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VI35 18 Foiehe 98 o Awst -0.032 [ 0.827 |-0.085| 0.693
VI40 379 Huj #AA} ghopeg -0.245 ( 0.783 |-0.004| 0.673
VI34 $8% 4HATEY -0.117 [ 0.779 | 0.048 | 0.622
VI36 TS Al ok wAl -0.194 {0.776 |-0.135| 0.658
VI30 mAdgel N =&Es An A2 | -0.077 |0.776 | 0.016 | 0.609
VIAl T2 Ao g e wwlne 0.041 |0.572(-0.110| 0.341
V19 T2S 93 AARE +7 0.032 |-0.061|0.768 | 0.594
V23 Azl = 0.262 |-0.040{0.758 | 0.645
VI8 AARZEH o A4F 0.214 |-0.039]0.732 | 0.583
V20 AARAT} FHdHA] Aol 0.243 |-0.082(0.728 | 0.59
IVle AAzAd =1 29 0.204 |-0.122/0.712 | 0.563
V22 AARAEH 234 0.257 |-0.127|0.660 | 0.517
V2l ZaAEH AALA o]z 2l & | 0379 |0.103 |0.645 | 0.570
V17 %8 maid 0.383 |-0.094|0.592 | 0.506

314 (Eigen Value) 5741 | 5.033 | 4577 | -
FEoH(E R 22.962 |20.131]18.307| (61.4)

KMO¢#t Bartlette] 474 Chi:33§é\(4£f.g'3%%, p=0)

- 47 -




=

o

i

=]

=
1

T

]

4-6>0 A H

I

-
3t
=
-

|

L=,

A B A (F=30.531)

k)
pE4

AE BH, <
a8 a JRe

Ao Ueps,

0.000)¢1

<E 4-6> 24, 3% L ML9 A2 ¢l

A 34 7}

14 (p

© | © o N —
— (=] — [ap) —
o | ®| ® © <
— — — — N
T
—_ o | w© o0 o
R S|l | © — mw
o | S S o g5
2| —
o < N o) ™ =
= A S|l | ¥ | s || =
reol B B B I N B N I S Nl
< i o~ — — laN — 1A
<
o | = | o o~ o 7
. S| o | ® o S 0
d, SER=-RE=RIR=! S 2
S|l o | o S ) X
o=
— | <F
SEIEEERER
m |22 N T
S| P3| o 0 |
A o | 2| 8| = | = o o
vl E|E(S|E|E| B |o|B
e | M o _ S ) o o
S| Q
. o | o | o o) P I
o5 JF | © |0 © o x
o A : ™ S S S S
w | P |s|s|s|s ] S =
o
i z|€lz|e| g | |
TR A | 5| DS = 3¢ I
NP | S S o
83
ol o o | e [z | arRrRe
B AR | L oo |y
| |2 | X | er (= AT o
gro| o= | B | Ak | RO | KRR
N R
- =
_,Aﬁl_
A4 w
o)
No - -

_ 48 -




-0.240), 7%

A& (p

gol
°© FukA (B=
o(l?)—_0174) %Q som

TOE UEEa
, ©]

- 49 -

= o =
B ) wf A% T o) O
oy L = N oo R
B ER- el
%0 o) o T I o ™ e =
Ko N xAO BN OJ. ~L (@) o (@)
N N HT.: OE N N S S o
o SR T S > S =
o —_— —_ ‘Dr OL . A = =
fr 2 T X o o o s = S
~ = A T o WX ke s |z - =
oW EROR oo S a = e o
e N oy o N =] 0
< c " ) Gy 1v_mo (9N S
<0 o NMoN — S
o oy o o ; .
— 1H —_ dl B+ ° o - : ~ : .
< T it - 15 |3 |
o Iy B A @ o’ B o3 N o0
B n T o= ol =3 — 0 2
Ao ™ oD NEE < B
< ™ ,UI _ Ur.m = i I~ _ n_b
: R T |7 |2|8|E|¢
K WL w = o = 7 AP ) SS9l S sl
Bz EE RS AR
T 2 mﬁ — 5 — e _% » ~ S|sl8] S =y
Mw_m ﬁ.ﬂ _ﬂlfl o o Wm \@/ ,Dr,._ 1_;_ Ur o o U - (@) =
N . ) L <t I 7A A= {o) =y [aN]
m N o} <1 X X o ™ N h R N RS
- ) o X X pt | & 2| R | o
x & o ™ o | E1gl5 5|88 ©
X o _poL o oF o)/ P — 14 Pl % S % Oﬂw
Mmzo 4#“ ,i% u&ﬂz o ww AR S 8|S
ﬁ EoR W o o] O <IN n o7 o | N2 s NEE
m} N O e~ O# = o v ] - % 0 o o
o B o i i o W o T ~ SN e I = B
o - X = P B N =K ~ | % | & RER I I I
Ee —_— o xR q o - o )
ol I ) o T o % - — SRR R
g oo == o) o X %0 U ‘MV. ﬂo —_ % oﬂ N
K = % ob T o wo R i N | S BE
Of ™ _ T Lf < ol ﬂU o X0 \U! ;Ib.l = e
WA = ~ N SO <A T 5 =
LELIE i A I A 5
) s - M 2 oy o Slw|E|EE
oo I T o T % S S .
s I B w R S M |7 B ||~
TR nE g R Sy 0
‘I_ﬁl \n_ X X7 X0 ™M o ~ — A Eﬁ o
vour = T ooy O < = B Q A ) =
ﬂ L Y Ao | = P = | TX 5
ol b e X < = N A CICUIN fro
TR T W = | g e w2 | o N
<0 0| ™o < o T
N P T s Son | = o >
I V z.*oma R X HT.C
0
N XO H;l Z,.* ‘;Inw




\=]
]
S|

A A
dF

1
LN

4-8>¢]
LREREE

CEIREE

=
=
1

It

-0.315),

By, <3
o A (F=55.202) = 2] 4
StaL, o]

‘]

A
h

o= g

o)) 3

<
RS

94

p=2
¢}

($=0.473)01H, th2 A FAE4 (B

1

g

- 50 -

18

o
il

=]
=

al
]

S
-

Z]

]

9 4

A (B=0.158), #F-2] A ($=0.117)

|

<E 4-8> 23, 4% R MU A=H Aol A g wA

bdze ARAEY 9 ATEA, B3 F

HO

Hpel Zol r
(p=0.000)%

7

o3 © © o) N —~
— (=] — lap) 0
= [ & % © 8
|
= R e Q ™ I
N e & | & 2 =
Ho 7o ) ; - > o | B
(@) () () o = =
CRRS
e Q ap) S | N
™ .Ql m M 4Om % M 2: W
%o S | A ! . |
X0 N — | = e = < R D
T
o o <o) Lo o A
: S (] o (=) S
= Pl = I = 2 Yol
o | o o ) S o | S
=
—
2|18 =g ¢ |2n
- S| a2 = | R S | F|=
[ E_u [a\} [aN} D~ 2R o
‘;Imxl AT a4 () E D~ 00 e o
N T | S| =2 e S o |8
() Il
zlelglz] 8 |%|°
wa| 23888 8
NB n o | o o S S N
N
m T N | o — o= =~ T}
=R A < 5 — — = I
= |7 = - S f
ze
—~ ~X
il il il Mr_m NG erﬂmo dﬂﬂ_iMU
| W B X (B | weE | oYme |
%0 | ok | o | xomm | == <R X
- — o
SN
Ar L
Lo mw R
N




A
ax

B At

o= &

=

=

al

A

Aol
(2.369)E.th 7+

7] o]
b R

[e)

i

4 2zel BE BRE 12 Aol

s

A2l

zpol= BF a=0.01FF A oA

}

°
pal

™, o]

ol ¥ =AA uvErwtoew, HFSAZE et e (2.759)0]

(253N BT A gl ¥ AA dEbstaL, el

i

=
o

Z

]

i=]

al

z

(e} (@) (@) (e}
. o <1 () (e}
8 | 3 S S S
(e} (@) (@) (e}
v | 0 oe) 0
.d. (e} (@) (@) (e}
[@N] [aN] A [@N]
L
(@)
cR S & =
S ] LO (@)}
© o , ,
NE
_.,i‘LI o O (@) @\ o <t [ap] LO <t
5 X 0~ o] (g O~ o0 o] e e LO
Hol (2122122212122
o (e} (@) (@) (@) (@) (@) (@) (@) (@)
=)
=)
1= (o)) (4] o0 <t o0 () o) (@) o0
—_ 0 o LO o0 <t N o o0 o~
O e B IS I S I S IS B =R IR e I o
2 Slo|lc|loc|lcloco|loc|oc| o
— (@) D o~ (@) (9N} o) o0 <t
3=l o |l DI D | n S | S| oo
m (S| |n eS|
2] vl | os |
o | V| gl 0| ||| o
22|28 |2 8|22 2|’
e R el Rl S
+ K| e or | o (L - O A A v
)
o X2 N
W oy o FT | TR
~ sl v | oI %!
ol xr zonm | <A
N
A - n
HRORT [ 7
_io\m:.._ N- X X ]*7

- 51 -




o)

T

4-10>0l e

ST
it

) <
0.000)21 Ao 2 eyt

T 2484 (B=0.405)0] ™, ©]

=
=

A

14 (p
298

i

7FA] AL

=

=

9.430)=

Al (r=0.394)
st AP AA(F

o]

’

=9

AT,
g 3l

S|
=

1
o

A]
2]

o

9%

T

|

of AR FA el wA

ks

-

o
gl

=]
=

al

Z
Ay

<E 4-10> =37, 43 2 7MA09 A

© © (@) N
— (@) — (9] —~
e ® | @ S 3
— — — — oﬂ
=)
— o O Q0 (9] I
A g & & | Z =
Ho T S| S S S S8
— .
o | = (o o) ap) S|
TSl 28 & |w|E
e il B I S o |
&S
o |lo| ™ e <
o o Lo < [@))
S|S| 9% | = I S
(] (e () ()] (e N
8|S
o | = 8 o = = |
213188 8 |22
d . =) . =) || kel
~ | 0 : S , o
~
AR o | v 3 = 3 o
w | 2|88/ S|8] & |z|8
2| a
s slg|lsz| g |2
WAl 5 M < - Q < )
i e B < 55 i
T = an) o | ™ < S - [,
N | S| D S ¢
o
s | TP | T | T TR
| e | = ~ uTEﬂu ooz | o T o —
o | RO | Rori | e | X
R w
0
e X %O
)A
Alw 5
0
NioE. e 700

- 52 -




,_Iﬂ_/I
T
~
No
TR

il

ol 7k 9]

S
o

-

2]

B At

Aol

AR g o] B

AL
;OO

A H(B494) Bt 1L

ke
T

(3.936)°]

A vepsow, A5g 2 7E 7

(3611)H.t}+

B

ok

=

Q3859 A F-F A7}

tﬂ'

=

v

Aol o

7

ﬂ
HH

e

N

]

}

;o.._

[e)
R

J

() o™ — —
. S S o N
a3 S S S
S S ) S
)
. 0 0 0
f.dJ. S S — S
X X = X
—
*
i ¢ -
- | g & 2 &
; 5 * S
NE e
o — (@) — » 0 < Lo N
2| 3] o) %) o) = | F © o) S
) Sl |lSls|lalals|2] <2
S o ) o ) o S ) )
o o
i bl o) <t — — © 0 © o~ 28
NP x| 30 o) © o) — 1S9) < ) —
N o T e =T B (S I 1o R =T L B =
S5 o o S o =) o S o S
I O — (@) (=) — = <o) —
= o) 58 — ) iy} o o) o) o
e ~ <3 < Q o o Q < [
2 o3 ) o ) o3 o3 ) o o
o | |l | Bl o5 8 X | <
T T =
e = | = null In A n e
K H " T
.AJ w L.j Lmﬁ ﬂo X ﬂ X ﬂ ﬂa
B
T
wﬁ T TR AR
uTEo o™ oF
T = <A
Ak
Njo B

53 -




4-12>

A3 glom, 814

==,

3|

3
it

AZE Bd <

%

=]
s

0.595=

of AAE sk 2ol r

A7

S 354%7 &
0.000)¢1 Ao =2 vE}GSTE.

=

al

0

—~

Zj?(

(F=113.974)< T4 D

4-13>+=

<3

}ol(p=0.000)7 FERRET) =,

(2984) FAnZdol FUd ez A e

o

1

A

B

o

I

T
T

37 ZAR 7 1 X

N
-

%

1

N

<% 4-12>

W
o
o
o

0.026
0.000

2.249
10.676

A

N

PR

Beta

0.000
0.595

M EES A5

S.E.

0.208
0.063

0.467
0.675

R

-

T

i

)

R ToT
o
< | R

R*=0.354  Adj. R*=0.351

R=0.595

d.f.=1/208

0.000

p:

F=113.974

-

dr
Mo

XN

vze)

N

S A A

54 -



~
oy
]

_ 55 -

=
SR~
oK e =
p o
T3 :
e - 2 ]
iy * O
EL 1r | .LI w i = LIL o
| ) JOw a - N K — JJ ‘Bo
O ]1_ ZA M Ew_ 7AO T
> X o = i = . 0
o g M v , a] I |
L ? ; < ~ ofy S
7u V ul _ﬂ_ | i Ay _ 7 70 1 S
) = ™ wo hS| <5 ] ! |
k ~ ’ by e o] < 5 <t < A>1 h WW X
] L‘_ \ - : T AN X Nlo < | <
< oW NE e S _ Lo 3 @
! i ™ " X < E 1 1 .o| x
w& ﬂmo } % 5 B i - i
sl N = S & & 9|/ g & : 5
- - L .W = - - X0 - B i o &
: | : _ ﬂ.L M =) 00 B = B “._u. <f
N N Bo X S| 3 3 r]| o o = -
— Mo i+ | = AR 3 T o i g < ﬂ_]xr ik
g i : i &N N asis . K O S L0
| Nro Lu w % ™ = o = ﬁo,_ S| S S
N T N : 3 | O
q : : i E ﬂu ox 4
| 2 : ﬁ W ™ S
)i ) A e - % .
1o oo < A T X0 ~ 20 B X il Eqﬂ 2|3
ﬂwl N < ) % | T = [ = & e & B
. 1r .
P = T 7o o um Wﬁ Mﬂ : S : % T
o B 7 G Hr dola UL il ° 5 ﬂm_v it
: 3 : o — WA = ,._Mo = ~ N ) % m m
w < Nd S N M ¥z T ; ik
: - = ™ N N "o o3
! 6 o A - WV, - = TN R L
= o =y Q oy - ;Y N %O ) N 1 o
o = f:2 = % i} ¥ 3 i - : :
101 Mm : : y mv ® ™ M_L = A x| =
Mo EM 3 © . i} Ko AT 4= | 3% 2l=
N A oF ﬂ i 11r1_ ; ﬂ Po Hﬂ
! )] o = %0 v : -
_.O. ,._)ymﬂ_ 17! ﬂu w . 3 c.:; o
% a - :
0 - ﬂ_l ﬂU
t w7 : ﬂ
N ,_ u
A qr i
Mo <
M~




0.000)

14 (p

[e)

o
e el 2ol

o]

-
it

<3 A,

FARHT7%), FHAZT AP AA(F=16.867)=

Ao e

°©

sl

il

As

A

=2 G EAA(r=0.611)7F ATt
- 56 -

CEE

%!

744

o

T

4-16>

hyA
3t

6. 7HdAS2] Qo

A, 7H219

<

N T NN
"R Moo T me o | o
w T e . ow L w ¥ |88
- T o= Hyl o o S| S
o o L P o
LS WO
Ty PR T s 2 g 3|5
\uM 0 X _ - (@) —
SFN 0 RN
434%@&% I |8
. Eo g ™ >~
A I e I
S o & IR W B (S| R |E|
S &~ o 5 B o™ ol = (- el <
ﬂ o_,w 5 .%_ H X 7o PR < |
N o) o
=] o - woo o =
= W g o o | S
T @ F & T iE x SHR=
\_Ll N ,_ﬂ_mvlL _ = <t o O Il
BRSSO B B = T
G I HAlxs v 3|3 |k
- < <= o~
X ZI %o ) ‘.lf_uu _L o dﬂ %
T ook B | R
O_H 7E o Mﬁ EO =r [aN] —
EUN. ™ e or) © : I
] R~ % Z 59| =
T o T o X oo Rz |A|xn| Q|0
oo o = X ~ | o | =
o s X ;N N ~ [
Aty N Lf ﬂ% i 0
oo oo ME R A
Tecrdwey BRI
N - il ~ =T
O I T = | {5
e I B T Bl R Py
w ) M‘.WM o gm o \V; i
@ .
3 A M N =
S A M A tlm| TR
N o o T %o o
B ™ = T 4 H X
5 ) N Mo
~~ I ~~ —_—
NN e m T o



-

30.531)7F 2] % (p=0.000)

e, AgaAF
7F 9 A

s

=

pe!
<E 4-16> 7MHAHFTY 8.9

_57 -

A]
2]

(4)

*
% *
7z blw |2
70 9 S > S I~ 8
froe - le) ey [ A\ aE
— i <f
X
=T ¥ % 0~ — 2 3
= T |l o | = o = B IS
— | ® || 2| x| R LS
o} < — = ; > Q -
X 1 : S |9 g :
> 5 © <f
— |
Q xX o) <f <F ¢
s S| 8|S 2
: ~ Te) o3 -
ﬂ © | | J/
Wo i 5 ¥ ¥ : ©
S M= - v B e A B o P RS o
ol IS T = (e - o - B <«
T} [ o N o~ = —
- * ]
Bl 8 o | 2| ]| 8
ST I T (e
- o <~ ©
m- I [
Mo — | A ] < | & i
X M o ~ — N O~
L
! o o) o) o " 5]
K _ o~ e}
F - A
‘m\_ —~~ ~ \LU nze] N —~ —~
4 B 2 = >
L E e 2T g E Y=
X - < _ o < <
| ™ N ™
g s T i i
o a PP & o
W <0
il

o] BARZIE 37.3%7}F
(2940)x .o} 123 7919

H
H>
Hs
Hy



A, 7Hd29]

p=d
=

= A (r=0.720)7F AT

HH

0.000)

14 (p
(2.369)K.t} 7F

o

T

55.292)7}t
]

Hm, A48 aAF

9]

-0.315)°] ™,

4 v

A
=2

o ARALA P

o

0.473)°1H, ths

(2.537)

&

~O

1

ARls

2

el

ol

o

9l

(3.038)°] 7H<1 9]

0

»AO

15

(2.852)°]

0.000)

A eH(3.851)

4 (p
0.405)0] ™, o©]
tH(3.656) Bt ;MR dA o] T =t}

o

i

A H(B494)E T 1L

o

T

A&7 (B

N

A (r=0.394)7F At
1}

of W =it
% 7] (F=9.430)7}
#5224 o]
- 58 -

3 o),

o

=

=

7] ©+(3.936) ©]

-

1

2 3}

=

o

AA 71439 2
(3.611)R.t} 317 = 8 o]



g, 7HA49]

R R e ]

=0.000)¢] t}.

R
z37h 9l

0.595)7F dom, A& AA(F=113.974)7}

(r

7] ©(2.264)

-
T

-

o)

chaAl, 74459
(r=0.274)7} e, AdgaAF

©] 4 (p=0.000) ©] .

o
T

16.867) 7}

ok

)

o

AL

%

AH(B57N R AR FA

- 59 -



AR

)

K
or

o

A1Ad d79 &

el
0

‘mo

o

)

—~
o

=3
o

B
22

"o
0

sl

—

NI
o)

—

NI
Nd

—
G

it
o]

—_—

)

T
7o
N
o)

G

Nfo
o
B

—_
0

g AT

= A=

3 %

;OL

A

o
or

i

of upzbA

=K

wjr

ol
b

)

o= Ajele] 4124

Ebsk ot

~

o

O
il

—_
fils)

i)

ol
a

O
o)

il

ol
e

o
o+

—

NI

2 Avke] Qe el

- 60 -



ol

=K

1)

o whe)A

%

s
;OO

o

~

WJ

~A
il

—_
fite)

i)

ofy
WJ

~A

o)
K

WJ

NH

ol
M

o]
SEE

o

dersteh

"K

’

45
)

ol
=

T
H&d

1

A
-

|

o
1l

r

o}

o]
=7
P Emga
T

[e]
=

S
oo

~

WJ

~A
il

—_
fite)

iz

ofy
WJ

~A
o)

o

—

NI

A

o T
)s)]\ '\:X]

4 w5po] 7

A B x50
,_]__-
74 % 9]

o

A

—

N

AL
;OO

1

(3.936)°]

-6l -



gol o A et

K

o)
H

w
fg
)
Njo

7 =
= A

1

S vhEhg

=

o] oMoz =7 byt

O 2 ERRH

A

!

<H

A

™

o A n] 237 ol A]

=

j

of Azl M HA =
o]

=

-
.=

|

_‘|

3

A 2l

4

EEAE

<

A,

3]

A

%317} Bl Aol ol
ol wheba

iy

| 15

9]

z2 gt ew ¢l

A

=

9 veg A

o
=

]

1
T

Zhell g AT

H] =] &=

o

62 -

O~



B
W
job

ol
ol

—_
fife)

g
i+
el
TR

ol 7HA AlA & AlE
< 7HA AL gk

}

0
yad

T oAl #

9

5

o

]

sp w7 ol

=
QLN

12l

T A

ojt}, ufghr gk
=7} U]

-

R

=
QLN

],

S

7] o

Aol 7k £

Z
&

=3

=

LAY R S =2 R

Fel ek oA AZ

o

°©

SERRIRR
8

Al A

s
=

1

o
pad

}

o
Bl
gl

¢
&
XM

Nd
il

olH ¥ N3

Fo AFolA e

stA=d A

1

S

K
el

R

A9e 73 o

Z
&

G Jwsk A
- 63 -

-

R

%57} v

H
g5

s

e 7t



]

A
o

=
3

=
=

315 Abel

uH

=

DOl SEAY, 1997).

o
= -

L XS AL, 2002).
kol A} 1999),

skl A}, 2003).
1AL, 1999).

Slo
= L

DAL BARA, (&7, 2002).

B IR &2

2001.

HH

.

718l AztaA A, (A

e

2ALEES] = 2000.
Abetsl =

~

IR
A

oA, TAu~AutAE ,  (HEL:
AE, THolx =

AdA, AR, (K

o

o

ol =)
e RO
< -
il n
o G2
in i
B oW
o &
% 0°
Gl &
g
e X
. =t
Ao =
) W M.
Tk
W B
o T T oo
)A
1T oos
0
w 3 X0 T
o B )
T X
Mm ~ A
Mo 2 o
Wooor
] ol o

Tor

4 )
N B°
1_l1_ —
0 0

- 64 -

H7red, “Aaze wf



rol
(o
(o

[} 1l T ﬂ:,l”, }\1
& =1, 2000
SIAE, “2AEAY, A, A AFEH RS dAle] #E AT, &9
stul A ALEEe] =, 2000
A4, *ATAAe] TxA 549 R, [AAEAAT, | A5 A2
1997, pp.1-93.
ARF, “5Y FA90) pAwFo] AR L] vAr 4, (BAHAT,
A21A8 A2%, 1998, pp.129-141

oY,
ofl
i)

LA, “AFA] FeolgAe] 7}

AT 115, 1995, pp9-31.

FA}3]
MR, g8, de] gArzste gAH nge] AANGFH L nA
Al 2=Fd H7bel w A= G, TeiA" A
pp.47-75.

T4, AL7A A4z, 2002,

719, AEF, EAFALE] 2305 Ao} #a A7, (5P Ie
A9, 2000, p.142.

AAE, Az Age] ZR7L Se A, A 35635,
8] 2~

A7, 2001.

Abraham, R,,

The Impact of Emotional Dissonance on Organizational
commitment and Intention to Turnover”, The Journal of Psychology,
1999, Vol 133(4), pp.441-455

Ashforth, B. E and R. H. Humphrey,

Emotional in service roles: The
influence of identity”, Academy of Management review, 1993, Vol.18
pp.85-115.

- 65 -



, “Emotional labor in the workplace:

Bowon,

Bowon

A reappraisal”, Human Relations, 1995, Vol.48, pp.97-125.

D. E., R. B. Chase, T. G. Cummings and Associates, “Service manag-—
ement effectiveness: Balancing strategy, organization and human
resources, operations, and marketing”, San Framcoscp: Jossey-Bass,

1980.

, C. Siehl and B. Schneider, “A framework for

. . . . . . ”
analyzing customer service orientations in manufacturing , Academy

of Management Review, 1989, Vol.14, pp.75-95.

Burke, R. J. and G. Deszca, “Correlates of psychological burnout phases

Cordes,

among police officers,” Human Relation, 1986, Vol.39. pp. 487-502.

C. L, and T. W. Dougherty, “A review and integration of research on
job burnout”, Academy of Management Review, 1993, Vol.18, No.4,
pp.621-656.

Deshpande, R., J. U. Farley and F. E. Webster, Jr, Corporate Culture, Customer

George,

Orientation, and Innovativeness in Japanese Firm: A Quardrad
Analysis, Journal of Marketing, Vol. 57, 1993, pp. 23-37.Eddlwich, J.
and A. Brodsky, “Burn out stage of Disillusionment in the Helping

Professions”, NY: Human Science Press, 1980.

J. and A. Brief, Feeling good-doing good a conceptual analysis of the
mood at work-organizational spontaneity relationship, Psychological

Bulletin, 1992, Vol.112, pp.310-329

Hochschild, A. R., “Emotion work, feeling rules, and social structure”, America

Journal of Sociology, 1979, Vol.8b.

Hochschild, A. R. , “The managed heart”, Berkeley

University of California Press, 1983.

- 66 -



Jackson, S. E., R. L. Schwab and R. S. Schuler, “Toward an understanding of
burnout phenomenon”, Journal of Applied Psychology, 1986, Vol.71,
pp.630-640.Kim. B.S, Alternative Model of Burnout Phase Tests of the
Three MBI Dimensions, Concurrent Validity, and Utilities, Doctoral
Dissertation, The University of Georgia, 1991.

Kohli, A. K. and B. ]J. Jaworsk, Market Orientation: The Construct, Research
Propositions, and Managerial Implications, Journal of Marketing, 54
(April), 1990, pp. 1-18 Leary, M. R. and R. M. Kowalsky, “Impression
management. A literature review and two-component model”,
Psychological Bulletin, 1990, Vol. 107, pp.34-47.

Kotler, P, 1996, Principle of marketing, 7ed., New jersey : Prentice Hall, Roach,
S. S, Services Under Siege - The Restructuring Imperative, Harvard
Business Review, (September—October), Homewood, IL: Dow Jones-
Irwin, 1991, pp.82-91.

Leiter, M. P., “Burnout as a developmental process: consideration of models”,
1993, In Schaufeli, W. B., Maslach, C. and Marek, T. (Eds), Professional
Burnout: Recent Developments in Theory and Research, Washington,
DC: TAylor and Francis, pp.246-247.

Maslach, C., “Burout the cost of caring”, Englewood Cliffs, NJ: Prentice-Hall,
1982.

, “Understanding burnout: Definitional issues inanalyzing a complex

phenomenon”. In paine, W. S., Job Stress and Burnout, Beverly
Hills, CA: Sage, 1993, pp.29-41.

Middleton, D. R., “Emotional Style: The cultural ordering of emotion”, Ethos,
1989, 17(2), pp.187-201.

Morris, J, A. and O. C. Feldman, “The dimensions, antecedents and
Consequences of Emotional Labor”, Academy of Management
review,, 1996, Vol.21, No.4, pp.986-1010.

- 67 -



Putnam, L. L., Mumby, D. K., “Organizations, emotions and the myth of
rationality”, Fineman, S., “Emotional contrast strategies as means

collectors”, 1993, Academy of Management Journal, Vol.34.

Rafaeli, A., and R. Sutton, “Expression of emotion as part of th work role”,

Academy of Management review, 1987, Vol.12, pp23-37.

, “When clerks meet customers: A test of variables

related to emotional expressions on the job”, Journal of Applied

pshchology, 1989a, Vo.71. pp.385-393.

, “When cashiers meet customers: An analysis of

the role of supermarket cashiers”, Academy of Management Jorunal,

1989b, Vo.32. pp.245-273.

, “The expresstion of emotion in organization

life”, Research in Orgainzation behavior, 1989¢c, Vo.11. pp.1-42.

Saxe, R. and B. A. Weitz, A Measure of the Customer Orientation of
Salespeople, Journal of Marketing Research, Vol.19(August), 1988,
pp. 343-344.

Saxton, M. J., Jermier, “Emotional Exhaustion in High Stress Organization”,

Academy of Management Journal, 1983, Vol.26, pp.567-586.

Siguaw, J. A., G. Brown and R. E. Widing, The Influence of the Market
Orientation of the Firm on Sales Force Behavior and Attitudes, Journal
of Marketing Research, Vol. 31(February), 1994, pp. 106-116.Sutton,
R I and A. Rafaeli, “Untangling the relationship between displayed
emotions and organizational sales: The case of Convenience Store”,

Academy of Management Review, 1988, Vol.31, pp.461-487.

Staw, B. M. and G. Barsade, Affect and managerial performance. A test of
the sadder-but-wiser versus happier-and smarter hypotheses,

Administrative Science Quarterly, 1993, Vol.38, pp.56-77.

- 68 -



Schneider, B. and D. E Bowen, “Winning the service game”, Boston, MA

Harvard Business School Press, 1995.

Thoits, P. A., “Emotional deviance research agendas”, Research Agendas in

the Sociology of Emotions, Ed by T. D. Kemper, 1990, pp.180-203.

Wharton A. S., “The Affective Consequences of Service Work : Managing
Emotions on the Job”, Work and Occupations, 1993, Vol.20, pp.205-232.

- 69 -



ABSTRACT

Impacts of Hotel Employee's Emotional Dissonance and

Emotional Exhaustion on the Customer Orientation

Je-bak Kim

Department of Business Administration
Graduate School of Business Administration
Cheju National University

Supervised by Professor Hyoung-gil Kim

As hotel industry is much more labor intensive than other industries,
it is dependent on man power. The value of human service has been
getting more important, While the service by the hotel employees can be
different according to their environmental and personal condition.

The purpose of this study is to examine impacts of hotel employees’

emotional dissonance and emotional exhaustion on the customer orientation.

To accomplish this purpose, 230 employees of high class tourist hotels
in Jeju were given questionnaires of which 212 were returned of which

210 were used for empirical analysis.

This study consists of 5 chapters:

(1) Introduction
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(2) Theoretical Backgrounds : emotional dissonance, emotional exhaustion,
customer orientation and etc.

(3) Methodology

(4) Empirical Research

(5) Conclusions.

Frequency, the T-test, Oneway ANOVA, Factor Analysis, Reliability

and Multiple Regression Analysis by a statistical package, SPSS for

Windows (Release 10.0), were used to analyze each variable.

The study can be summarized as follows:

(1) There is high relationship(r=0.611) between emotional dissonance, the

(2)

(3)

(4)

(5)

dependent variable and the independent variables such as job
autonomy, job control, urgent condition and psychological feeling of
uneasiness.

Independent variables such as job, autonomy, job control, urgent condition
and psychological @ feeling of wuneasiness can explain emotional
dissonance, the dependent variable 37.3 percent and their liner relation
is significant(F=30.531, p=0.000).

The strongest independent variable for the emotional dissonance is
psychological feeling of uneasiness(p=0.370). That is, the higher degree
of psychological feeling of uneasiness, the bigger emotional dissonance.
The group that has the less degree of job autonomy(3.001) has the
bigger emotional dissonance than the group that have the higher degree
of job autonomy(2.369). The groups that have the higher degree of
urgent condition(2.852) and psychological feeling of uneasiness(3.038) have
the bigger emotional dissonance than the groups that has the less degree
of urgent condition(2.300) and psychological feeling of uneasiness(2.206).
There is high relationship(r=0.720) between emotional exhaustion, the
dependent variable and the independent variables such as job autonomy,

job control, urgent condition and psychological feeling of uneasiness.
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(6) Emotional dissonance, the independent variable can explain emotional
exhaustion, the dependent variable 57.9 percent and their liner relation
is significant(F=55.292, p=0.000).

(7) The strongest independent variable for the emotional exhaustion is
psychological feeling of uneasiness(p=0.473). That is, the higher degree
of psychological feeling of uneasiness, the bigger emotional exhaustion.

(8) The groups that have the less degree of job autonomy(3.001) and job
control(2.759) have the bigger emotional exhaustion than the groups
that have the higher degree of job autonomy(2.369) and job
control(2.537). And the groups that have the higher degree of urgent
condition(2.852) and psychological feeling of uneasiness(3.038) have the
bigger emotional exhaustion than the groups that have the less degree
of urgent condition(2.300) and psychological feeling of uneasiness(2.206).

(9) There is some relationship(r=0.394) between customer orientation, the
dependent variable and the independent variables such as job autonomy,
job control, urgent condition and psychological feeling of uneasiness.

(10) Independent variables such as job autonomy, job control, urgent
condition and psychological feeling of uneasiness can explain customer
orientation, the dependent variable 39.4 percent and their liner
relation is significant(F=9.430, p=0.000).

(11) The strongest independent variable for the customer orientation is job
autonomy(p=0.405). That is, the higher degree of job autonomy, the
bigger customer orientation.

(13) The groups that have the higher degree of job autonomy(3.936) and job
control(3.859) have the bigger customer orientation than the groups
that have the less degree of job autonomy(3.494) and job
control(3.611). The group that has the less degree of psychological
feeling of uneasiness(3.851) has the bigger customer orientation than
the group that has the higher degree of psychological feeling of

uneasiness(3.656).
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(14) There is pretty high relationship(r=0.595) between emotional exhaustion
the dependent wvariable and emotional dissonance, the independent
variable. Emotional dissonance, the independent variable explains
emotional exhaustion the dependent variable 35.4 percent and their
liner relation is significant (F=113.974, p=0.000). The group that has
the less degree of emotional dissonance(2.264) has the less emotional
exhaustion than the group that has the higher degree of emotional
dissonance(2.984).

(15) There is low relationship(r=0.274) between customer orientation, the
dependent variable and emotional exhaustion, the independent
variable. Emotional exhaustion, the independent variable explains
customer orientation, the dependent variable only 7.5 percent but their
liner relation is significant (F=16.867, p=0.000). The group that has
the less degree of emotional exhaustion(3.928) has the higher customer
orientation than the group that has the higher degree of emotional

exhaustion(3.577).

Limitations to this study are as follows;

(1) Samples of data were collected only in Cheju area and high class
hotels, so the results of this study may have the limits of application.
(2) In further studies, more variables such as cultural characteristics and

intervening variables can be introduced.

73 -



seus|  SHET N | g |geaa| TEELL 0 [deE| o

v &3t} | 62 [3.323] 0633 | 0080 | 1.998 | 138 [0.048
2254 | Hgoluth | 78 [3.083] 0.755 | 0.085
A | 140 [3.189] 0711 | 0.060

4 o v &3ttt | 78 [3.447| 0604 | 0068 | 52527 | 138 [0.000
; = i‘i e | Holurh | 62 [2.865] 0.708 | 0.090
A | 140 [3.189] 0711 | 0.060

v &ttt | 64 (3486 0545 | 0068 | 48967 | 138 [0.000
AAEA | wolyrk| 76 |2939| 0741 | 0.085
A | 140 [3.189] 0.711 | 0.060

S o W 67 |2.260| 0694 | 0085 | -4.94™" | 138 [0.000
ZRnZ| 5 ;} EAs 73 12.857| 0.732 0.086
B A | 140 (2571 0772 | 0.065

- el ot 74 13892] 0664 | 0.077 | 3.224™ | 138 (0.002
4 EHE Az | Asket | 66 (3564 0519 | 0.064
A | 140 [3.738] 0620 | 0.052

<E 2> ARz, #AA1Z 2 AAHAFE Y AolAFT(A4)

seus|  SHET NI EEAEE R
&3k | 30 [3.183] 0600 | 0110 | 0718 | 68 [0.475
ZHEA [Holgth | 40 [3294] 0663 | 0.105
37 70 [3.246] 0635 | 0.076
4z &3k | 49 [3.283] 0577 | 0.082 0737 | 68 [0.463
_;_ = g} e | wojytr | 21 [3.161] 0.761 0.166

A 70 [3.246| 0.635 0.076

v g3kt | 44 13489 0.528 0.080 | 4763 | 68 0.000
MAEA | Aotk | 26 [2.837| 059 0.117
A 70 [3.246| 0.635 0.076

gk 35 [2.270] 0.581 0.098 |-6.681""| 68 0.000

7k =]
A I d o B ° Atk 35 [3.248| 0.642 0.109
% 8

A 70 [2.759| 0.782 0.094

B otk | 30 [4017] 0599 | 0109 | 3.057 | 68 ]0.003
o | #Axz [ As [ 40 [3597] 0545 | 0.086
° 37 70 13.777] 0602 | 0.072

- 74 -




BN

3 AR Z 2ga I ARNFES 2ol F(20H)

w3

fo o

N

o,

RS e

SN
—+

A+l p.

n&atrh | 43 |3.145( 0.634 0.097 0.109 92 (0913

N
»
Jm

gojubet | 51 [3.130] 0722 | o101

A 94 [3.137| 0.680 0.070

ngskeh | 51 (3270 0.564 0.079 | 2.098 | 92 [0.039

0%
At
o,

wojur} | 43 [2980] 0773 | 0.118

oo
Ol

il 94 [3.137| 0.680 0.070

n &3tk | 48 3471 0525 0.076 | 56157 | 92 [0.000

Jm

Holupr} | 46 |2.783| 0.650 0.096

A 94 [3.137| 0.680 0.070

gich 47 [2.215| 0.666 0.097 |-5.059""| 92 [0.000

p
o
&l
N

=t} 47 (2927 0.698 0.102

A 94 (2571 0.767 0.079

st 50 [3.903| 0.710 0.100 |2.682™ | 92 [0.009

2K

ofk
o 1%

Astet | 44 13537 0.597 0.090

A 94 |3.731| 0.681 0.070

3 #AxZ a2 a aAXFFe] 2ol dF(30H)

A= p.

z
o,
&Y
=5
M
)
ﬂ_’l
fo ot
&Y
F
2N
—t

v Fatrt | 42 |3.342( 0.595 0.092 1.59 94 (0.115

o} | 54 [3111] 0783 | 0107

bl 96 |[3.212| 0.713 0.073

v g3tk | 59 |3.436| 0.635 0.083 |4.2257 | 94 [0.000

Holupr} | 37 |2.855( 0.689 0.113

o o
BN

A 96 |[3.212| 0.713 0.073

n) g8k | 46 [3.454| 0.578 0.085 |3354™" | 94 [0.001

gojurt | 50 [299] 0756 | 0.107

il 96 [3.212| 0.713 0.073

gt 50 [2.309| 0.665 0.094 [-4.697""| 94 [0.000

p
o
&l
N

=t 46 [2.993| 0.761 0.112

bl 96 [2.637| 0.788 0.080

gt 47 [3.899| 0.599 0.087 27677 | 94 10.007

2K

ofk
o ¥

Asteh | 49 13.600| 0.458 0.065

2l 96 [3.746| 0.550 0.056

75 -




<E 5> AARZS, #AA1Z 2 AR FE S 2ol AT (40t o] )

seus|  SHET N | g Eeaa| TEEL) 0 e
m &tk | 7 (3696 0535 | 0.202 1.16 18 |0.261
ZAEA [ "ot} | 13 (3433 0458 | 0.127
gHA) 20 [3525| 0489 | 0.109
B &3k | 17 [3544| 0515 | 0125 | 0407 | 18 ]0.689
; = g} AEA | Hojrhrk | 3 [3417] 0361 | 0.208

il 20 [3.525| 0.489 0.109

v Estrh | 14 |3.652| 0.414 0.111 1.885" 18 ]0.076
MAEA [ Holvek | 6 3229 0.561 0.229
bl 20 [3.525| 0.489 0.109

gk 5 2267 0494 0.221 | -2.488" | 18 |0.023
° v} 15 13.133| 0.718 0.185

A 20 (2917 0.761 0.170

gict 7 14304 0.337 0.128 | 29697 | 18 ]0.008

iﬂﬁ Az | AT | 13 [3625] 0547 | 0.152
© e A | 20 [3.863] 0579 | 0.130
<E 6> #ZAF=x3, FAH1Z 121 IAAFAHY AHF(IE)
ey 2RET N E RS E E ] I A
n|&3sieh | 37 |3.345] 0535 | 0.083 1.09 98 [0.278
ZAEA4 | #ojutrt| 63 (3196 0718 | 0.090
A | 100 |3.251| 0.657 | 0.066
o n &5k | 68 (3417 0568 | 0.069 | 3.946™ | 98 |0.000
; = ;} e | Woluith | 32 [2.898| 0.702 | 0.124
A | 100 |3.251| 0.657 | 0.066
n&aih | 50 [3483| 0530 | 0075 | 3744 | 98 |0.000
MAEA | ot | 50 |3.020 0694 | 0.098
A | 100 |3.251| 0.657 | 0.066
L o L ST | 46 |2225) 0677 | 0100 |-51767°| 98 {0.000
4 I gy ;_ - ;} EAs 54 2951 0.717 0.098
g7 | 100 |2617| 0.785 | 0.078
I Atk | 49 [3972| 0624 | 0.089 | 3745 [87.692(0.000
?1@% A nz | Astk | 51 [3561| 0456 | 0.064
&A | 100 |3.763] 0580 | 0.058

- 76 -




<E 7> AARF=xE, AR 23 IAAFAH ZFolAFT(VE)

Faus e N L ] N A

n&altt | 55 |3.232| 0676 | 0.091 0921 | 108 [0.359
ZAEA | Holyr}| 55 [3.107| 0746 | 0.101
A | 110 [3.169] 0711 | 0.068

o mEsiek | 59 [3.345) 0631 | 0.082 | 2.834™° | 108 [0.005
; = g} AEA | Holruhtk | 51 [2966] 0.750 | 0.105
A | 110 [3.169] 0711 | 0.068

n&alth | 58 [3.491| 0545 | 0.072 | 56927 | 108 [0.000
=4 [ "olutt | 52 [2.810| 0.707 | 0.098
A | 110 [3.169] 0711 | 0.068

gl 56 |2.296] 0640 | 0.086 |-5.484""| 108 [0.000
A By At} 54 |3.017| 0737 | 0.100
A | 110 [2650] 0776 | 0.074

[ stk 55 |3.889] 0667 | 0.090 | 2482 | 108 |0.015
2 50“3 Ashek | 55 |3591| 0589 | 0.079
A | 110 [3.740| 0644 | 0.061

<E 8> 23, 2317 a=8a 1 AAFRY AoHF(LE)

Faus o N | g Eeaa| TEEL) 0 e

nl&stch | 3 |4.250( 0.217 0.125 | 3.921™ 11 10.002
Hojuitt | 10 |3.325| 0383 | 0.121
A 13 [3539| 0531 | 0.147

B m&askch| 8 [3797| 0504 | 0178 | 2765 | 11 ]0.018
; = ;} Hojur} | 5 (3125 0234 | 0.105
gHA) 13 [3539| 0531 | 0.147

&tk | 6 [3.833| 0528 | 0216 | 2099 | 11 ]0.060
gojubrh | 7 [3286] 0413 | 0.156
) 13 [3539| 0531 | 0.147

gl 5 [2333] 0515 | 0230 |-2592° | 11 [0.025
Fa P kdy ar} 8 [3.333] 0754 | 0.266
3HA) 13 |2949| 0822 | 0.228

5w gl 5 (4050 0512 | 0.229 1.744 11 ]0.109
4 @ A datr | 8 |3563| 0477 | 0.169
3H) 13 [3.750| 0530 | 0.147

- 77 -




<E 9> AAR=ES, #AAF1Z 2Ya AHAFE Y FolAT(AEW )

N

It

=51

seus|  ZRET N E EA EEE ] I A
vl gskoh | 89 [3.244] 0.605 0.064 1.068 195 (0.287
A EA | #Hojuth | 108 [3.139| 0.752 0.072
R 197 |3.187| 0.690 0.049
2 . H &3tk | 119 |3.356| 0.594 0.054 4.46"" 195 {0.000
1; = g} FEEA | Holuh | 78 12.928( 0.748 0.085

A 197 [3.187| 0.690 0.049

n &3kch | 102 [3.467| 0532 0.053 | 6501°" | 195 {0.000
MAEA | Hojrbrk | 95 [2.886| 0.716 0.073
SHA 197 |3.187| 0.690 0.049

A e 97 [2.260| 0.663 0.067 |-7.056""| 195 |0.000
A ;_ ° =t} 100 [2.956| 0.719 0.072
A 197 (2.613| 0.773 0.055

gt 99 [3.922| 0.653 0.066 | 4.0497 | 195 |0.000
ARz | Astd | 98 |3578| 0533 0.054
il 197 |3.751] 0.619 0.044

<E 10> #ARES, #2312 281 2AAFH FolAFA o)

Tt

=<

= 2= 2~ %El lﬂd T i3 ST =2 v S | %
FHW5 R N |##mEaA STt (AR b
v &slch | 23 3185 0581 0.121 -0.54 41 10.592

N
»
Jm

| Holuvtk | 20 |3.275] 0.504 0.113
A 43 13227 0.542 0.083

ngskeh | 20 (3194 0.557 0.125 -0.368 41 10.715
Holuprh | 23 |3.255( 0.540 0.113
il 43 [3.227| 0.542 0.083

o
J[m
o,

oo
BN
o

vl Estth | 26 3471 0.436 0.086 | 4.3737" | 41 ]0.000
MASA | Holvd | 17 |2.853] 0479 0.116
il 43 13227 0.542 0.083

gtk 20 (2417 0.655 0.146 |-3.041""| 41 |0.004
- v} 23 [3.019| 0.642 0.134
A 43 [2.739| 0.709 0.108

" gtk | 19 [3.868| 0613 | 0141 | 1206 | 41 |0.235
o | Az | Asitk | 24 [3630] 0666 | 0136
(e}

A | 43 [3.736] 0647 | 0.099

_ 78 -




ot
Bl

3.193

Jm

74

3.149

122

3.166

0.739

75

3.373

o 2
o
e
At

47

2.835

122

3.166

0.000

56

3.444

66

2.930

122

3.166

0.000

63

2.265

=)
N
Iy
1)

59

2.853

122

2.549

0.000

65

3.865

R

odt
oX I

57

3.472

122

3.681

0.000

o,
Bl

3.571

Jm

24

3.073

45

3.306

0.023

32

3.527

o

o 4
Jm

13

2.760

45

3.306

0.001

26

3.596

19

2.908

45

3.306

0.001

19

2.099

oy
o
&
i)

26

3.248

45

2.763

0.000

20

4.188

25

3.765

RN

odt
ox I

45

3.953

t AT =

0.333 120
43677 | 120
42587 | 120
-5.0617"| 120

3.848™ [114.454

AF(6d o))

t Af =
2.365" 43
35377 43
3433 43
-4.64™" | 43
2.688™ 43

0.010
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<E 13> AR =3},

AR ag 293 DAXFE S AoHT(ALFA)

seus|  ZRET N E EA EEE ] I A
n)gatch | 21 [3.381| 0558 | 0.122 0.575 56 |0.567
2254 | Holurt | 37 [3260] 0.864 0.142
A 58 [3.304| 0.764 | 0.100
I m&sbct | 38 [3553| 0655 | 0.106 | 3.798" | 56 {0.000
; - g} AEA | Holrhtk | 20 [2.831] 0.746 | 0.167
A 58 [3.304| 0.764 | 0.100
n) gtk | 28 [3.603| 0495 | 0.094 | 3.14™" |46.685(0.003
AANEA | oy | 30 |3.025 0.868 | 0.158
g7 58 [3.304| 0.764 | 0.100
o sich 23 2174 0745 | 0155 |-4.287""| 56 |0.000
T R Ay ; - ; ac 35 12.962| 0.643 0.109
A 58 [2.649| 0.782 | 0.103
; =) 29 [4.112| 0582 | 0108 | 3.124™ | 56 (0.003
j;] & Sl aana A | 29 [3672] 0486 | 0090
C e g 58 [3.892| 0576 | 0.076
<E 14> ARz, 2ARZ 23 1AAZFE Y AT (A& 8H)
seus|  SRET N | g Eeaa| TEELL 0 e
m&atct | 32 (3262 0669 | 0118 | 2.048" | 59 (0.045
ZAEA | wolutt | 29 |2.875| 0.805 | 0.150
A 61 [3.078| 0.756 | 0.097
S n)gatth | 34 3272 0572 | 0.098 | 23337 | 59 (0.023
; - g} AEA | "ok | 27 [2.833] 0890 | 0.171
g7 61 [3.078| 0.756 | 0.097
n&3stek | 29 3470 0574 | 0.107 | 4.408 59 0.000
MAEA | HAYTH | 32 [2.723| 0.731 0.129
g7 61 [3.078| 0.756 | 0.097
o B 38 [2205| 0718 | 0.116 |-4.778" 59 0.000
AL ; = g"} EAs 23 [3.203| 0.901 0.188
g7 61 [2581| 0924 | 0.118
[ sich 31 [4.085| 0643 | 0116 | 2.797°" | 59 (0.007
4 dgj Az | Astek | 30 |3642| 0592 | 0.108
g 61 [3.867| 0653 | 0.084
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<E 15> ZAR2H, AR 12 12 AANFHY AolPF (AT EA)

seus|  ZRET N E EA EEE ] I A

n &8tttk | 5 [2975] 0.621 0.278 | -1.926" | 15 0.073
ZAEA | Holuth | 12 [3458] 0404 | 0.117
A 17 [3.316| 0510 | 0.124

I m&stch | 13 |3.308| 0565 | 0.157 -0.12 15 |0.906
; - g} AEA | Holyth| 4 (3344 0329 | 0.164
A 17 [3.316| 0510 | 0.124

v &stt | 8 (3625 0384 | 0.136 2.82" 15 0.013
AAEA | wHolyrk | 9 |3.042| 0459 | 0.153
g 17 [3.316| 0510 | 0.124

o aich 5 |2444| 0653 | 0292 | -2554" | 15 0.022
Fa g Iy ; - ; EAs 12 [3.185| 0.500 0.144
A 17 [2967| 0632 | 0.153

: =) 3 14.333| 0315 | 0182 | 2585 | 15 (0.021
f}q}; AARTZ | Attt | 14 3571 0482 0.129
A 17 3706 0539 | 0.131

seus|  SRET N | g |geaa| TEELL ¢ deE| o

n&atct | 34 (3272 0626 | 0.107 0.759 72 10.450
ZAEA | oyt | 40 |3.169| 0546 | 0.086
A 74 3216 0582 0.068

S n)gatth | 42 [3.345| 0556 | 0.086 | 22447 | 72 10.028
; - g} AEA | Holrhrk | 32 [3.047] 0580 | 0.103
g7 74 (3216 0582 0.068

v &alo} | 43 |3.398| 0.555 0.085 | 3389 | 72 (0.001
MAEA | Holyprh | 31 (2964 0529 | 0.095
g7 74 [3.216| 0582 0.068

o gich 36 [2.358| 0.521 0.087 |-3.084""| 72 0.003
AL ; = g"} EAs 38 [2.807| 0.712 0.115
g7 74 (2589 0.662 0.077

[ Ak 41 [3649| 0620 | 0.097 1.594 72 10115
4 dgj Az | Aektk | 33 3436 0509 | 0.089
g 74 3554 0579 | 0.067
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<E 17> 2ARzE, AA1Z 281 2ANFHY ANAEAHY)

N

It

=51

FHus|  ZHET RIS R b s I R S a1
vl Fakh | 62 |3.177| 0.641 0.081 -0.019 | 140 ]0.985
A EA | Holvek | 80 |3.180( 0.769 0.086
7 142 13.179| 0.713 0.060
2 . H &3kl | 83 [3.369| 0.611 0.067 | 3963 | 140 [0.000
1; = % FEEA | Holuek | 59 |2911 0.764 0.099

A 142 (3.179| 0.713 0.060

) gstck | 75 [3.465| 0.556 0.064 | 5576 | 140 {0.000
MAEA | Hojrbr}k | 67 [2.858] 0.736 0.090
SHA 142 |3.179| 0.713 0.060

e 72 [2.321| 0.658 0.078 |-5.872""| 140 |0.000
- At} 70 [2.984| 0.688 0.082
A 142 (2,648 0.749 0.063

Atk 70 13.852| 0.654 0.078 | 2905 | 140 [0.004
AR | Aste | 72 3557 0552 0.065
A 142 |3.703| 0.620 0.052

<% 18> #AF =3}, AALZ 2 LAAFAH Y Ao]HF(FLLH)

Fous L N | g |geaa| TEELL ¢ deE| o

u)g-3sheh | 23 [3.440| 0576 0.120 | 2422 | 52 ]0.019
ZHEA | Holyr}| 31 [3.020] 0667 | 0.120
SHA) 54 [3.199| 0659 | 0.090

o mEatel | 33 [3.356] 0618 | 0108 | 22817 | 52 [0.027
_;; = §} e | "oyttt | 21 [2952] 0659 | 0.144
SHA 54 [3.199| 0659 | 0.090

mEatch | 23 |3489| 0537 | 0112 | 29897 | 52 [0.004
MAEA | Holvbth | 31 [2.984| 0.665 0.120
SHA) 54 [3.199| 0659 | 0.090

o g ®E | 27 |2144] 0650 | 0125 -5.094"* | 52 [0.000
Edge Iy ;;_}_;} At} 27 [3.115| 0.748 0.144
gHA) 54 [2.630| 0.850 | 0.116

I gtk | 26 (4053 0590 | 0116 | 3.783" | 52 ]0.000
;dé A | Asitr | 28 [3522| 0434 | 0.082
SHA) 54 [3.778| 0576 | 0.078

- 82 -




<E 19> AR =3, AHF 17 323 aA4AFYE oA F(FF )

seus|  ZRET N g |EERd LT ED 0 [aeE| o
&tk | 7 (3625 0368 | 0139 | 0789 | 12 [0.445
ZAEA | Holyrh | 7 |[3464| 0393 | 0.149
SHA 14 |3545 0375 | 0.100
o mg3heh | 11 |3580| 03838 | 0117 | 0651 | 12 0527
; - g} AgEeA | Holyth| 3 [3417| 0361 | 0.208
SHA 14 |3545 0375 | 0.100
mEatek | 10 (3650 0358 | 0113 | 1.797° | 12 [0.097
MEA | Holubek | 4 [3281] 0313 | 0.156
gHA) 14 |3545 0375 | 0.100
I 3 [1963| 0559 | 0323 | -1.305| 12 [0.216
Fa g Iy ; - ; EAs 11 [2657| 0.858 0.259
SHA 14 |2.508| 0.838 | 0.224
; it 8 (4183 0694 | 0246 | 038 | 12 [0.705
N a | AR AT | 6 [4063] 044 | 0173
SHA 14 |4.134| 0577 | 0.154

- 83 -




U742

1z

Ol |0 |® | o

W ESACe ofi wooor e
- N mm o ) o )= S i~ o wr
Moy - 8 ) -
el i AE & =
¥ ® B s X v "4 5 :
T = :
_mlo S 4 a8 cxk TR w8 % 4
=l X Q% ) 5 8 T o k3 e
H m T o ol o e
2 HT ﬂAro :i = s R @ X
= L oy = w2 o . i
o ol & =
=7 a + AT il :
Nk o o : : - 1
AN OE oy oe 5 o e o o | F2
el I % Mo = o E
X ,A,_ M_M WI = o) e O:i HA]_I ~H < M
| B T Wi "y 1n_:wr v L i = e
) =R A
Y oo o ™o o "
NE| R wr M N Ho KIE s & >
— < "R 2
[ o X ez s : <
ﬁo fite) o ‘H 1ﬂ LL! ;
N G oy ol Mg gyl -
N = W ol muliil- Sl . WT ®
o M'r N o % C) o m. Wo . i
)
i I D A ©E T
<1 o = < =~ grg . % .
AT Rk e wel  ® 5
i A T o Jo R 2,_ ~o
o I I b I = =W ol
-k R W 5 = o o
P I W OF < " B | )
< ® o P o= " : iy )
0= s P2 - ~ ~~ 7o
W % 5 8 o o P z oz
5 M n D Eowx ’ -
M = oﬁo = Wﬂ zT s 1__/I ‘DI
Lf N o A HT £
= oF oo a
T of
—_

-84 -




Ol |0 |® | o
Ol |0 |® | o

oAt | O | @ | ®|® |6
&

R84

& AgAel Folsn

o o

=4
-

Ol |0 |® |6

o W o Mwﬂ
‘U|. = :Lo @ @ @ @ = ,I
o iy
-y (4 S) S) S) S) i
0 o
il *T |l e | @ | ® | © 2 o 3
N _—
< 3 =
= 2l e | 0 | & | ® fmo. | 2B
) - c
B o X B ook
M s Lo oR @ ® ® ® MTM ‘7|AH— %! Lo of
3 I e e
JH U_ﬂ_ ™ o — i rlAU w
. ﬂlﬂ q o ox FL s
o o NN T
o < Mt = N of- el = B
by <A o o F ol S
o < T = X
“NE R I O -y Ny
Lf — M o R % :._E R Lf __
N>l ¥ |2 o7 A |wx N |
J ﬂ/M AL MM o o Mo_m K o J MW
— o ,.Iﬁm_wo ﬂ o —_ ! R ﬁo —_— ﬂo
o s I N G I o
5.0 | n~ ol —_— N iy = of <0 ) 5.0 ol
= ] ol = T
+ 2 7 Mmm o x| 2 A %ww = | =
T 3
o oh AR | o g [ ® & | o o o
1 i opap| I w_m M_. & iy [ T
oW W oo | K| = = W <] - EG)
B CR0N R i e,
. [ o0 oS S )
= =

-85 -




13 U= 7 B3 7R8I 4= 99 |0 | 0 |0 | @ | 6
14 AFo] ¥e5E (FIFeIF) A¥FA HA ,
o4 74 7]%e] A3t viele e e
15 AFol ¥&FE (FIFIP) A7+ A4
ol A 77| Ho] Ast. vie|ele e
V. T/ e A AR 23] @k &3yt
A== el Vil FAAL.
A9 3
A FE 8 =2 ax | LEA| BT gy | T
RN [} = e ek} o]t} gt
16. Y= AgAgds & 6}71 o8 AA AARE
o|l@|0|®|06
FAk A7 B
17. J= A4 Yol ARz $= 49 By 97
o|l@|6|®|6
q e BF7F Buh
18. 44 4% shuAd AR FHE wdaA £
. D|lo|®|® |6
3t B$7F %l
19. V= =S flste] el dA AAE w49 | 0 | 2 | 0 | @ | 6
20. V= nAe d W g #AH mdse ,
AT 4FE Zel7t vk Dl@ |0 @0
21. W7F 88k d53 veo A4 723 g
zuzde 9k A viele e e
22. AZAES AN AR FAL FP}A %
- . D|lo|®|® |6
stz Aol tieks] oy rhal =71t
= =S 95 o] Al rd 2 IR ar
23 e AASE Siskel v AA RS G| |
s,
24. = J|&o LS o = ‘77_]'1.‘:—‘2_01 ¥83s
jq]lb}ﬂﬂlJ_ R I I O P




V. A AA el ek wauc
e PRl Vel TS
- ﬁ{j J_E‘JX] = DHO‘
4 % 2 o5 pitl I IR e
25. U= 7= Qe 717 EM g =7 ot} O|l@ |06 |® |06
= oy olale] AA Ao 9 =7
26. j]']:} A= 0]‘04 ] = = % Za @ ® ® @ ®
= 9o 3 W AN Ao 2zl 7k
- =L o v d S (o))
28. ‘jb W7b st gl s 4SS =713 9 olelelaolae
29. U &2 oy AE AYAE X3t NEGHE
o A8l 9t viele e e
30. = Wl AR di3f RS =zl Do |lo|® e
= W7t A = sl= Wa]o o
31.0j%j;%§q}.%i o st 42 o] wm} vlelelaolse
L IAERE 2] % A= AL
32. iﬂqﬂ IEE2E5dA HAA WEsiA= A sloelelel e
33. oWl ZAFEENAE F& do] doyH i
vhe} o} % abaigic) vlelepe e
VI EAb9le] maA @A el #a F3duyn
AgE e FRe vl TS
A | _ o
G ] I e BT A
orct %2t ojth 28
= 3}A H =] 5 AHE=E ) =
34, U= ﬁoo-ﬂaﬁl%ﬂ T8¢ ARE AFs F ololelel e
3l ==

- 87 -




35. U= Aol FoE dsk= v diel gAS
4__L1TA b= 7kl thal < olelela
Sk iy
36. 1= el EA A S ey ©|le@|6|®
37. U= mAe] leld Bad AL A
‘/]r 1~ -/] _u ] 1 % R 3“ H L]’ @ ) @ @
A e
38. vE nAeA I FEE AT T
14'--1—]]‘:]'3:;% 10HTE4L®®®@
=g}
39. U= uAe] el M mAA HF Z=go
e aAe] el i 1711}_0 wl®®®@
He MuEl2E Aledl FHa =Edr
40. Y= A9 Ad BAAE stk ©|l@|06|®
41. el Ao dis) F3s| gt O|l@|e|®
42. uARESS Fotol AJA FxE @49 Ol |®
VIL IF-EAISHA ol a3 23 Ayt sjds = F2dd Vel FAL
1. At AEe? O F @ 9
2. Askel AF2? (. HA O 2040 @ 3041 @ 40t} @ 50t o]
3. Aol Ao it? @ 7lE @ vWE
4. Askel 52?7 O aFelst @ WEETHE)Y

_ 88 -




O1d @ 1d ®2d @ 39 & 439 ® 59 @ 64
73 © 8d 99 @ 10
6. Aste ZHFFEA=?2 O AAFEA @ ASEFA @ d3)FA @ 7|EH-
7. 7ste] A e
D A< @ SE(FEA oA

8 1 ZHel 19l

@ 1007 ol&t

e

© 101 - 2007 o] &}

-89 -

@ 201 - 3009l @ 3019 o]/



	표제면
	제1장 서론
	제1절 문제제기
	제2절 연구의 목적
	제3절 논문의 구성

	제2장 이론적 배경
	제1절 감정부조화
	1. 감정 부조화의 정의
	2. 감정부조화의 영향요인
	3. 감정부조화의 결과

	제2절 감정고갈
	1. 감정고갈의 개념
	2. 정신적 고갈의 구성
	3. 감정고갈의 선행요인과 결과

	제3절 감정노동
	1. 감정노동의 요소
	2. 감정노동의 결과
	3. 감정노동의 통제

	제4절 고객지향성
	1. 고객지향성의 개념
	2. 고객지향성의 선행요인
	3. 고객지향성의 성과


	제3장 연구모형의 설계 와 연구방법
	제1절 연구모형의 설계
	제2절 가설설정
	제3절 연구방법

	제4장 실증분석
	제1절 조사의 개요와 표본특성
	1. 표본과 설문 구성
	2. 조작적 정의 및 측정
	3. 표본의 특성

	제2절 측정도구의 타당성 및 신뢰도 분석
	1. 신뢰도 분석
	2. 타당성 분석

	제3절 가설검정
	1. 조직, 상황 및 개인의 심리적 불안감과 감정의 부조화
	2. 조직, 상황 및 개인의 심리적 불안감과 감정고갈
	3. 조직, 상황 및 개인의 심리적 불안감과 고객지향성 특성
	4. 감정의 부조화와 감정의 고갈
	5. 감정고갈과 고객지향성
	6. 가설검증의 요약


	제5장 결론 및 제언
	제1절 연구의 요약 및 시사점
	제2절 한계점 및 향후 연구방향

	참고문헌
	Abstract
	<부록 - 인구통계적 특성에 따른 차이검증>
	<부록 - 설문지>

