

% A= SPSS 18.0 Programdt AMOSE o]-8-51% o, BEAuHL toart
71—1:"-
=T

227



HYAE| AT 35(4), 2015, 217-244

Health and Social Welfare Review

2) A, ALK, TR QQlo] tigt BFdE AT ol QKA
AL, 1

3) S FFEHE W5, AL, LAY Aol Blush] £f5
Z=HHEE ttestE 0]853Th

4) FHreEo] AP vA= 1A JFBAS AFHoE RS 915
TFELAA 2P o83t AMOS Program2: &3l A5

6. g2l Xkl

AT A FAEAG] A5 210 FIBUS VR FE3l5] ]
cloRt o] THES wigsier] AV ik B8] 47 130 SPeel 33
ofEelt} SIS IRERS B WSStk 17 ofe] uie] 25

fr we o

e
5

dhaEgtch 2] ofgick webd A7l AlE Ted W), drane 9
§) Algkdo] Slek webd B AEAIS B9 edgepd vlmit okt 4%

olt} Holphat e 3710l ATw Wasiohy wekEc

g
o

. 9747
1. QILAEIEHY EN

AR} QITARSIEHA EAL <3k 259} 7t} A kAR 20302 ofAo)
2677, ‘g0l 26 0= of/do] thEEolglt}:. LR A= WaHAl BB (67, 22.9%),
QITHA| W54, 18.4%), WAl QEH(39, 13.3%), LA 2Je(38, 13.0%), LJ=h
ETHARTEQR8Y, 9.6%) <0l 7[Eell= e, 3154, ST, B, A1
obd, JIFTAMIA, FUTEA SOl AUk

[¢) AR

228



=
2027 Y BE 29 10.7 38 26.0 67 22.9
kb RS 19 12.9 35 24.0 54 18.4
WA ol 24 16.3 15 10.3 39 133
Sk -G 23 15.6 15 10.3 38 13.0
o Ex(HAPIE 20 136 8 55 28 9.6
71k 32 218 35 14.2 67 228
Al 147 100 146 100 293 100

e

2. d=ld A 8 4

ol

7k 2%19| t2|dit Etgd HE

QA70] 714 5L I o] AN AN 2 ] Asbiit Be AEskt
Sk, AIFIE 2742 918 7F BEAOR Aol Cronbach's oF AMBSIAL Uit
o o] glo] 0.6 ogolel Aol gl Ao 7RI It 32 7 AR
9 el Eel e G240k 0] e Al=E dsolt AHeSe EAYE
(5%, WABEGED 5 219 slePidoR Taslo] 9l gane s7) 2
o AEe] glom, AXFHL e W) 8TGED), ofsle BFGER,
Ago] 8GR, WY 870ED 9] stePhdor =] gtk
Z7}0] SS9 W4 Cronback's agle] 0.6 OO T1EAS BE WSt

229



230

HYAE| AT 35(4), 2015, 217-244

Health and Social Welfare Review

B3 Y HE

s RHYE 5 769
WHAE 5 -840

4R - 5 877

IR 733t Ade] & 3 794
oJsfe] &+ 3 718
Ago] a7 3 788
7RHA Q] 8+ 2 666

3914 QNS B3l o] Bl ERFEE AESTE B4 Ak W5 S19)
WHBEGED T FIAAGED, T2 TAFY] S Fat

SEDE 2O 712
=50] SePdel Hvinse

(@)}
)
o>
I
i7)
k)
)
H1
i
r o
59
gt
i
kv
E]\l
0_1., r

TS o] S IS SR BEUP 5 B of WAL v
8 QS 23 Sl $5A S 25

9] 5 o > 4] 80l5ich 0 TAPAS) AP A
A2 YA ote] ZAusolA] Aolsisic) TEEEE 5 74
heie] S| Al Ba i age vEste ue ASsia B
5 710) A 2k Arle) Aol HEARSgh 2o} ThEE Aol




K[2gol

a7
HlZEA

IR T
FEH o

SISt S5 Y ol 217t tE FAdollM AR S0 BSURA| 13A] R AIE
H| Wok= HPole). 74 Aat, AfHd} Ao A{Ert 72 F7IsHHA] 710]
Ao} Aol Ax?=7.290 (ADF=7)Z F Hrtol AulzhE T} BOJg UoflA] A183t
S8 e 4 o7t Q= AR LERHTKADF=7 ¥ o], 0.05 f-2l5=<=ollA
X’=14.067 oAo|H 89)). ESt T U] GFI, CFI, TLIL, RMR 5 2§ ZsHE 94
A9 A7t gl Ao=E Uit S4TY/ES SHOIGHHE 5)
B 4. 1jRR2Ent MotREo| £HEYE Hlw
PSR! 201.970 64 .000 .869 .853 .896 .057
Aok 219.260 71 .000 .860 .858 .888 .066
ADF=7 , p<0.05 9] 1A x*=14.067
3. Waxjo| 24
ST m Y TS EEES 1L 2FE DT A7t 9lomH, o|= Qs 7ke
ARS] R JFE W 710l T 33Qade] A TAReEHe] 49
A 2F0l et HE, o A vl HAEAIR Free A9AY 358U 238
BYBAIE oFsfelal ot A9AH 358 2987l
34 BrosAuA, 334 B 5 F 47 3, 1370
AUt WA THeARSS RS tishs TH AR olQjolle
ANET o] 25k Q8] k=gsl Qo] ZHF
735 ARERE 1A 0E v AT
Olz7| g7t QIS B2 AP o]
S5l Hlsf Har, ]

7PE Wiy 9jlom wjid

oFuol oz, FeiH 29,
B 157350 [rpial

371 =2 HPE L] A3l

159 7K54o] k. W WRIEEE )

7ht AYEA o= flov HAasAR

Zeagelolol ik 7kBARR] QeI Al

IANELZS =0]7] Q5] A 50|

1Y} Bl R o] SR} 7, Tl S5

57] o] EHHE t-testS AAJIICE AT 74

5 2ol BoRAe] s =0 Aow

2.7 Q1A AJo] Z
o Qolrtal wokEH
F2S 710] BaAlols B4
g0l EHF s W
UERT SAE 2= 90%

-1) rUE_l
(]

231



232

HYAE| AT 35(4), 2015, 217-244

Health and Social Welfare Review

Aol folelgh Xol7k Uik o Ao A9 kAl o] Sl
SHAIEF cholt Belsa AR B9 B71Relt Sl glo] Ao 1yt
ool QUABHE o] Lhe Ao TEkEich el pola o] IANSES 339
S} 9ol Hlue SR Wl U, o] B8 o] g 0w
el

4, 44R0] QoM BRAEAF 321, EEFHEA 807HETE ABACEA
3.39, WA 895)0] %S T Wol AP A0 YEhon, SA8cR
Fouleelct. ol F371el 4&45% BYwY 7k
AR & AU 7IoAREo] B B

*iWH, VARG Qlo] X1EEA9} oJsf 8= AR 43944 AP Y

AoE Uepfon, QA Sk= AE9] 1k
BAEQH % g AXET Sl S Y 2B 3 % 0@_4 «li*
=071 Il 1ol thet Z1dat ofsfiol] et £} =7] wizolth RhA AY °H
ISAES A ol 1] thsf] ofsfio]l thgt EtETi= ApAlo] B2 2kt 7i7H
Rofl Hfgt 784 HiEE B FasHAL A4Sk YA

£
N
E
F
Y
E@
T
J%

I 5 Ax{o| EM(t-test)

MHLE  pEys 326 339 L 77es
(.667) (.693) '
s 3.62 3.74 1. 7g7>
(.662) (511) ‘
ZJ—XO{/_,\_?‘(J 3.39 321 1.874% %
(.895) (.807) ’
IAAREY AEEA 3.56 373 2.633*
(.599) (.549) '
O]EH—_%?- 3.58 3.74 2.825%
(.522) (.500) ’
Hqga 3.48 3.55 1.071
(.591) (.623) ’
WIBAEF 3.41 3.27 1.657%%%
(.725)) (.828) ’

*p< 05, **p< 01, ***p< 001



ZHEAl] UHES

XN S

fir 238

(B=-0.952, CR=-6.748 p<O 001). 3114' %

S5 et

7}LT [¢]

s il IR FA -.984 -.952 146 -6.748 0.001%#*
s - 23 .190 143 142 1.337 0.181
AR i ARG -.105 -.135 .057 -1.847 0.065
“*ip< 001, B = BIEZES} A, B = BE8E A SE= EEQA, CR= YA
3% 2. ARIZHERO| F=ot HESH Al
1 2 3 4 5
A%l
HABS LIS By o H
143 —-.135
Zy=s o DARIEHY
<3 7>3 [I9 312 Bomde] AHave] A4S 23S WeRd Aot 1 Ay

1) 7h8 U3} R 2 TAR R0 st A wE0] AR ) 9ol5tekB
= 0.519, CR=-2.013, p=0.044). EFF ZAL-FoH AO0E 7l= AAAE(B=0.143,
CR=2.118, p=0.039)2} £710fM IARF PR 7he AR JA] F2ASIATHB
=-0.135, CR.=-2.054, p=0.040).

2t ZEAT, AHR[EEO|
SEH H|mEA

233



234

HYAE| AT 35(4), 2015, 217-244

Health and Social Welfare Review

E 7. BoE 9| ¢12Y A=o| XHalt
Fdpr e - HRGA -.308 -519 198 2013 0.044*
A - 23 432 353 204 2118 0.034*
| — IR -160 -256 078 2054  0.040*
*p< .05, B = HEESE A%, B = EES) A, SE= BEQAL CR= YA
3% 3. Bo|Eo| B=Qt HESt Al
1.2 3 4.5
A
EUYE  UOYS Y ool A
353* —256*
1HYeS AR
—519*

el f ok 2 A Rolet Alol7t QleAl Al doby] ffsiA 2 =zt
AR Aok Eo] x* 2jolE Hokth ARAS 7F Aol thao] <3 9-9F Atk
AR BOlR S, F A Ko sl R0 r 7 ARE =t
oIt 4 A s — AT 0= T AN {3t Aol(Ax
2/DF=4.485)7} UEREOH, o|& Qg ARIZHY oA xS — T AXFFAC R
7R BR(B=-0952)=, BYRYNN HHes — IAAFY o= Tk F=EB
=-0.519)Hth EAF R [ofsh, o Ao 9T "IAIAL UZS & ¢ Stk

P ake] fopde gRlsh| el FEAE P (Bootstraping) HHZ 08519,
A= <3 8>3} Zth AP A leEol 431 vz ﬂ@] Aol
V&= "= AW SARCE o8] ottt T1EY BoRd

A sollA
ARG OR 7= AR 239] ujfETE §ol8IrHE=-0.090, p-0.024),



BO|E¥
B p

s — 23 - IAAF -019 114 -.090 024%

7HESe Adte vl <& 10>3 g Aave] 452y, ol sfdshke
7Hd A AR ieEe] AP0l FFE viRite 7M1
A ), Bl 2HeA] A mso] AR ol G viRItke 7HEHEH s
AAAFb), BRY 7HeA] =Ee] &40 YFE niktke THE(HEA -
&71b), Bol= ZkeARR] Ax4lo] AR ol G vtk 7HI( &AL AR
b) 5 AEEN o, 7M. AR THeARe] gl 0] FFE niRivke 7H
(A s-2a), A H2AR] £:xl0] AP0 Y2 IRtk 7H(@A-
UAAF ) 52 SAKLE FEISHA] gt 714E|in *h, 2 avte] sfgsie
BolE2 Ao, AR YL 7143

9. 7HHE

EEn gl B P eAof B
s — I a -952 000 e
s — TA2P5b -519 044 e
s — 2% 143 181 7\z¢
g — 25b 353 034% A4
23 — 1AZZFAa -135 065 71z
24 — AP -256 040" e
2%a -019 114 ibas
27b -.090 024+ e

*p< .05, *Fp< .01, ***p< 001, a: AFIZFEY, b: BYRY

235



tel o]

5

Stk o

FEAR} = BACIA

)

WA ATEAS] 7HER]

%
Bo| o]

]

A

3

S
&

L=
R

Z

o=

:[7_
9

It} ok

AR

AEE
171 dizel

AKX

o

o

L

Fde A

e 2t

=

3} BO| = ofA] 5

ARt 2

O

sigiek. Aol o

[e)

7]
fu

st

5

T

4 Bolx] 218879} of

il

S

.
o

kel

At 2

].

!

5

A
T

fo] g0 31

ne

9.

A

3} 174

.

o ip

ARIZH

s
T

[¥ 35(4), 2015, 217-244

Health and Social Welfare Review

|

A
1o

2]

£
o4, At Bolz ]

]

=50] SEAETE

HA
47

5

=
O

552 = 2l

QI3

T grl=2

Is)

b

fel

Al AfH|

o
3

L7

3] <pl

Q]

5

| 2550 22 AT

o

O] 5] H]
87501 W1 el

+

ARG 724 JREAE B

3157
O O

-

7] o197]
o

a9

°

BN

g

SHA A
é_‘l_.
K

e T
S
=5,

3l

A

Ao} B 5719] 2

o
o

T

T

4
g

A

o=

5

Zk

ohe-

3 A8

[e]

1

R

o] glo] B} T

1

L.

Sk

<]
o

<l BoEH 719

LN

ul

WS
S

qog

% ok

d

ARGl EAR R

A

o] o} et -

el g
=

ok

5

2%k

=
“O-

(o]

O
Z0]

L

-

2|

=
=

L

J
]_

A

(o]
[9)

3
T

“

3101
tol
e

o]
A
o=

=9

of g

o

Zk

1_

=

go] 2] TAp]

-

R

kel

AT

[e]

7} BO|E oA B
7Allen et al., 2010)2] Azl

9] HA94Brotheridge & Lee, 2002)2} 2

4=
pu—

1=

A

o

H
P =

A, AR

ofn]

=
T

7|
A7171 9

A
EA

°
of

kel

o}

|

R
=

[e]

=

3|
Pz

AR

(0]

o]
7]
3

236



S T]RtH= 7|& A-4Brotheredge & Grandey, 2002; Glomb & Tews, 2004)
o} Asieick. olelet Zzle] Y9I e pelaele] 49 20139 oY st
Ao} 20144 49 EVRo] EQIEIRIon, T 59k 765419 Qo]
§ Ao Bkt ofeltt YRl A AR g AEd)
2707 olojFE 7hsdol 1 53] 33 2971 Qs ¥ A Alvs
Zdsfo sk= A9t

o
=
B7] Mol Aol Aol FE € aioll /it N, AEES Aviete

N
5
N,
o,
m]I.
0%
_?l"
=
5O
38
w)
o
iy
i
Mg
r O
>
5
1o
o
0
nf
>,
)
T
¢
r [©]
B
19
=
;;311
D
o

A5 IR UIHAR] o] a9 Wi avts AwE di,
Bl 7BAI] A9 PAwF0] AS TPl Slol TAXT HH FIL
RO, ARRBE Y] ZHe ks 2719 mizjait Itk wEbA BoRdS 2
w3} ARG 19] QA 9lo] Aol A SUsick ol WAl
IR0l F3RES vl Zlolgk= 71 7K Woolpin et al.,, 1991; Maslach, 1982)9]
sjsh Axjgt polnee) 49 FRolRe B4 4 AA5 30Nt Beiel ofg
H:go] ARIZHE o] HIgf| &7 whizo] o= I3t AEH AV s o R UERta,
272 Ao, MR B JFE F= Aoz AL 5 Uk vl 4
4710 olojA]n “I5lo] WAKFFYA] B

o8 IANECS) WEZRIHS 2Jska itk

d

N,
o

r\l
ok
)
1o
o ©
o
iy
ol
1o

o
19

of, Mok

237



238

HYAE| AT 35(4), 2015, 217-244

Health and Social Welfare Review

o

ek sieec) 0, ERole) At A TS o ol s
2 7 W, A4 ol Bl webd PadloR
Alo] TAXRP] 244 oS Has) SIS ot A A, B w8 na
7o) Washy WebEt g 7koAle] et B4 57, FAAES) 85 59
ChRE A 2e BB AT PHARIOE ool L Zol AW UL Holtt
SR, AR Sao] T 7HAN) A9, Zieel et 4840] S 1S
A £ sfe] Ahsoleh e 48 mabgsh Aol
27} 9lek
AR, 7E8Al0) ARSI AALAC GFE T FFOIRAY AL AP
A1) HES 72A717] I8 kAle] EAWE ThAl tREo] 48

1
[¢] —
T UEE ek %’4% W=50] J‘l—‘rLQE‘r 53] 52 S3to] Al Hidt A8
9]

2710 Fueieaols WAt Apslas wolth @A) ek nARAsh e
A2 Folm, sty HAst WA (H AP Ao ek Folth F8 TAEoR=
w7, nAolaAd, HaHH Solv] J) maels 24 9 <l Raga], A
59 Eols ditoral k. (E-mail: ykichan@empas.com)

Su9e TSmOl B AASIIE HSSHT, § TSkl WS A e A g
Sk Ao Ak FolH, BAFsidTA e R XHZ] ojct F£8 IHlEoR= HAE4 Y,
O)=3]A 9 AT, 959 4, A5 solH, FA EAH|AS] A 9 SREA, 9|23
g 2y HAQgA|AHY] HHE AGLE sl ok (E-mail: minsinge@korea.ac.kr)

v A2 v]=- Missouri State University©l|A] 1273 AASHE ®oroH, F &gk oA
R SRS A SRl B4 Tedel RamsleTs araos A
Zolth 20 RO BABY, BolaAd ozol 4 AZEA Solvl, AA) o4z,
95749, gaAuiAe] A 5 Afsta ot (E mail: sunny97mk@hotmail.com)

Feke AgoEhmol Rt Huisols ASotw, WA Teidetn Ragauskel
oot BTl RARAR AT 1R AY ol 20 BARR= HAYHY niloz
7 Sole] @A HAClEA 3 ez, BANRHEAY, AR SO BokE AT
At (E-mail: mkchoi@korea.ac.kr)



tsAle] ZHeSat AHAT, 12
IEE Y|

EARIALS

r

FFA. (2004). Q27 o] MHIAX[RH0| ZSulol| OjXf= Fol 2ot L. BiAfek]
=5 Xk
R, S, oFgsr, Ao A A5, 5 (2010). [HIHEA BZAES! A8
AL
/371, AR, B, o, AYle, L 5 (2012). [HIFEA HIAWESE A2
8%, 87, S 9 (2013). MEEAEE. Als: ARz =]o}
Ad7]. 2011). BYARRS| X[2UE ZE-SES0| ZPAZT, ZIFHO(0| 2|5t O[Z/o|=et
TZHR[RR0 DX = Eak ZEKIse| AESIIE Sz HRBIeR=iE, HEehl
ARIZ. (2008). lZAHIANM DZHXAQQI0| MH|AZIXIRE DZHIEZ0| OXf= F&t HAL
9=, TAITElL
AR, A7, (2010). LAY SANIY] s, 471, AR’ A HEXE
&L, 24(1), pp.119-136.
AR, 9tis (2015). 7HoARe] P st el RIQ19] HENEA]. IS HERIX|
21(3), pp.263-276.
A3, 3=, 252l (2012). FFAF SARR] LFFE ] wE A leEo] IAARF
Aol HjAE 3 SHEUAT, 14(1), pp.286-298.
1940, oFdE, oI (2012). A EAte] ARSI AEH A SIALRIE, 46(2),
pp-123-149.
778, 52 (2008). mATHIA ASARY] lofZ, Bijlold ARuAlo ] et At
MH|AZFSSIX], 9(1), pp.225-258.
103, ARl A, Rlol. (2015). IRHEAL] SAERk2o] 2AERIT 14
Aol vAle FF USAEsIK], 21(1), pp.10-19.
A, R Q011). HAWESE A Bzt
H=A: (2011). YREEH|Ee] Almejeit 78 eso] IAR{F] niRl= Fdol
RE A+t S=ETRIZH[SIS|E, 18, pp.83-97.

N

N

oN

oN

xIkgel

239



240

HYAE| AT 35(4), 2015, 217-244

Health and Social Welfare Review

=l =y

)

RS (2012). FAETHYUY] s, AFAEH AT TR0 vl
B SEARRYN=E, 9(1), pp.49-70.
AAT (2008). SRR MHIATTRME 2SS 2z 3 IZHX[RRY 7to] 2|

HARSROR=E, Al Tista

93], (2008). 7| ZARL| £Z| 5l RREHO| ZFPeSit 1T
RIS 2HEGNE Feloz HARII=E, 737 q{ﬁiﬂ.

HAKE (2009). H7AQ|SAHIAS| TIZHIRRLO)| 2U5H A SHEFHIAS o=
AR, ZA=tietal

AU (2004). BMIE XS, ZELS, AN 2 TIHKSRIO| TA] 25E ¢ AAL
SR, 37 1HekL

OIFS, olF;, AL (2010). FAs A T 5o WSk whjlo] MR}
o] mRls 9T RSEFERK], 13(4), pp.97-117.

OISJH. (2013). A o= 7S] AfH]A Ao g Ak, 2AE] 9 317

Aol mlRl= & RIYHEREA, 17(3), pp.383-402.

9145 (2009). K[ HZAOIZ MHIA AP WHHIOW]| 25t AL vIAJSR=5
ik L e

A, BRI YA (2012). 7R AR SRt 71917} At 1A
Fgol E‘ﬂﬁé‘ I} AP WA= IF 2ES, 27(D), pp.313-332.

ZARE (2010). SME] HEHQ| ZEATIO0| DAXeRY 3 ZROER0| OjX = S0 26t
O MpBloR=R, BAfoliL

e, Tk (2010). SATE A1) Ar4xlo] AR Bl AR vAl=

I SIEEHIRSBE=EX], 10(6), pp.386-403.

Z351. (2011). HABAKIC| ZH-S0| ZITEH 0] O|Xf= Gkt £ ZEHS0| Fiit
HARIRb=E, QIAIHSkL

2ol 2011). 7= G} Q1 6]—.‘5 ZALZ0] 2lgo] 7R|50] 2% oJst
IAR|FFAO] mlR= ol et AL Tourism Research, 32, pp.92-120.

Allen, J. A,, Pugh, S. D., Grandey, A. A., Groth, M. (2010). Following Display Rules

1=

in Good or Bad Faith?: Customer Orientation as a Moderator of the Display

Rule-Emotional Labor Relationship. Human Performance, 23, pp.101-115.



ZHEAl] AHESTE ZYAT!, THR[EHA)
TEE FHI ST HlEA

Arnold, B. (2003). The Effect of Emotional Labor on Depression and Job dissatisfaction
among Young Workers. The Johne Hopkins University.

Babakus, E., Yavas, U., & Ashill, N. J. (2009). The Role of Customer Orientation
as a Moderator of the Job Demand Burnout Performance Relationship. A
Surface-Level Trait Perspective. Journal of Retailing, 85(4), pp.480-492.

Bakker, A. B., Demerouti, E., Verbeke, W. (2004). Using the Job Demand-Resources
Model to Predict Burnout and Performance. Human Resource Management,
43(1), pp.83-104.

Bellou, V. (2010). The Role of Learning and Customer Orientation for Delivering
Service Quality to Patients. Journal of Health Organization and Management,
24(4), pp.383-395.

Biennstock, W. D., Caro, & Smith, R. K. (2003). Organizational Citizenship
Behavior and Service Quality. Journal of Service Marketing, 17(4), pp.357-378.

Brotheridge, C. M., & Grandey, A. A. (2002). Emotional Labor and Burnout:
Comparing Two Perspectives of People Work. Journal of Vocational Behavior,
60, pp.17-39.

Brown, T. J., Mowen, ]J. C., Donavan, T., Jane W. L. (2002) The Customer
Orientation of Service Workers: Personality Trait Determinants and Effect on
Self and Supervisor Performance Ratings. Journal of Marketing Research,
39(Feb), pp.110-119.

de Castro, A. B., Curbow, B., Agnew, ], Haythornthwaite, J. A., Fitzgerald, S.
T. (2006). Measuring Emotional Labor among Young Workers: Refinement of
the Emotions at Work Scale. AAOHN Journal, 54(5), pp.201-209.

Fredrickson, B. L., Cohn, M. A, Coffey, K. A., Pek, J., Finkel, S. M. (2008). Open
Hearts Build Lives: Positive Emotions, Induced through Loving-Kindness
Meditation, Build Consequential Personal Resources. Journal of Persondlity and
Social Psychology, 95(5), pp.1045-1062.

Glomb, T., & Tews, M. (2004). Emotional Labor: A Conceptualization and Scale
Development. Journal of Vocational Behavior, 64, pp.1-23.

241



242

HYAE| AT 35(4), 2015, 217-244

Health and Social Welfare Review

Grandey, A. A. (2000). Emotional Regulation in the Workplace: A New Way to
Conceptualize Emotional Labor. Journal of Occupational Health Psychology, 5,
pp.-95-110.

Gross, J., & Levenson, R. (1997). Hiding Feelings: The Acute Effects of Inhibiting
Negative and Positive Emotions. Journal of Abnormal Psychology, 106, pp.95-110.

Hochschild, A. R. (1983). The Managed of Heart: Commercialization of Human Feeling,
Berkeley: University of California Press.

Hocutt, M. A, & Donavan, D. T. (2001). Customer Evaluation of Service Employee’s
Customer Orientation: Extension and Application. Journal of Management, 6(2),
Pp-293-306.

Krishman, C., Netemeyer, G., & Boles, S. (2002). Self-efficacy, Competitiveness, and
Effort as Antecedents of Salesperson Performance. Journal of Personal Selling
& Sales Management, 22(4), pp.285-295.

Maslach, C. (1982). Burnout: The Cost of Caring. Englewood Cliffs, NJ:
Prentice-Hall.

Maslach, C., Schaufeli, W. B. & Leiter, M. P. (2001). Job Burnout. Annual Review
of Psychology, 53, pp.397-442.

Mortis, J. A., & Feldman, D. C. (1996). The Dimensions, Antecedents, and Consequences
of Emotional Labor. Academy of Management Review, 21, pp.986-1010.

Pines, A. M., & Keinan, G. (2005). Stress and burnout: The Significant Difference.
Personality and Individual Differences, 39, pp.625-635.

Pizam, A. (2004). Are Hospitality Employees Equipped to Hide their Feelings?.
International Journal of Hospitality Management, 23(4), pp.315-316.

Ruekert, R. W. (1992). Developing a Market Orientation: An Organizational Strategy
Perspective. International Journal of Research in Marketing, 9, pp.225-245.

Saxe, R., & Weitz, B. A. (1982). The SOCO Scale: A Measure of the Customer
Orientation of Salespeople. Journal of Marketing Research, 19, pp.343-351.

Singh, J. (2000). Performance, Productivity and Quality of Frontline Employees in
Service Organization. Journal of Marketing, 64, pp.15-34.



Tajeddini, K. (2010). Effect of Customer Orientation and Entrepreneurial
Orientation on Innovativeness: Evidence from the Hotel Industry in
Switzerland. Tourism Management, 31(1), pp.221-231.

Todd, D. D., Brown,T. J., & Mowen, J. C. (2004). Internal Benefits of Service-Worker
Customer Orientation: Job Satisfaction, Commitment, and Organizational
Citizenship Behaviors. Journal of Marketing, pp.128-146.

Woolpin, J., Burke, R. J.,, & Greenglass, E. R. (1991). Is Job Satisfaction an
Antecedent or a Consequence of Psychological Burnout?. Human Relation, 44,
pp.193-2009.

243



244

HYAE| AT 35(4), 2015, 217-244

Health and Social Welfare Review

The Comparative Analysis of a Structural
Impact of Emotional Labor, Exhaustion,
and Customer Orientation of Nurse

Yoon, Ki Chan Sohn, Minsung
(Dongyang University / (Korea University)
Korea University)
Kim, Mi Sun Choi, Mankyu
(Korea University) (Korea University)

This study comparatively analyzed structural impacts of emotional labor on
customer orientation and emotional exhaustion as a mediator. The study participants
are nurses working in a private general hospital and a public general hospitals located
in North Gyeongsang providence. The mean scores on the sub-categories of customer
orientation revealed that friendliness and understanding were higher among nurses
working in the public hospital whereas relationship was higher among nurses
working in the private hospital. Next, the emotional labor of nurses showed negative
impact on their customer orientation in both private and public hospitals. As
emotional labor increased, emotional exhaustion increased for the cases in the public
hospitals only. Additionally, only among nurses working in the public hospitals,
emotional exhaustion had influence on customer orientation as the mediator effect.
Considering the differences in the working environment of two hospitals, hospital
administrators and manager could improve on the employee welfare and benefit to
enhance emotional stability in the private hospital. For the public hospital, emotional
labor needs to be taken into account in the process of selection and develop

educational programs to shift emotional labor from surface acting to deep acting.

Keywords: Emotional Labor, Exhaustion, Customer Orientation, Nurse, SEM



