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SHEMEISEIR At % EE

2o N1YEE 1A HF Mulxe] Aol oxltte ARE AAE vl gk wEhA, 3
Z 7149 elnjAlel 7]4e] omAE Z o]  MxF HFn B AREA 47, a4
<] % =1

1
Folohe §e B2AT P A¥ls A QTR ohie U 4YAE EF 2
27 %

%

TE 3l ARaY eSS a4 A g 2] YR FALE el FAx
FEAEAA nAo] FHAR HME AP & AFE 5 Avka Holof gt
T2 wHsla glon, ol AYHTY F8 Ofdz Egeta 71Ee FMweE B
dAW gl Ho] gt 5o], 4] aFshs ATe YFaAd 2HS gl M=o
AEd e w2t 975 st Aol gk F A AFES R A dig &
A9 Fag FPeavt Ha ItHWharton, Al SHE A thRA] gSith FA|H S
1993). 12}, ojgjgk AR aF= <3 #Hd =2 A
ALEL Audt nAE HEA 34 A T Ao, HZ Tl WFA o
e xds] sl Al FAME sl @ At AIREQITE A E20127F SARE
8} (Grandey, 2000), 1 23 H& 2EfAS A FREAAES AR o]Eo] =% T

Hold AMess 48E + vk ALE =7 AMeEs AFeria, &

AT PAES 24 o 2AY A¥u Adeore L APAE BEE A
AEd, g2 SelArt BT = gl g AMeE SR disks A
t} HT Grynderup(2013)7} ol11& dni=a © A =Ee JIdL  Hochschild(1983)¢}
252 gt ddoeetd AFE e A Grandey2000)9] ©]BE 2R ZUYPFH 141
$E29 T @ A9 F bl I UGSk F 19 4E Fed9 2

ol =
Abete A7AHE EREg e, 20100d 11 ofol gk o SHla} AapHclo] gk
S ] /\}a-o]o] 2 A}o] A AFEo] FIYHULE FLo d=H
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Al
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ox
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L0 AR BE 8 4% B BAHE NG9 A5 Weewd BA

n7 ggpolgis AEZAL Ao w2d A o 98] A wFo] ApEA ov_l o= 7

AR Qe oAl AdstAu ERSd & "t Aol B2 dAFelA wEAr] wEel
% 9 AR, 88 dHe Ae At (Brotheridge & Grandey, 2002; Brothendg & Lee,
S7keta dttal @k o]} e AdE #2002 Gosserand & Dieffendorff, 2005), U311
 AREle 2AAREol 22 el tiflzt A tig FMweFE G o JF
o Fed FEAgel oA g, BN L W Ao AT & Utk E UE 9

EEold tildACdA A 54 FIME A
s aFdoan LG AREolzgt A ] Ade 282 PHstd 74
© Morris®} Feldman(1996)¢] #7402 Awo]l  dSolA A xste= 1RlE 97| erk(Grandey.
7Veolt) HE3E, Grandey, Kern, % Frone(2007)  2000; Brotheridge & Lee, 2002, Gosserand &
& olA ZHo] nAE &HE HSHUA  Dieffendorff, 2005). ©]& WFLA(E3], FAhe
QRaA ohjeh WEAAHAS BBl = AEAANE, 23 24a0e BAd o
HLo

Do dlofd o] RN BUES U @ $RA 2R P U Ra AF

welel FaHe 234 Al
[e]
o

i
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SIS - YA - B [ AAO ThEt BA S| OIEHOI B U ARANe| B2 25

o4 oo e

THDiefendorff & Richard, 2003). 3+HA %A
o AR Ag, BAtE A A wE
= 7IE A ATelA freld Aahicl
o 7 437 (Grandey, Fisk & Steiner, 2005;
Brotheridge & Grandey, 2002; ©]%, A, Al
Jd, 2006, RIS, 2010; FAE], 2013) A
2E 5 e 7|dth
ofebd, 71E9 FHwE AT

l‘%

ANERE HREE 497 B HE
(Sutton, 2010) Aoz YR M Z Al
e BHes A7 2o Zo® HY

4
R B s P R o B e R o
FHYF, HdPg ) d3uds A, @
A, 249 SUE, A, Bkl oA <
A, A 2HEIHoE o] '
i, Mgl AFaZI@MA 23, Y,
A% vEehel niAE d¥HE AvEn
A gt B At e Mgl oS
Helyt Axpiols xde A REE Al

s, wge AREE A3 ol

1=
ol
ol

i
u!

HMs

AAEe ARz AholA] s 35

S3l= A9Ee] AAZ wie FA9 94
o7 #H¥e= AME UE F due A
zketsto] m=e] Abs| kAl Hochschild(1979)°]]
qa AAE Adolth 2t A AA
<The Managed Heart> ol AeES daF
< 93 gHoz #F Jhedt 24 2 #53
o RdE AEste =49 #Hegu Ao
stATktEs, AW, B 2005). ©fF,
Ashforth®} Humphrey(1993)&= ©]2] %+ Hochschild
o] e ga2d Zdihgolgle &9
£ AHget] AXwFY ANdstE A=
v} 9tk 3A, Morris®} Feldman(1996)& 3%
FoA HHe| Zlwtete] HMwFe NI
‘IZte] B dFUE dojve T
Zo] 7ldste HAE Fdst=d F83
g, Alg, FAE L F sttt

lo

MO ow

71E AFATENA A G eEo o
g dE AdEY, B ne Fert o
Fota Fel7t WA ol FolA A e
Bl & 5 A 2 23, Al it
Aol digo] e A3kl =&Y

At} Brotheridge & Grandey, 2002; Brotheridge &
Lee, 2002; Gosserand & Dieffendorff, 2005). S}A]
W 3EAY NES BAREE 249 A
A aTF7F dom, Izt s ErgolA i
Qo] Pk ol 24el Tee BAE 2=
Aste siFo|ghe Aot} Grandey(2000)E 7]
2o HIATES Bl BAwES =
2e) =% 2L 913

v [e) =)
St e 1dS 243)

2]
t 3o r Fosta, xHagEy yHils
[e]

W Z=(Hochschild, 1983), T2+
(Ashforth & Humphey, 1993), A A] H-Z3HMorris
& Feldman, 1996)°) %4 ut3=o] 73 g}lsl]
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A %,
AE e FREOEM NP ATE
=59 o5 Ayl

TFAA R, FEHY F(surface acting)S A A|

2w ge 49e ¥4, BA, wEs 2
e FAPNE 2AHoR TR YEE
940z Jehle Roltt. Z, HAZ e
AA% FHtE ZA7E 2R ok A
2282 e, 29T dasee v

A A wAel wee ool g
(Ashforth & Humphrey, 1993; Grandey, 2003). HF
H, WHY S (deep acting)> FZZAAHOZ QT

EAMNE AR wla AdsEE w8

I FE mAaE Hole o st e
AAJA At 2Rle] AME LA 2
g o WHdgsoRe & 5 Ao

o
A Rafaeli®} Sutton(1987)= EHPEL <of
9]9] ¢of faking in bad faithy O &, WHIPZS
219]9] 3 E(acting in good faithyo|d}i =
71= g

hlel 71d# 549 4 A A Positive

Affect; PA) Algto U oz tial

o
i
(o]

doll thel A
AAAo] e Al
o] 5417l Wzl =1
avl, guzie A7 Adale Aol
B A2 (Negative Affect; NA)S Fi-,
4, BE, 49, 45 T9D DD
A G ek Sase F8E0 1F
ot FeE YEPHTHWatson, Clark & Tellegen,
1988). H4 FMAol w2 AE FAAHA
AN AEE fAske WAoR st 9

F8l7] W] AuwkzRloz o] HH A

ﬁ
§2
flo
N
Sh
tlo
Ho
N

£ oo owo
wr fo lo

SHe 7d8ko] TH(Tellegen, 1985; Watson, et al,
1988; Watson & Pennebaker, 1989; George,
199, o F 74 A AL vk kAol
2, A2 5949 A9 Ades ol n
Slopl, Q% AwelA vehbe AAE wg
of 4 AF alew AAEIL THMeyer
& Shack, 1989, Watson & Tellegen, 1985;
George, 1992).

AT 3 3 A e &
Aol tigh APAFE AvEH, FHYF
Hale dAdez daE drs Holx
% g e gAdte] ddge ATt

o
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aith tha atel7b e ARE AL 9
t}. o|& £, Brotheridge®}t Grandey(2002),
Brotheridge9} TLee(2002)9} 72 A4AEL X
Hazo A AT ERol AL Ho
A 34 ANATNE B 4B malY
E AL ok Al ol Al Ui
YEe PAYH FIF BAYE HolA 2B
S}tl. Gosserand @} Dieffendorff(2005)2] & Lol A]
FHgsol el o4 P9
2R AL HAoz JaS nH) vk,
Wi sl 45 o A9 4 PAA
RE AAQ dFE nAE Aor YEkth
= A5 AEd, =8 neo05)e] A2
¥, 9 dApehe 2T ZudEd 8
A ANATe] felal A BAS B
At e, W sl el e 58 A
ol A dF= WAL, B A
B ?i?—t— 2 A4
HEF} Grandey(2000)2] FEHYEI JH3YE
o] ApEA =P8 wRer FAMAI Ak
gk FA gzt BAC el vt 22 b
AES AASTH

b

1=}
Ao,

P

«
|

34 9y w3

7H 11, 2% AL Fdg S 2
JaS njd Aot}

7HA 12, B A mdEe] FF
JaS njd Aot}

7H 13, 2 A dHdg el F4
JaFS A Aot}

7Ha 14 3 e s F7
JaFS A Aot}

ChH AL 0| 0 EHH0| EFM 31 RIS AK|DIO| TjA|

=i} =Tt

Ho| Hdvto] opye}, Walzte} Alzp 1t
AE, Azh % 32 gd it FH3k
I oleHRI &, 1999). webA, Ake] At
AT MAAE o| Zegd <& Adet
7kl ZAEA, ortaE el whEt viA
#o] ofnl= wskd ¢ gtk wAAe] dE
< &3l gol dojva F7Is B=rt 34
7] Mz, inE /P2 Sdud B,
Bi=e] @4 olalstedl slelA wig Fa
gk W47t 9@ 4 orhubarE, 2005).

AT 8 R #¥ske] Johnson
(19722 /WAErI} ARalgke]l nG3E vAIX

Ao

A gl w2t At A

1= r\r

D ugs) 2 e 449, 499, A9
[e)

g, Amge il A ANEE §IE AN
Sk EG 24 W GARFS Poid &

TFAHCR, FA4219D9] AT AL

A WES ATREy AHo JpuAL
uglon, RN ABNE oAAE @
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7=

P

o

S2A AAEA

Els

2 W85 HQuinn, 1988; Quinn &
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=
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AL Eiet

AN s 5
a7 A
W) 3 A5 PuE AgaTe A
(Salancik & Pfeffer, 19785 &l = i, F2]
A Wy sAE FAete AAA 22w
dMe FdLEel AFEA ARl BAE
#Hsl7] offE Aotk o 23, 9AH =
Arse 240 ayse EATHY 48L
Sl 2 Aolel, AAwEe] FAPE Y
G50 §Ug 9E 02 Aoz d4HY
(Brotheridge & Grandey, 2002; Brotheridge & Lee,
2003; Diefendorff, Croyle, & Gosserand., 2005). ©|
Wz A7 248a) A g
MAE 9Ee Bl ges pe s
< ANE

T

=
=

=z

7 31 AA z2AEske ZW g
A dFgE A Aotk
7Hd 32, 9AA 2HEsSke WHdE
A Qg A Aotk
BT
A2 Hole M9 miE A
wteh 7ol Al tigahe Wao] b2
7] W&ol of2] o]&o] EAlSHA HrhAdt,
2012) SR el wet A, 2AA
EHR7E tha Aol7h dAR, ARzl A
Pﬂ AR A, AAE 238 =7
3 FEAQ HEY S 2 dde A

SIS

[}

M =so| HEHDI E

. X]U/\x

o
=

T
A

telstar 9l of thgt
Maslach®] 7l\do] 7} 4
t}. 3], 19821dol| Maslach®]
MBI(Maslach Burnout Inventory)”7}
Ao th3t AT ES nlds)

A 4_1;1] x =ae

gl i e
3

=
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K O{N m°"
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b

0
1
S

[e]

==

N
==

B4 om0 X o ff
R
_&jgr%

2 e xR

<
o
T

pu

S = A

41 A%E +a49
so) sEsh] AAE ANe auge
SAAQ Ae] awel Adat v
A3 ARAG BAA o
et AAA AR Yiho AR
7 UEHA sk a5l

BHH | W A(cynicism)E 117,

B 45 age2 wold o

ﬂ&‘i

Z] OJ [e)

T
Fohm, A
9 tHCordes &

B A2

r:ﬂ 43

oIFell = G ¥

o]%/\

%
1982). mpx|Hto 2 A

= 4R

U}Oackson & Maslach,
57 FA(reduced

HA=E $Eo

professional efficacy) = o
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& ATATE SESHA ol FAA ekl
Brotheridge & Grandey, 2002; Grandey et al,
2005; w145, 2010; AR, TG, A,
ALd, 2008 A<, 20125 o|vhd, |43,
2011; °o]%, A, A7, 2006). HA =]

Ak e AuEd FHidES AgsteE A
S HAH AFE ST AL(Zapf, 2002), A

sxol PN V2EE SuTh P4 Pxs
o Be7b ASHE W2 A3, 24
rze) AREREd 298 F2E 4 9
(Ashforth & Humphrey, 1993; Brotheridge &
Grandey, 2002; Morris & Feldman, 1996). SR ek
Weges 239 A dAz =717] ¢
o G449 weEe Fomn 44 pxa)
didse] FUPFHY € 2 o=
EFtHGoldberg & Grandey, 2007; Zapf, 2002).
FUFFH WP Fo] ARzl g 9
geo] & v Bushl PEETE A%E A
Ag ATEE B o 59, o|F 9 FR
S(006°] &3 FAH A
AFlME EHYPFE A7

=

B o

™ lo

=2

2ol o

2

2o

b~
ok

=
[0 2L of o

RuiOY)
b
R
.y
2
o

2 A Razle] 59 e digt B4S 4
AlZ AFES AW EHE, AE42012)2] 714
= FAN e AR, FMeEe E9
P FAH 27, Wi, AFEH da
BAOR ke mzon, YHgse oE 3
Q4 BT BHOR S nAE Zo
et c79S ez FMes 4
g FIPT EA501002 WHSB TS A
2EG A} AMA 27, WA, b

<)
(2 o
o, ol
oft ol
o N

sk ¥4 ABRAT} IR,

94 sEds, AR 27, Wad

sl
o,
cooxl ot Koy & omx gy 2 4

B BAdte s wEh w23, 49

(2012)9] =ARRAl TR Y ATE A

B, wexdoleke Rl e £
A

< XA 2, WA,
Hoz 9gg v, YRgEe
gegel ¥how 9ge wAE Ao 1
337 ¢=2

3, Schaufeli®}  Salanova(2007)=
2PN B 0, ARASE A

o

F
rl
—d
ml
off oxl [ N off Hob ofr ox

o

12 &
’ &
= v old
_‘CL Oﬁ
rL iy
N 2
oo
o
olf =
i}': olo
(¢
ol
.2
2 N = g
=

o,

oL

vl

fr

Mo

Y

k)

tlo

Y

L

U r—rJI

g z

L xo

43 ;‘C
z 2 oy i
o o b !

rT,
ot
=
30
)

4 Q58S RRHoR 4%
ZH(Inefficacy) 2129 Al&S A
AA R, AP AF(Bresd, Salanova & Schaufeli,

2007; Schaufeli & Salanova, 2007; 74, 2012)

N A% MEEHS TIF 472 A
= ARasyd ARE TR 47ad

Aot gyt o sk webd & 4
TFoAM e Akl dig

2 BA dal o 22 PSS AAE
.
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UL - AHA - B/ MAL O NSOl MSHOI BN 3 NRANDIS| LK 2Y HE
44
37 344
FEELE HAxE i
Euax | ARA 23
Bol & oA a s e
AT 0 5E
A A =225
o =" B el
M 41 ZRTE A 2 FA 57 B4 o] &HUTH
oéz‘g:.% B 34\0]1:}_ oqq.oﬂ ﬁﬂg —O—“QLX]-EQ] o]:ﬁi;ﬂz‘ﬂ—?ﬁ E
M 42 EREEE Wi A JgFE S AWEY, A 1988 49.4%), o4 2037
w3 ot} 60.6%°|Att. Ao Af, T 194 ~294
M 43. ZRYEE AT vEsqed F 1008249%), [ 304 ~394] 10178(25.2%), W
A gk nA Aolth 40M ~494] 10178(25.2%), T SOAI~594] 99
7H 44 YR TS FAE AR A diwelden, Hie 39.02490 8=
L= WA slolnt Tt EY 657816.2%), AadAD
7Hd 45 WHYEE Wi 74 9IS EY 78%W19.5%), WmddA) 24 2139
u|& Aolth 63.1%), et &9 45911.2%) 02 e
M 46 YR TE AT vEese ¥ oh AFEE AR, ARE 160%(39.9%),
2 G v Zlo|tt rHFJ 867 (21.4%), AT 758(18.7%), A7
o 299(7.2%), T 28H7.0%), T ©1F
Al A AAG THEES WSt RIS 23%<5.7%>2i UHEREk T e.okah, H%ﬂr U
2ol BAE Yehd A3ndS a8 19 A ole Awtyor #5A BExHo] 99lom,
NEi=4 L UE, AFS AHdael 7P “‘%‘r
s L
w9
A =T
TACHAIRE Y R 24E "R BAEEE 5371 918k Brotheridge 9}
Grandey(2003)7} 7Het A= 2 =S 7|4t
A= el Tt 719l 25 gt R nAE AR upo] ALEsES
6‘}1 A= T 19A] ool dnt Al of FAAHoE, RHAF sEY E WHAF SE
FoRE FYPE At % 35 S/ T 3% goz pAste] 53 Lker HEE ARSI
o] 24T & ARE AT 40199 A th ZHAFY T d2e HAERE A
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A A Ge S AAR =1 Hske
7A%7F Brholn, yddEe] ode ve A
Abel Al HofFofof sk S
7] #8 =gttty A=
HH3Y =] Cronbach ok 884, WH3=2]
Cronbach o @2 .843°|31t}. T3k, TAA/NE €
T A4S 918 AMOSE o] &3] 14

o1-=

QOIBA S AHAIZE A} CFI A|$7}F 966, TLI
A|57F 940, RMSEAE 0822 A%t $3%
UFERATY

3RIFH XA

S SH37] Yste] Wason & B&
S(1988)0] 7iEet g 3§ AN A=
(PANAS)E ©]ds], 712%, o|¥H2003)°] E}
3kt A= S ARgedth 34 BAAE:
271z @A F ARG AEAL,
HRgh 722 10 F aclRabEel Ee

Sl i) 2915
£9 SEPAE 295 57 Lk AEE
Tt AFEE 24 A, 3 FAA
Cronbach kS 8650102, F%8 HAA <

Cronbach o gkS .866°]1 T}

&AL WA QAL T
FAre] WA AataE S &
o] William¥} Goldstein(1984)2] 2 EZ o] %
20127} Mg oA AFUA A
NE 53 Lket{ == oIt &3¢
ZE U] e Fate date wAe
Aol gtz LErh o], Cronbach ok
.896°] %1 T}

AAH 2ALAE S Adte] Yeung,

Brockbank, ¥ Ulrich(1991)e] HAEE 73 H

24 23t = A4
Tof| BHA A ste] 4880 5 Likerr 3
=g 743t &= R s

quazle] GAE 243 Yo ZHa]
&&}e] Schaufeli, Leiter, Maslach, % Jackson
(1996)°] MBI-GSE 4173 (2003)0] E}Z3}4H
Aeg Aesdt ) 29 AREEY
Bl A%, A% wastem dAde 2
B3t B3-S Abgsted, %

A
T3] 5% Likert HE=E A}

14 ottt BA
A 27 sEYRIE, ‘Ye 2 dS sk
A &3] AA Uk FE Eyol X
e Yae 4Egeld, Ue dA ¥
UE A o] F2 7o tigh #alo] Fof
EAThE dE Bgo|tt E3, AR HE
A AT F swdolH, Ue AR
A @dAstE FAES dAdstA Eahr)
Zdd AEE &4 A3, FAA 2319
Cronbach's o %}-& .858, WA+ 835, JF H|E

=7re gmg yehdth

Ak

B AFe WEaACGAb tigk A s
3 o SHE, FAMIL WAS Fels]
93l sPss 19.0 BAZZ S L-gate]
7 gEsARAE AAEth A
dESWolEI FAMAES BF I3 AF
By Rz s AFs7] $l8irle AMOS

[e)

=
(]
l

>
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3%
(S
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B - BE /Y

& el 2o SIS i B,
EFEAL AR B AR A7t & 1
A=A GRS AdE AvEE, G
wE A ERYTH WHPTe] JHe
el ds dehdou o die duidel
Sk THr=.166, p<.01). RHYPFH HHYF
& Axazlel a9l dEd AMAH 23

I~

Zy r=2336, p<0l; r=.117, p<.05), Wiz
r=.335, p<.01; r=.185, p<.01), 2|5 H| 8 7
A7+ r=.303, p<.01 r=235, p<.0nI} HF
olzfg A
HdE, s EL% 736401 =7}

fr
P}
fijo
Lo
=)
ro
=
o
=
2,
ox,
2

S 15
=5 F A

o3 O
o e

202, AMET HAFEY dFHAS
Svinw, ERgEe 24 4443w

2 Ao folstA HYom¢=-253, p<.0l),
BA A, A e wold drAE A A
Z2Z3tehe s vehld
(r=300~384, p<.01). HHH, JHPE FHY
The g2A 3 A8 AHew o
m g e e thr=216, p<.01). 3,
AN A el ateETe &
A gl glslen, AAH 24 2ae
T AR o S veplltke=177,
p<.01).
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Exploration of predictive variables of
emotional labor in subordinate roles and verification
of the relations model between emotional labor and burnout

Geon Woo Park Myoung So Kim Young Seok Han

Department of Industrial Psychology Hoseo University

The purpose of this study was to (1) explore the predictive variables of emotional labor(surface acting and
deep acting) in relations with supervisors in terms of individual, relational and organizational perspective,
(2) examine the relationship between emotional labor and burnout(emotional exhaustion, cynicism and
inefficacy), and (3) propose and test the relations model of emotional labor with predictors and criterion.
A total of 435 employees working at various companies in Korea participated in an on-line survey, and
401 data were used for statistical analysis after elimination of inadequate sample. The results showed that
individual positive affective, negative affective, supervisor's defensive communication style and hierarchical
organizational culture affected surface acting, while deep acting was influenced by individual affects and
hierarchical organizational culture. In addition, the result of hierarchical regression analysis demonstrated
that surface acting affected all of three factors of burnout, whereas deep acting affected cynicism and
inefficacy. All of the fit indices of the relations model of emotional labor were acceptable, supporting the

validity of the model. On the basis of the results, the implications and future research directions were

discussed.

Key words : emotional labor, burnout, positive affect, negative affect, defensive communication style, bierarchical

organizational culture
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