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SHEAREER Al Y KX

2 ABlE AT x HElE AR 259
Hlgo] Hap F7kstal glom, ofof wh 1
< A4 Sdishe Aulay FA =3 A&
Hog ZFrksta Yok AT FAA 1%
HE =B 8&sFE 2017 =29,
ANA AT FARE =EAE 5608~
7409 WO 2 HA Y54 31~41% T
o8 FAHE 37 A S5, FAA

H 29 FARAL 5o &
2“% 513011

2ol AHwF AT deiA ¢
=

© A 1A £HEES FE 4FE A
A5 S(emotional labory©]E+2  $FCE Hochschild
(1983) = BAAETS AHl2E @A A
SAEC] A2l HA AAE SASIL A
A 7ot YAt WFOE FAE 3}
= B2 HostArk T3 Glombot Tews
Qo0hHE BAETS 2Ao] Qs IEH
'I_'ILX]OH 2= AXAE Fdsty e B
= =5 0F A3k
AMEE Fdste =54 AAE 4
BAA FE L ARe] JES B Be
HAA BT FAA 7d ZAEA ] 3
] =oAL Atk 20149 10€
Ho] Frle] m8zQl Hhel
I HEE AYA Zal Aste Aol Ay
AN, 2014), 2015d 10€0lE WShH
o] AFE iAo wAe Zgd QTR
dol F5E F1 AHHEE Aol JAthdEL
g, 2015). o|¢t 2& 1A EFYPFE AA
=5l FARE =EARECAl AT SA414,
Ae3 2EH2E o RAYAE
A AT A73dE] RARFHARATH,

A ﬂllm

e

| =Rl e R ire]

J&
2
v
ﬁ
rE
—Elilo?i

B e o>

b ARAAY HE
ol A7} "ok &ﬂ%% ,
e A=Ay FEd o
BYR] ARSI A=A 8
A47} 3. ole
(ay customer)©|2} ST},
A orf mi gL
o Aol -dH A9E ol&s) A
AR MH| 2 FARISOIA A
ot 275 siAd, 9AE FErd )

2= o 1AL oJu|TKCho, 2016). Fullerton
I} Punj2004) = FA uA4ES FE3 PFS
2174 0]/ F(aberrant consumer behavior), 117
EA| 3 S (consumer  misbehaviory ©]2F A&
o ools FAA R FARNY FoAls=
HgolA AAHA FE EE SRkt A
HlZ AAE AdA7le #4840 d5S 9

2

gt BRI Mz AlgAE HEsE

e
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=
ol flo
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R 111
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1>

PN

T 0=
32 4 ATHLovelock, 2001). &, 1742 &
G5 Avlz 2743 O DA 33
ARl FFE " AH2E ETAZITHYI &

Gong, 2004). =3 1ol AUx]1 3 Y
Fo ZAYoA BEHLE Fa Ao tidt
A Z1CKPark, 2004).
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200 - oA/ HLEER Saglel Aol

—| Jin
oo
=
re
I
=
MHIT

[t

S0 3t e[ A BHZO) DIRls B AMAZ RIS Sao2

AR ARl BEE A desiAl ol olAe FAMESY] AA T tig Q120
et O S S A S
o B de Az HE mAlE QA He 253 ThSuh & Hwang, 2008). BAI %
PR 9%, AAEFe ol g8 0% ol ALHS /B Hem Aeae B4
Aek. AAZAA QAT FEE dE AT J)r A7t 235 olF T UERF BAxHO
< FE AFUEH AFFy mAe @ TFHOoZ QT HATKSteinberg & Figart, 1999).
A 2E Fu, Qe ARH FANES 3 AN B SAASIAE A A4

P ot

Of

=

o ogt mlﬂ

>

o N m&:

dog ATs APyt AT Aux FAstaL e AME olshsted g3l
Qo] S AN AATE vl 4w BAA T 4 gl Aol Fas
F517] W&ol An|aZ] FAAES] Uigk o] TKKim, 2006; Park, Choi, & Cheong, 2015). %+
S Wast. meba 97 el AdEe 4 B SAe olnsis gAsFel A

AT Foko] a7t Aulx & F A8elA FAEY F A RRE F 2

oz A&d A AvE vt vk FH =0 S mHte APATFE EQ=
EAA Z2A017o] mEA AMHl2Y Fol (Kim, Shin, Heo, & Lee, 2007; Park & Lee, 2014;
A ATARZHE = 20179 71FE 56928712 Shin, Hahn, Kim, & Kim, 2008; You, Lee, & Lee,

93t 2ol WEwT} Eo}

HolHoly A7 AEAHET ¥ B AL 1998; Grandey, 2000), AA & thEZ0 A
el th ASAEH SRS 164512808 Al AR|2Z] FALESY AH2 BlEd
AN B HFS AR A G HF Aol ddd & Ark wEkA
T ATFAEH FAHEES BFUACE I B dAFe AAGEFS wpiuos HAsto
THE AL Yok AAR AFAEH FTAE BAYGE] JI-AT R A2 R
52 BN {¥E oY /XE BRI BAE WEkEA YotRgith

<, 24715 AR HeEa vt E AHES OE APAToNA dHol =

7

=

fr g opon o
3 o
o
N o
2
oh‘

R I c1

ol
™ o
o4

I N 2E 27se 17 Soltk

7}

5 HATF7E EASEERyu & Min,
d, 2016). AARAER o AANDEL F

&l

I

¢

Al

g

A} 2005; Lee, 2012; Charles & Carstensen, 2007)
U e 2k Qo Buwde Y 8 oz d¥e] E24E AAYYl
2
=

E‘EO—_E 0]6‘1- LL]“O‘H7]— —151 0)\;(]1?_’ 0101

== 1

A vebrd Zelgt Add 5 vk aga

> fdlo r2 Hr o

g AT FE3 AAot weA B oA Bo| =OrE NEMTo} ABulFEo]| =O
= AHI=Y Foll A 7‘]—4@57@: of 24& 9 B9l AATTE IR THLee, Song, Park,

Fo] AFHEH FALE HFOE ATFE Song 1991; Choi & Chang, 2016), AHI AH|
szt ghot > HEY #AS g2 d7= ofF up;;

ox, r-?l‘«

< dEAR] AMeTA Aotk dA Ul Ad AR vl
HZoll(Chi & Lee, 2012)  SHAYCH, FAH ZAheodl wWEH
Y A sES M 2017 VIE AYAER = 5692870 U
Atk A Aula] ynh AdHEH SARY] ¢ =7 Stska

rﬂﬂ
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SHAlRISHEIR]: Ag] 9 X

UARE, &= AT WA 2017)9] ZAF A3

A F= v e AR 20th7E
7V & BlEs AR o vhe| 2E
= g Aol A1 s Fu
SRS = dvke FHollA xIdAE o] ANk
AA vig]zERe] AEUE 2007 FE OlE
=3 + 20th7F 2EAHE HIE

Mu|A BT

Larsen®} Bastiansen(1992)2 AH] A B E(service
attitude) S AU~ FALLE0]
£ o EAF o2 AL st
olgtar Aositt. FAIFo®E 1 5
A=l P2o| o|FolAE Utk HEHEY
Iz 1 BN EARI] AT 45

484 B A Auize Qlﬂlfﬁt}.

pl %iih Bk i@ the A 52 wsin,
A AulsE Bge Bt pla 5 o
Hlgnh Aulzs FAe] AFsHE Al

e s A TAREY] 2Ae] SA
oJaf 27 € Thjee, 2009).

Choi2004)= B FAHNS o=
g ATl FARIEC] oAl A
Asd o 48 = dHres 7
Ak, HA3  SAY 7L o] Fo

i o2t

(RO R DV )
ol
ol

o

| BA] Au 2] A Aulz s} D

B & Qes WH o) = FA
Aplzs BEE AIRle) 44, A% 87, 0%
9 T, zARsel 2o ofe 249 9

A S ¥H=ThHRamamoorthy & Flood, 2002).
ARl 714l M TS BEE ek

rir

A v FRaT FAUSY Auls HE
€ & A5l A= Mulx FEL 1
ARG Srbela, Iz 2Azges o
A HFHoz 71 o St Aol B
2 S "A7] H’H—"O]ERHeskett Sasser, &

Schlesinger, 1997). WEhA . AFoME= FA}
do] Aulzs BEe] G PAE WL A
HH A S}

NR1-Z 7 F-H(Person-Job Fit)<
Aele] HRel Agske A A el

A Algst= &% ’\}OH 3t

Ay

(1990 MJA-AF Bee Fo-IH FH
(needs-supplies findt 8753 F3hdemands-
abilities fi) &2 TEEGTy Fo-FH FIL
ARegAe] 47, S, 45 52 6T A

L=3ye]

o=
b Avht AFHEAS GEhl, 8T
Bge ARede] BaF A4, 7% 5
5

A% g AREgAe] A4, 7]

1) L)

o
IR
o J
L
-z
o
EL
rr
o
1l
e
T
)
EY)
°

Sim¥ Yoo(2009)= 7HQI-AH- H-gto
Ay EE zl_\‘T'_oﬂ st FAA 724 A

aJr Cho<1992)—t— MA-AF Fito] A Fof st
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LU - wE / HINRE SARC HOI-AR it 0] S0 it Ab|A 0| DiRl= Eah AMYZe| piEnE sS40

=5 TASE AAH, AAA azdl 34 Atk B ATAE ALAR o] A~
Hoz 28 g Sge Wt wM A Bl mAle ZFeAdd tsl ARkt
Ol AR H3Zlo] =L 42 zlalo] e A Fo|

el st S8Ad AM dEE Hol HMA™

A 2 Aol oF Moz B aTe B4
g9 AQLAR Batel 24 Bel HES o Az BAUS AT AE4EAA T
vshs AAEge GBS WA Rolan o e AR BE AojEY Fo A
CE T G =EH7] 49, ol FRAAM A
Yoo} Hyun(2003)°ﬂ ot ARlAF g Ao AAHE FAstL A dissfor she
< AF8d "ot el glom, Jijle]l  AMxFES FRsOF FThHochschild, 1983).
SR AREAT G ARRAG] QAT AH: FAUGA STHE 28 Bel 5
AR gt HETUt Bi 52 59 2 A A Semotional intelligence) &2 AH T
1}

st Ak AR AEE AsY dkeles
. IS Kim¥ Sung(2016) ZHQ1-AF B3 ZA 2RI RIS TS oldlstal, o]tk
e AERE wEoR Aty P 5 e F

% 27429 4 2
=7 FAALYE HHTh KimT Yoo(2008)2 RS oJw]gkk(Salovey & Mayer, 1990).
AFANME AQA-AF Ho] A 4 g Goleman(1995)°l 2]3}H, A A Y Femotional
B st 54 ddo] de ASE WS competency)ol T AA AT 7|HEE & SH5E
Ak THoR 2HqA we FINIE UEF

Jinon e ARVAR Rife] ZAWES B sk olFoln 3 FAATL Ak 4 9
3l FFde AR AN FFE & JHFOEA, AHIE AR EE FARZ
S Ut & QLAY §ie] & AuAgo]l Fa% AFoA AR A T3
F5 24 s A AAY HEE 7 o AFACE JFS = F de fio|th
A, ol w2 1A AFH HER ool AMYES O AY A7l mEd FAMY
O 2otk Yoo 5(2003)9] A7elAE Q- Fol w2 AR dFl sl Ha o
27 Hito] ARmiEa AREY% HE 9 & Al AWds o A0 FEns d
© AoE Yyt AFdee AFez 7™ (Schutte, Schuttpelz, & Malouff, 2001),
BRI Heodt shin012& ANAAT o] GwAQ HEE mHeE Ao ey
ARG AaA7T, AFDE S7MF (Moon, Lim, Kwak, & Lee, 2007; Wong & Law,
< LA 2002).

9|k 2ol AM-AF o tF AFES g, AH 2 FAMES 229 S
AFnEs 2289 § AFHEC 2He E u Aol AHA e A9 mEs|ok
ST ol EdlE tiEAQ M sk A4V OE A AAA ELAE A
AR 2] FAKLES] A AR B 54 FTHMorris & Feldman, 1996). ©]&%F &
A 2 Biol] FFE mA Aol dFE & AAE AAAIEE AR WY surface
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acting)} WH 3 (deep acting)7} JTh FEHY
.‘_?__ P

e FAAYN 2L wdets 2A A
a7ehe RS D] fa Al AA
& 5 Z0)(Hochschild, 1983), WH
e AHT e m@s] HAshA A
o] AL Ao WHIIEE =¥E
2J1] &K Grandey, 2000; Hochschild, 1983).

Shin, Yi, Heo®} Kim(2006) 2587447}
BAAEI BeEo] oS Btk EWIgS
e 72 AA ogte], WAL= A
A4 Edo] 83 W4E YETE Johnson
3} Spector(2007)= BAIA Tl AA e &
He9let uHse] mFet AAHA AR o]
Aes H3h o8 A dAFdA BAE

=
A% F EAYYE AT IFL v
T, WEASE ATgoe] 9T vAE A

o2 YEPJITHKim et al, 2007; Park et al,
2014; Shin et al,, 2008). FA=F2] FHIYS
oF WHP9le] H&e ojn] e AN o
FRong B AFoies FHYPLS} HHY
HAE wWE FHEskA o Mg axe}
BRI A2 geoke] HHdS dofr
b =
BAAGHFE TALEY A2 HEE G
S XY Kim3 Suh(2005)E 229 &9
TR FARY AA A T ELATL FA
o FA 3T Au|2 Eimo] A
FEFs HAS W3t A7 AHE ng
OS2 Kim 520052 &l tigh =T =
SAAR A dEE 713 FAMES AR

4 3
stol A9 HE 2 23E BelsE Ao

r

A7\ 2A 857, Aokgsgel

797, ojHelE, ARdole] YL F A
oz et 99 A7ES Edz £ 9
Fol A Aol Auls BEs} ofd
AT AREA olugith TAHoR HA
ol B2 Auls HE £ ol

AR, MAModztmt MH|A EfTo| 2HA|

1o

Lee 5(1991)9] AHF2l 222 tid <
A dEo] WegE o we Alg
SAH 04E Hola, e
Aae} ARGEe] 2 Zo= Yeigth F
ARZE 20t ZTEAEC] 4ot ZTEAERTH
AA 07T SAAH 04S Bel BYoH,
4ot =AY AR} 20t LEAER
o o =tk 20t SEAE 400 TEAE
o 25 2E 27 21 AEE AdES AA
wed), ol AEA 9 A4 A4S fE
shal, 2FAgate) AFuse] gk wXnh
Choi 52016 A%o] Ao A A
2 AIe HYS By

dAHol AMzdd HAE FFS A
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4?:
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re
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A8 ATl GFAT WA Lee2012)+
Aol F7Hgel meh A x%
o5
Wt AMREETe AAAREY geEe
7HL:] o7 XJ/HZ@/] N—LH7]' 74] ?;H,q %Q
o Yelu= AL ou|dthCole, Michel, &
Teti, 1994). TAZOZ 10019 AMZHIH
ol 7P =%, 20t} sotholl A 4413
Zasthrt 4othek sothe] B¢ Tl 2
25 B3t & AMxdsES Yoyt &9
A 23] F718IATE B8 Charles 5(2007)2)
5 ANE 2dste $Ee dHol
w2t FEHeE ZoeE UEuith
Ryu 520059 FTolME mdfTe] FEH
@7 AAgEg AMxEs e, &
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AFHEr 2te 2s 2
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szolgol

7+ g dOlﬂ}ﬂ = 4 3)

]

=] FaFS WA, 03_ T A2 HE
Qe v 2P AYH ZAGFge @
dol gl 2o Uehgth oled ddw
£ iges AYARTA T dFo] ¥
SFE AAAF] &S Holx, BFuAd
s 34 Mulx BES Yeld Zolg
7T & ok 23 A" Az H=
o BAE AMYGFol WANT Aol 7H4
st} eI} 7o) 7HES AT

1o ARAEY EAE ALAR
Batm Bende] tg Auz s 7o #

AE AAGE] Wi Zoln
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5 Sl e Mulx HEI} Ee
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AT Chet
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AR AlE SE e 2] e
==

ZAGAE Aol 1378 (78.3%), B4
o] 38H217% IR dFU= 20017F 137
2(78.3%), 30tH7} 208 (11.4%), 5007} 1098
5.7%), 407} 798(4%) T <olM, BTAH
2 27.194(SD=9.07) k.

TH7IEE 371 mITke] 33%(18.9%), 370
ol’d 67l mRto] 31%8(17.7%), 6/hE ol 1
d mRto] 309(17.1%), 19 ©14 3d w]gke]
478(26.9%), 33 1% 51wkl 1978(10.9%),
s o]io] 1598.6%) 5OoZ UERSTH

T8l QoAM= olZHlelEV} 1099
(623%) 0% 7V WkaL, APdely Aol 29
8(16.6%), A& 2Hho] 269(14.9%), Al
2ol 1196.3%) 52 w=olAT

HET

B[

B AT AL RE B3 PAEY
54 A= A5 28A 4k ~ 5 9 2
GthE AHg3tel SR,

N YI-Z 5 F-Zh(Person-Job Fit)
ALAR 2HE 245 A5l oo

Jung Kwun2011¢] BT0IA AH§ 97 &
e AvAA 43l WA WIs] 4
B, AS ol ANLEYAS

& sl

Itk Soltk, Aew o7l Eate] WHUAAE
(Cronbach’s @)= .789¢]|t}.

2 41 % FHEmotional Competency)

7<4/\1cdal:_ zzloﬂ/q =o Asg gl,].g =]
T e AXAT 2AE
3K Goleman, 1995). A ST
Sk Shin(2005)°] AHE-RF A=
ZAR0) AR B e EL%
2o Afdste] AHESIAT shine]
ANATL ANEAE, ehle] HAA7L
Ao, o534, JJr?—_ﬂW ER
3, G4, A8 5 whA aslom PR
At shin®] A A3 AATAH, Bl 4
AAZ Bdees 30 ol 1A
FAol FFE WA= AoE Ueth AA
FA9, Bole] AN HAN e g7
A o]&= Goleman(1995)°] AAIZE X 2]
A9 F ASH s1ze] AUt welo] Uk
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DA - T5Z / HIHIH SARRC| HOI-AS 23kt K0

SO S ANE ¢ 9 Bl
24 TARKEAA ol Foz 4
ol gk A8B 0 BBl HAYA=

(Cronbach’'s a)= .810°]t}.

AH 2 B E(Service Attitude)

M2~ BEE SAE7] 5t Jee2009)9
ATl AR HxE EFuA 1:]]6]— g
Tof gHA Wyt AT &

“Ues g5 HIFHo2 Udshr] 3l ia@
g us EgnAS Susts gyl A
Ao Qlaby] Hal =g E A
th HAEE ARz HEY Al 7FA sk L9l
A&, A, d¥Per FAEHUG

AEo]l Aok ARl "= 1470 £33 W
Y X =(Cronbach’s a)= .923%|T}.

EHA
= 1

E ATE= Spss 23.0 TRIIHE AREEH]
AR = BA, FHEA, AR 5 AAIE
Rt

o % 19 zﬂ/\l‘é}%ﬁ‘r. x 12 J%ROJ L
s9lecle ?
x%xiodak A—]H
A4 A3 A-A
p<.01), Aul= BIE(=.178, p<.05% #23H
s UERTE =3 ZA G Aul H)
5o Fo7t de Uehith=.293, p<.0l).
A¥E AAGZEH =271, p<.0l), AHlZ HE
(=262, p<.0DS}F T3 s Uehlth

1> 4”

f

N
_O‘
k)
rr
N
3

AAFB=25, p<.057} BAHSZ P
o wetd M 110 ARHAS F, 7
AR B3t Aoyl =2 AlFYLE FA
AMulz B=E Hole A
RATol QLA Hash AN g
o] AAE wiNskEA] LotRr] $8 Baron
I} Kenny(1986)7} A|AISH whlol] wiz} wj7f&
5} A% AT ALAT By A

—1'3 >,\l
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SH==AIR|BIE| K| Al Tl A

1 2 3 4 5 6 7 8 9 10 11 12 13
1 -
2 169" -
3 120 8457 -
4 141 645" 136 -
5271 3377 2247 3047 -
6 151" 300" 155" 3347 805" -
7 180" 2317 159" 2017 7347 5077 -
S 236" 2437 228" 126 731" 4187 2997 -
9 251" 240" 17 2777 7507 5077 456 389" -

sk * * ke

10 2627 178 100 1877 2937 214"

sk s E sk s

11 360 253 150

sk

256 336 243

12 154 100 .037 132 230" .188

ok sk EH

.198 217 262 -

£ ok

1797 315 269 .871 -

EE] ok sk

1760 131 2127 919" 677 -

wk sk w3

13 138 086 066 066 1717 103 .154 086 189" 8147 520" 713 -
M 2719 349 323 381 3.65 382  3.87 3.11 3.81 326 321 320 3.46
SD 9.07 .55 .76 .67 41 .55 52 .62 46 77 79 .90 1.04

¥ p<.01
2: 7H°1—24‘3

) p<.03,
L @, 0 3 S

-89, 9. 324 ol3l, 10: AHl~ BT, 11 7

2,5, 102 *Jﬂﬁcd"‘

Assaa 7H AR Bk SYule R
AMulz BEE F45W <!
ol wiAdte ®le
o UH7HE
At
e %Eoﬂﬁ 7AQ1-A
H2)= GFo] TAHL
p<.001), "iZEle] FHHJOZE o]ofz=
ARAME HAG7Fo] Anlx Elxo HA]=
Bl BAHSE Fo3IATHB=.50, p<.01).

rulo
e
1%
o
o o > iy o
<
il
b
[\
=2
)
>
ol
ol

o2 #9353 (B=.25,

TH, 4 8759, 5: AMAT, 6 FATAE, 7: Bl AAAZ, 8

4, 12: 34, 13: 934

”Wﬁ AALAR 27 AN FL
skl gA el avE FAYL ), A
olAZ RHalo] XH|2 EEo| mAE 3|7

_{

AG®=.13, p>05E FAZHCZ {34
ehokeh. mdk A=k wijEstel A7)t
AR FRAE AF3H] A3l spss

PROCESS Macro Model 4(Hayes, 2013)5 AH8-3t
& Bootstrap 45(50003)) & AAEATE A
A, A2 HEo] g AAFEFY A
I AT 0.1245F 95% A1ETH0.0412, 0.2369)
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201 - el / ALTEE SAHS H-KIT 23T o1E0] S TAY tft Mol BT 0ji= B8 ZAoYl iiEnE Sdo2

24 A= B B t F R’
(A) (B) ©
1 A—C 25 18 2.385° 5.69 03
7H2-§‘%1 el A;;ﬂ]:é 2 A—B 25 34 4702 22.10 11
T - A—C 13 .09 1.167
) B—C 50 26 s '09
Y p<.05, ™ p<01, ™ p<.001
of il o0& EFsHA| Rorn=Z [ Ao olE msks WHISER AHAMIHEFS FAUS
2 Uehth wabs Aol H-AR B o wpiRES AT AAE £ 30 AAst
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The Effect of Person-Job Fit and Age on
Service Attitude toward Bad Customers:

Focusing on Mediating Effect of Emotional Competency

YeWon Son HeaKyung Ro

Sookmyung Women’s University

This study investigated the effect of personal-job fit and age on service attitude toward bad customers
and mediating effect of emotional competency. Data were gathered from 175 coffee shop employees by
questionnaires. First, correlation analysis revealed significantly positive relationship between person-job fit
and emotional competency. Also, there was significantly positive relationship between emotional
competency and service attitude toward bad customers. Second, there was significantly positive relationship
between age and emotional competency. It was found that emotional competency mediated the
relationship between person-job fit and service attitude toward bad customers. Emotional competency also
mediated the relationship between age and service attitude toward bad customers. Based on these results,

implication and limitations of this study and future research direction were discussed.
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