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734 $-91E Porter(1985)& W& <} 28 314-9 839 2 Hill#} Johns(2004) & &, T4, 8417 12484 2 2 Morgan et al.(2004) Hl

A= 7199 a4 S0l 4 01‘4*1‘31’\01] ‘&?} T2, 29, Az 24, B %«] %35& AEAE 753 2 4% 74#‘471]"]"4 75
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T FHOE I e e 24 ‘It "J‘W%l FJ”Oﬂﬂl ?%}E 0}7414 E AEE Agshes 5o dFE -?EEEPE 223} %—?3%% Z
sk, 71903 3 ol JHFA 8= T AFUA A A HE o] I Hi(non-face to face) 0.2 o] Fo A= ot B FAE = A E2 9 1
A B2 (CRM)A e w3k A, 717U A oA AlH, } AR, o okl D mpAGAH, 1A, AGAE, 1ARSAE, FEAE
T T o) 52 83 3 T(Anton, 2000). ¥ A= YA L2 AHREHE SOl BAH R A& A&t Tk £ A3 e, A
A, 4L TMRE L2 2SI Ye SAE AFAE Tt *P%OPEZP i A=A F3 AL

ZAE o FAtE FEA] QR AHI2E G, of R Hl2E Y, EFE 2AE YT E TEAE ¢ At M B Y AneEd E
AE s A2 e Ay M8 deste A oR ke A 4ol 25k Wil w4 7)7to] A1, 4755, e, 239H L T8
B AF 3 Hof ok ARAES B3 47 2&F QTR &< Tkl Yol FAetA Ao dutd ez 3713 253 FHd s 4usd
I AYE FAE ol Bk ofute=d FAHE WS, FFa, 24X A, 1 G T FAEEN A Folu MH|2E Bstr]
g 540 IAESY 7RIS Fidte BulE, 3 AUHe, A E S 1oy Aol o | FRR FA & 7 A SNA AEE A
AT SAE T A 7= LANA HatE Aol Aol HH FEFe &Mt 7MY & Ay, SAF ol ml A AL, 4 A A
gho) Qhf], 37 kS-S 97 ALK, Al F2 AR AR EAL DA 0] A] 24 T8 FHstE ATt ERY 2AH 4R ke AT ok
HHEE -5 Y Feetal 28 ¢ Sl s Fol Bol & AVld e YukeE e Asty, dukeE Eo] AL we A A ok
HHEE YRS FHIT ETY Q52 FH6] Hste] e QA7 o)t iR ol Bastth 4 daAee B2 A2
Q3 A7) ol o] EAE o E&4 T S EFA 08 5 ¢ e A o] Bol AT(FH, 2007).

A e B o) o] ol % A& AR AFe HE JUH O B AN UL AT A1 FAHA 4B

QA1 7}A19] Aol g
91 32l 394 YL P12 Zlolth, Tejrk o] oA BT A 02 Ausolol T M FYo|F AEH AN Z L FATE FANAH
AVIY0 LA ALE AP AL E 4198 253502 Pt 047WW£T142ﬂ%/\ﬁ‘??%ﬂ?ﬁ% EREMEER

Pofol S ANFAAR S 5 JJr J&%% FEH °] /‘]7‘]';(]”4 mﬁ A8 Q%W} 31194/\]7‘]' A2 & 229
(Cohen} Levinthal, 1990; Zahra$} George, 2002).

A+8]3t249l Hochschild(1979)7F 24 ol tial Al A A 02 AF8t7) 274 FA L w59 Q47 XA 41, I A= g 22A= &
SAA HHSA TR Byttt 23], Hochschild(1979)7F 24 =5 (emotional labor) o] 2t 71'd & A A St HH B2 AFAE0] 2 5o B
7FA 3L Thekdk o] 25 st $tth(Ashforth & Humphrey, 1993; Diefendorff & Gosserand, 2003; Grandey, 2000; Morris & Feldman, 1996; Shott
& Hochschild, 1979; BHg 4, 2005).

Hochschild(1979)¢] & o1 %, 2459 Md-S B % o HustA Eds) £ itk Ashforth & Humphrey(1993) € 24 =55 ‘&
B0l A S sk P ol A st th Morris & Feldman(1996)< Hochschild(1983) €} Ashforth & Humphrey(1993)& 74
< W HEAAANA 2240] 78t 2R S xsted 2o 0, ﬁ]ﬁ 2 SA'E AR, A FY AEE AA T HE, &7
TARIATHY FIAE, 280l 875 = 2R Y by, 2R F-28 0 2ol vl Ad o= FE3IAT

Grandey(2000):= 27] Hochschild(1983)¢] A7 7|Rt 0.2 3te] A g < '24 SRS A5} Aot =7 S AAHEH & A8k A ]
2 AofstaL, o YR AAFAE Aoz yehte Ao 4L FT EU Y Fsurface acting)% 4l o] FHE & W F(deep
acting) & TAHTI F43ATH FHY T2 A 2FAATE Bl o] AAR w714 of= A& %*.% m, Fae SOE AUt e Fehs Y 71
ol mebA F5sts Aol o7, EFPold Aul gAY WA A dHETs i os Eeys 2EYHE Beste 71EE 9
v gt Wb, W 5 AH 2 FARTE AR o] 2887 E ddte 4 S AAZ =AY ﬁofa%}ﬁ% ek AE Ten



A 52271 (Job burnout)oll td FHNATFE A AF Maslach, Schaufeli, & Leiter(2001)] 7o 2™, AF47 A7 19708 0] EA A <}
1980 AFTAE A WA BHSH T Sk &Zl0)Fe §01 19709 ) w=roll A TSl Mul 2 FAAE Abolol| A A5 7] Al ZHet Tk
stk 4 A2 Freundenberger(1975) 9] A 79} Maslach(1976)¢] AT-& € & Ut HA, thA < M4 9 A 2] 2] AH2] Freundenberger+ #
A& ZFF JuZE] Gol thstd #AFH Fo5 Qi AASAAR WAAH 0 ot A& Asta, o] S mdsk] HeiA ‘&7

\-J i

lo

ojgte 4ol & AH3IA T e & 2 ARSI A 8 S Ak Maslach= el Al 2¢foll SAFsHE A8 E3he] B F FA A o] oE A8l o] F,
‘ﬂﬂ & A &30 et A 2 Aot dreetar, 19 B &ol, o] o 74 847t A3 AT

Aol tigk A7 1980 ol HolgolH AFDAZ HolSdth BAZHA B Feje 239 digk Aozt A=A
]ackson( 1)©] Maslash Burnout Inventory(MBI) S ®3E3H A &79] A 9J7} A & MBIZ YA A Maslach(l982)% 27
FE e TAYE] Ae ANA 12, HIAAS, A A7 Aot T4 A olgka A oeta, o] 9f a9 TALAE A oet
118k Maslach & Jackson(1981) 9] el A& &%10] A A &, 12 of tf gt v Q1A 3, Z}O]'“Hﬂ Aetet 2ol Al X}C’J o2 oH Ut
;(-M}Z% g2 . X—]/HXJ exe 021_75:,] o:l@__]-sq.e:] )\Ea])\i Z:ngo ] zlﬂoﬂ I;st} _4/\1“,]. %ﬂ o :L_\]:_/] _L]izjh,].)b}/él@%
=70 A 2o g ngAs e} A H A AetE Lo 3‘?_101 H71% doh A A 22
= AFE Fdste AR detues 244 g2doen 222 ¢ o] & £ Ao] fivtal =
FollM B FALE) AL Y a2 AT 5 drh(&8 ], 1993).
H1ASL S AAA R 937]7] F3, FU AR o7& A gt} o 23 v AS e TG0l AAAH 12 R ste] 2o 1A 3}
stof Fzbeta, Wadolw, Z|AA R Agete O ol A FMA 17 HoE oAl A A &+ o

AAZ Ak AR ‘3-—74@ RBE0 8 7= Aol g FA A Hrto|th B 2] @4 Mul 2~ A7 A qdd IAER FHAFOE
Aste] 2] Ao tf g iHE7EE 4717 FEH, o] | A ALY Aot AHAZE A7 & 29 0] Atk (F5%, 2012).

MBIE o] Fo| = &3] uhdse], t)d-& 2ok E3A17) F 8 <l MBI-HSS(H Q! A H 24 MBI), MBI-ES(2.4 @44 MBI)o] 5433t o] &, 1
o Az gl 288 4 9= MBI-GS(Y W3 MBI)7F A E ATk, o] 2@ 3ol Bk WA & G5 FA o] o] FolA L1 YARE Lol thek 7}
2 BHAQ] A= MBIZ U E5 & A 9 (Maslach, 1982; Maslach & Jackson, 1981) k1L & 4~ §l 11, 0] 9] 819] A& AA4 &7, vidAs}, 447
At &5 Yo

1.4BHE| MEHIS| 0[Zl|E

Price(2001)°]l 9] 3l9 o] 4 9 == TP U] ZAYFE o] gk & DatH, shte] 24 & B 2 st J AR A odA & FL 99 o]Z
of 23& ol 22T AEAA HojuE o5 02 A3ttt ol & A&E] Qe 249 FAUOEA Y A4 & FATE ordith
AHG 0|22 UL £HoE A 2R BY S Bol¥ e &7]%9 4TS AT, AU 0|42 7149 71& A& T, 24 < 33
W opu] 2t AYAbel 2o gk AHd & FoH(E F ), 2005).

ZHE SIS o)A E Bl 5E3| U Fastth st o] A E Helw FAE Y A dlol AHAA YT vA L, A0 E, 1K
A9 A A #eH &S ST, B w2 A" FAH IAVZEE FA] A e sdE FEAE B sy Wielt) 20109 T E
HAREA AT 20099 712 "EAEH AYA A 2AF B A AT B FoA FEAL o] H o] B ATRIAE AT R AA SAH
TG 714 Tl A L ol E0] 4% o1 714 E0] 4.0%E o] FL Uk o] FAA 7% o1 IS 244%E o] F2 Sl 53] =53 oA
Y Z G = FAEHY o) Eo] v] ¢ FH 4%0]439] 7|Y0] 77.2% 5 AR5, 7%013 o] A EE Kol FAE I} 45.6%F ol FiL Yrh(3d
£ 5,2010)

ZAE FEAY o] AU S AT HFE(2007)= o] A9 AUE A ARAA AAF QI B Y HEA aflo R TR AFAA 29
SE2E 4o 2R, v ES BEAE, e g, FAE FES T WA, A= 4, w5713 2 AEANL 713 v F Foll sigEnh A
2 F RGN0 2 FHA NN Aol g o] A, Bt G DA 34 B AU, AF RAFOE QA 2EH 2, AFALY o, 7]
Bt QA AL ol Yt e AF 3 mpVMA R SAE FEAEY o] A4S vf ¢ thekd Hol A, o A At £, AR 2 ol
nE 2EY 2 b E 408 E £ itk

A AW E AN T SAE Y AA Y FFAHA T R AN A Ro]l =2HA gete A kA T L7 E Y £ -
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An Empirical Study on the Relationship between
Emotional Labor Strategies and Turnover Intention:
The Mediating Role of Job Burnout and the
Moderating Role of Job Performance

Park, Chong Moo"
Park, Dong Su™

Lee, Che Gang™
Ahn, Seong k™"

Abstract

In response to the challenging requirements of call center service, employees have to engage emotional displays like caring, friendliness,
tolerance and kindness to increase customer satisfaction, organizational reputation, and financial success. In the process of service interactions with
clients, they engage themselves with surface acting and deep acting for effective displays of emotional service which often cause employees’ job
burnout and ends up with their intention to leave. This study attempts to explain turnover intentions among call center employees by examining
the relationship between emotional labor strategies, job burnout, and job performance.

Data was collected via survey questionnaire from a convenient sample of employees working at ’S’ call center. Three hundred and one cases
were used in the analysis. Results show that emotional labor strategy is to some extent significantly related to job burnout. Specifically, surface
acting is related to emotional exhaustion; depersonalization and feeling a lack of personal accomplishment were not. Deep acting is significantly
related to both emotional exhaustion and feeling a lack of personal accomplishment; depersonalization was not. These results support the extant
literature in that surface acting is positively related to job burnout while deep acting negatively to job burnout. For the mediating role of job
burnout in the relationship between emotional strategy and turnover intention, we could find significant impact of it. For the moderating role of job
performance in the relationship between job burnout and turnover intention we could not. The results suggest that both the direct impact of
emotional labor strategy and job burnout on turnover intention is so strong for call center employees as to consider any job performance effect of
moderating the relationship between job burnout and turnover intention. Direction for future research along with limitation of the study was

provided.

Keywords : Emotional labor strategy, Surface acting, Deep acting, Job burnout, Jopb performance, Turnover intention
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