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L7 Dormann¥}  Zapf(2004)7} 7§
3l A AA A3 A AE ¢ A|(Customer-related
Social Stressor; CSS)Z =743} th €SS9 319
adle el ¥ toRd, 2Ad o
4F TAGED), #oleke AASAAETD),
v RER ANaEhE T
pem 7450l Stk & Ao 2%
I3

ol ™k AFEE Cronbach's a=.9240] 3t}
o5 Bate sy Hra HAE )
SERR

0=.807, AFA}E&Al 0] Cronbach's a=.635, &
v o] Cronbach's a=.788°]31t}. ©o|& &3}

< 2553 =R FAEA

2E# 2 A

A2EH A AU LS Endler®} Parker(1990)
7h NER AEH S g HES AR
of 2t 2EHY A gAe B4 F
A A AA 24A BAS e

Zt seEdA % 10 £FE AFgSeit &
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M =F

A =% A2 Diefendorff 5(2005)0] 7R

AFHOl Mes0l| Dixj= G AERIA tiHUAe] IPieltE S22

>

(t=.23, p<.00D), A FTA UA4=

g4
BBE BAY (=21, p<00D). AT HHY
13,

3 ZAxE AR AHgsle] FPagint A B3 RHed ARE yehilthe=-13, p
AZ 272 e AHE Bdshke ZUPT  <o0n. AFaTQ uARd AEME ZM
& % 7Rgos PHHUL 249 e7E  FAA dAS MY =e 44 4BRg Hyo
AAR =77] A8 =ehe WAPES 4 =33, p<o0n, EUFTHE FAHQ] JH
oz THHUUL B AN AzEE < dEthe=30, p<o0. BA FAUA
X3P Fo] Cronbach's a=.909, WHEPFo] & WHgdFI FHAQA FAZE HJoy (=
Cronbach's 0=.868°|3]Tt}. ©]& £ 2% 5 17, p<.00l), EHYPEI= FAdo] e Ao
Y A=2 P35k = vehgth 34 244 dAe gmRds
BAQ BHE B (=28, p<.001), WY
FRE WA o g4 Hue wi
4 3 (t=.10, p<.001).
54 HpE9| 7|z SAX| 4 M= A3
ATRYT B ST Welse] B} PRI RIS B9 ndd) ¥gE w
T, ETHA}, Pearson FHATE AHEe Az © W Aeddds SAl BAste 4
E ¥ 19 2o s 2R oAg wRgoRy Azl
HA ARl 2B oA 2oy R g iR s £46h A 2
Mool #AE AHEY, ﬂ—'ﬁ?"% U AT 2Ed s dix ], AxFel o
HAEY b we A4 4 ngow @ AFRIY wjEds A 9 @
B 1. BFeE9 o, "a, FFHA (N=520%)
Lt 1 2 3 4 5 6
L A5 (82)
2. ARQF 032 ((92)
3. A A A 206™ -010 (.80)
4. A FAA O -075 3317 -033 (74)
5. Hd % 232" 018 165" 103" (.87)
6. AW -130” 296" -056 282" 130" (91)
B 3.42 295 4,07 2.88 3.28 2.99
FFAA 741 676 742 939 926 922

* p<.05, *E p< 01, ok H< 001, q]71—/\i ( )

Al 2] A 9(Cronbach )
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(Schneider, Ehrhart, Mayer, Slatz & Niles-Jolly,
2005).
239 AIdTE Hrielr] YsiA  Tucker

Lewis Index(TLI), Comparative Fit Index(CFI), Root
Mean Square Error or Approximation(RMSEA)E

T2 ARESRITE T, CFle] A9
;(]_/,: 71EE 90 o]/\c}o]tﬂ 239 7@?‘511:7}
F& Ao FEThEAE, 2000). RMSEAG

AP A

(Browne & Cudeck, 1993).
74dof| mhE ofiEn 24

ATAAs WEGE e BAS BA F
A4 HAZE Rt A EA M L
M 2, M 3% AT A7Egel 1
RCERECDERREEE

32
BootstrapS ©] &3+ jelE &

o 2} azln
2 7K 1 oiREe| MEE
X 2 df TLI CFI RMSEA
AN =3 47758 18 959 974 056
B 87} 23 29.120 17 982 989 037

azl 2. 7Hd

39| AMoPH2H (=)ot FEoH=™E ()
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The effects of job demand and resource on emotional labor:

The mediating effect of stress coping strategies

Jaw Sun Hwang Kang-Hyun Shin Chang-Gu Heo Dong-Geun Kim

Ajou University

This study of 520 participants from hotels investigated that stress coping strategies mediates the
relationships between job demand-resource and emotional labor strategies. The hypothesis underlying this
study was that job demand-resource would use different coping strategies, with different outcomes in
terms of surface acting and deep acting. Structural equation model results indicated that emotion-oriented
coping fully mediated the relationships between job demand and surface acting, while problem-oriented
coping partially mediated the relationships between job resource and deep acting. The results showed that
high job demands elevate levels of surface acting and this effect was found to be mediated by
emotion-oriented coping. Results also showed that high job resources elevate levels of deep acting and

this effect was found to be mediated by problem-oriented coping. In addition, hypothetical integration

model was compared to other competing models, demonstrating the independent effect of job

demand-resource on coping strategies and emotional labor strategies in the hypothetical integration model.
Overall, the study found how cognitive process(coping strategies) can influence employee's emotion

regulation process(emotional strategies). Implications of these results for study and practice are discussed.

Key words : job demand, job vesource, customer related social stressor, Job Characteristic Theory(JCT), coping

strategies, emotion-oviented coping, problem-oriented coping, emotional labor, surface acting, degp acting
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