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SHEARISEIR]: Al W X

o] M T AR At dEoE
A 17008 W oF

== =

= A=A S thKim, 2013). 71¢
2 ki A TR o7 2=
S ke WS A
AT dol g
1 ZA=7F A3E 3 A THFisher & Ashkanasy,
2000; Hsieh, Hsieh, & Huang, 2016; Kim, 2017,
Kim, Chang, Kim, & Roh, 2002; Park, Jeon, &
Jeong, 2005). TS 220 §84%0 9L 9
M= TiRle] A= x2o] A shollA
Y E I FAHo o = el Ha Sl

AHhlel AXE AHA Xt 1 v g
7199 olos Y3l MHg 1A IWE 8T
e AZelA BAso] A mAE

gkl thsl Ay & Fart ok
Hochschild(1979)= 7lQ10] 22¢] e w
g} oo g ALY AME FAlsta, A3l
2 ZA 72D AR wEt A AAE &
Haflob 3= A4S A A = B(emotional labor)
ozt 3t TE Ashforth®t Humphrey(1993)
T TEAL 25 Fol ALl A

=
he Ao AM2E AT

o
ok A= Jhasketala, 7199
2 @ysk] Sl Aile) A wdska
Wk HHoR AALES IS B
(Grandey, 2000). ol gk AAM=Fol| g Ao
S w2 9 ZHo] ofd BA ZHoIA
AEA Ao A AtEga & F gloH
(Steinberg & Figart, 1999), A% 7/IdS A

BBt 2 ol

&3t7] AAeHA ARl Aol FARSHE
TEAEY AFEAS Bo tekstal A3
o7 Ayd + IA HATHKim, 2017).

AA == A9 FEgle]l AFE 3|
LT7EE AAE Hlog &3] Y8 A
o BAE fHoE XA HA AT
& WA, ol YF-E Fdske 2=
A5 GMFAEI SThHochschild, 1983).
AMrEse 1Y Al HES stAY 54
g2 Fislor k= 7, 1A BAHE 5
A BHE EAY Esiol ske 9,
TEAZL Fdse A ] 2A A 5
AE 7M1 = e AFE ot AYTolA
T2 YERdTHHochschild, 2003). ©] Z{a- &
e Tkt AMEsAEe] 23E eH
(Hochschild, 1983), =lellA& A 5ol
< AYEEA A, 9%, 95, 3, 4F
o, 5 5 ARl AYTre] EES A
Akl ) om(park, 2015), FHHN FASH=
AES] AAEH BHdAE FE SAH
AEd, A, R AAES tdeE o
T7F FYE A TKKim, 2013; Lee, Kim, & Shin,
2006; Park, Park, Lee, & Ann, 2014; Sliter, Jex,
Wolford, & Mclnnerney, 2010).

AMrEe 2Ed2 2 A3 oyed
wHo] e AR YA AAxsAY F
A Rzt A E4E T AL
2 =Y O H(Hilsheger & Schewe, 2011), <&
APATFENA AT 550 =255 4
T4 g AR 2EG 27t A AyuiEs
7} AdtEe Aoz2 B3t AThAdelman,
1995; & Grandey, 2002;
1999). AMEFoE AFF AF4e ATH
T FAA s wHH, 2AFREE9

w2 o]oAA H=Hl(Cordes, Dougherty, &

Brotheridge Pugliesi,
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Uy 0158 / Suh BE AE IMrE(EHS, HH

o A=
Al 2g Agsok she AARHANN A
Ed2r} 21845 A2 0] Yol
3, olelg o] SNARA Eahu A
M 278 Zesel A4S T
SOl XAl B THChung & Han, 2014; Lee, 2017;
Lee & Chung, 2014; Yoo & Shin, 2013).

shARE H AdYPAdTEoies A
s adldl wet sAH4 E=e A 9

27 dehdts ZAdso] HuHa 9]
(Cho & Park, 2015; Heo & Lee, 2015; Seery &
Corrigall, 2009). AXESFo 1Y Qcle w3
L (surface acting)ﬂ' Lﬁﬁﬁg-ﬂ(deep acting) =7}
A2 FE3IL UTHGrandey, 2000; Hochschild,
1983). EHYPH= AR =7A] B BAE
20N a7ske mATH DES 245
of gxez wRsK AYolH, vHAE
2ol 27eRe AAE Eda) 98 2
22 Hel A9 Wae sl Tad
= FHE YU Grandey, 2000; Hochschild,
1983). olE3 AAM=F 9 eflEs Hie
o% S B gL e} AR A
23, 92 I WA g A7E0]
3= A THJun, 2015; Kang, Han, & Bae, 2017,
Kim, 2014).

FAYe 5l Lol AFa3dke] B
g AuE Ao, FAeEAe] EHYY
= 239 AA 23 HHe EFE0F e
AbgZEom Qs Al Mdd BAME I
Fefell A Al AFE AT BAE = H

59

[e)
o

™

) o ATANO| AFTE0] 0%

2 £ Geh MRS AEe et

HHAZ AR Adslo] ARANL AP
B SHBrotheridge & Grandey, 2002; Grandey,
2000; Maslach & Jackson, 1981). RFd, UjHA 8§ ¢
= 2AdA a7k AAE Fds] sl
Arle] AAE WsA7IHE =Ye e
o] AAe dAE APsA Hol whgol
Al e s AHI2E AFEHA Ak o)y
g AMuE AT IAORRE TR
sews WA Ha, AAxsAte] AFEHE
o sAAA FEFS HAA Hol AFaie
Zr2A 1t Ashforth & Humphrey, 1993).
AAEE} YA B HREE Aol
Ao B oe NusT YT &
o
H

Fon AAwEAS) 4RUSHE AT 7]

0

2 A8A ®BE A A= vugk A o] thFor
Occupational & Environment Health, 2013). =34
A FEAAA 2R AMETAES o

A 1A g AR FE olwu, ARAe

THE A2l HAE gFolof FhChoi &
Kim, 2014). 53], 14& Adishs 22 HA
2ol 92 7ol A3 24 AHET]
7o QJUAAMH| A HFo] g = AYPL
ojlty. Hole AL FEEE Lol I
AR ZF EgAEo] wolAn Qlu, B 7Y
of gk FAETE i oRE oSt 7]

= L
BAA EHE o]ojA7] wEel(Cho & Park,
2016), B9 sF9latle] B2 FAH =

v 24 9% AAwEe 9% mX

rr
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SEARIBIER: M W X

HEel et 977 ASHL Tee &
Kim, 2014; Totterdell & Holman, 2003).
BAAEEES T 5 vl gl 95784 £l
A AAEEATE ALY AME A 283
222 FE stof FHote] AH|x
FS J& F AHCo'te” & Miners, 2000).
& A AuFe o 222 4
T Aod 249 saHe =
d sellA g HAe A
A)\T_(Cooper & Sawaf, 1997),
A A Hol 2 oA
J_'Jrg} A A& =71 71 T Ciarrochi,
Deane, & Anderson, 2002). =3k AFAlo] AXE
AAsta 24 =+ s w8 /AL e
AHEAE 184 29 AURc 25ag
A Ae 239 A=t @
1998), A Aol Ao GXgAke] ¢
ARz Qe &3e H ol AYsHA do
1998). °IAH AMA T AM=T
Fsty 5424 YAz e L= F
2Ef 2~ 9 ARL 5 747 BIES
A5 og wus ok
QoA AP Hlo} o] AN WA A
B Wixse 4 A
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B
o

ormd
—m‘M
m‘lé‘"

= o & o o o_|>: (e
ol
of
o2k
ru[o

e ol e
2
(e}

o
o

S 31(Schutte et al.,

(Goleman

PN - ml

, AMEL

o sh91a91e ERAYS B WA AT
W] BAGNA AT MATS S
A obra, FA FHASO] RS
2skeA PR, YA =39 o)
AATe FAskur dk 0B T Z0A
HUB] YHwF BE FHH IFL B
HRATD BAH 9GS e F Yt
9 ok 2 3 £he A% R
shed) 1 23] itk
PN=E, 470E, 4227, RS

A A 5 F(emotional labor)S I/MZ o= #H
g Qe A 2 E=e UHe A4
253 ddsiA AAle] AXE AYse A
° FEARse FA A A
<= S Ao AME =dsto
AE EE8+ 59| HHochschild,
1979). &FA a78h= AAM 2 AHE
T3] Hall AT FAAeTY o
Hladlel FHdefet WHEHefES AHE3th
ZAYPAE Tl 2AAA a7k HA
= ﬂx—ioi Eaﬂs}*ﬂ]
o, AR *= BHE
= A 144 28 740 ¢
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<= 98 WAl Aol ®skE
T2 e A58 WA 0] TGrandey, 2003;
Hochschild, 1983).

B Eob satisfaction) = TZA7} AL
AR5 Fdsty Adstes ZE A 2 H
S5 7| 3KSmith, 1955).
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McCormick(1974)2 & A

2 7Qle]l 7HA L = THXA A vt tHE
el 2 JeEPITh 9, Locke(1976)= 7HS1
o AR EE ARRFE HIIERE dojA|

e 4o
=

dt. 3 o] opd T
A9 AL, 2, WA F Ol BEAQ
S0z FHH or] WEC HATHZ|
dae Fr TALY U B APAT
So| QAT WA ofE aglSe] Urnpu
ARurze] e Fi dLTtE W
AU e Uus] Bxea olge B

&+
Aoty HIZoll= 7H1e ATl AFU=
FEFE A= 8T oo AP gl
=g, o3 7Hel 4

HNA Hgol HTEE] A

393 4%E A3
UL S ATl td IS} A e
1, ¥3E AL 7HD 9 A AR

)2} HSAT0] LU DlFf= BE: WAK50 ZRE opha

T
=

AE2ZGob burnour)y AU A, ¥
Aol e Hx=3 T2 oA Agd
AosiAY o AWy 1ZHE Aot
1974). AF-Axlolgh= Mg
oA N7 E TE ARED U WA
Ashe Yol Aol m R o
| S AAE Shte) Aney @ %
o, 58 17 PHlA Anl2E AF5

(Freudenberger,

€ %

o

R M of L A T

Maslach(1982)2] Al 7}A xde] Aoz AR

AR-E A M1 D emotional exhaustion), H]

o -
R
dob

(depersonalization), A#H7 A SKreduced personal
accomplishment) 2 T4 3FATE A 12 BRI
He] A= HEom Qs ol el AA
I AMACRE 1ZE =4s T, il
A AE dFoE AEHOE A|slE=
AMA &5 9D A502 Qla HAYHEHKwon
& Yoon, 2011). HI1AS= 1S thete] 3
ojx Agolgpr|EoE 2139 2 HAEE
g o Jepbsd, 2AY Aol
kil QIABHHAl Ale] 3 4
T5 AsA7le 82z g3l =
2, A, 22| diste] WYazola 3oF
Bl=5 Ho|A BTthWright & Bonett, 1997).
%z FAH & Aste AN
s AAle] el disl
HS-S yehla, mAelA Azt
AqUAE @ FAsH HHA 4FA0e € =
A EHol Ao 58S FAHo=E HIL &
= A& TITHKim & Han, 2008).
A A] ‘(emotional intelligenc)> AHAIZ T}
E AEEY AAME AAdsta, a6k

 ox ox o off £ 9
e
o=
2
214‘
NI
hind
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o
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BHEARISEIR|: Agf 3 XA

23 GRS ARGEA Ao At} E
< olnnEe Y O]E]'(Salovey & Mayer, 1990).
Abraham(1999)2 BAA5< ARl g9t Bt
Qo) AR WA Befsn Moz %A
she wE, AN AR AE
oA g Al FHRHUE A9 st sk
sHo® Aotk

Pkeig _/': 9= /\].FJ-U]-O] x]./\]p,] 7@/\12 48z
S 4= Q)7] wlEo|ThMayer & Salovey, 1990).
T3 AMREE ke AFe Al 2
AXE TAY e ohFE
< &1 7] "ol AgHeEx [
(Izard, 2009). °|27 AAA S A7) A
A 718 Foisty, 4 HolAx Ua
TH dH, FEe At s HE
FA st AAoldE oA HUA 3T
Al TFETHGoleman, 1995). 7R%1e] A=
2 g 2eE F fle 8% 24=
2250 22 A AP B dEC]
o] Mz 2HEo PFom Y] W
of 22 oA Z2AE9 BAE dYste
AL T3 thFojAoF FThAshforth &
Humphrey, 1995). Salovey®} Mayer(1990)= Al
259 shelaRlo® Ao Hriet ¥, =
A, 802 AASAIL, Wong? Law(2002)
271784 olal, BRIAA S ofall, Ao &
&AM 2d=E SIS

_0|L

>

Lé_ﬁmln

]

¢

=

=

Bl ol BNoo

-

F

BRI SL DR RV EL ERELE
Zo| B

Aol BE 237] HYRTS A
BT AAE Al wAC e

oH, HZole A= AF2EY s,
W] BAE ATEHA HAF
2 el BAS A7 AFERR T
(Arbraham, 1998). Hochschild(1983)= 48]l
Aol AAxsol AFFYS AT FFH
iz Ao 2R Mo AHH o
&S vTal AT Rafaeli¥}t Sutton(1987)S
Ar Aol JHR1Y AAl At 229
dA FF rH e B4 xdolv I
2 o FAFzsyr dAsta, 7bst
AAFx3E AdsA =HE o]
7] $18l AL BAE HHE A
7|85 7o] WolA A Hof AFt

e A9 ‘EO%EEEJEW_

R OFT ol
_>.:

N o

B o FH

2 o{w r

r&

ly
sz g
Ol
3

o
A AAH, A EAE %27]% A o
e SASIANAE JgFe
(Lee & Hong, 2010) 7(6]/‘15—%9] AR
5 Anoz BRod

4
S e ARUEY R AELE Bol: 2
o

© 2 JEFJTHAdelman, 1995).
AP 2 g ele} RN AE
APAFEdA FHPA= AFUE
< WFe 73 AT o, HEgeE A
FRESS Eolve A @AV ot Bt
I ATKCho & Park, 2012; Shin & Mo, 2017,
Yang & Chang, 2008). tHEVIE Zhjde] A
T AR B3k AT A A
w20l FH7} 2714 FRulE B
A e VA, a7 eSS A
TRt Ad S vX = ASR YER
ThKim, 2014). = T2 AYPAF oAM= &
Ha7F AFE £4 R8s et

31 B I3FY A (Morris & Feldman, 1996; Seery &

i&
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2009), WHH= 25

olFAS YeRIT Y B89 THLee, Yoo, &
Kim, 2014).

olg]gt MPATE ZAE w HA =59

El

k=1

Corrigall, T3l g

aF918RlQl Lot Aol whet 2
nEzTrl gEiRs e o 4 glon =7
Apo| A ZREHE AAwEAHE0] ApAle] AA|

NG 2HAA QTR A Rz}
Yehe W dadomn 1AW SUE st

ERYSE ARG YFE A0 Y
F oo, A AAE AFHoE WA
E@FHe] B AHG QAN e

M 1 AAEe ERASE QTR
54 gge mQ Aol
M 2 A= ARG RuS

B4 4 vA Aol

AN=Fe) EAYS L RAP9AS H T4

7] B/A
A= *P%OHH TS AR &
Ef2o EZ3 S0z fjoldA Lol A

WA e 244 29, S Apas
oz s P4l 7 e

A RASE /]U]?}EHCordes & Dougherty, 1993;
Maslach, Schaufeli, & Leiter, 2001). Maslach(1982)
© AFade ddHE dFE Fdse
AYAA B2 BAA ALdES 2EFO=H
AEdog g FeE rdtta 3t

Atk BHEE 4% stld AM=TA=
el AM AR FolE 7w A9
RS ol Al EdsoF sk= R=Tt
S/HEE 23e 4P H™(Grandey,

)2 AFANO0| AFUZ0| 07| FeF: MRS AEE oheDt
2000, Al BAE A elM 2= A

EH FHo] BUAT ) HY W BAx

5o B9l Ay Be 208 AP

(Zapf, Sfifert, Schmutte, Mertini, & Holz, 2001).
AYATFAE Tdg d73AAE A

0w AAwEH} 240 BF AT7} AP
A, AYABAE o F ATA

= BAEEH &30 AHA WAE HolH,
BAE AErt HopAH AXlo] HolAE
202 UYEPITHLee & Bang, 2015). F3AF &
TS g & dAFolAe A4l 4
Al At gaglol 22 AR ot
AR LA e AAME oA e wd
oFoz BH3= FHASIF AR T, &
4 & BAE Y FAs] "l Al o
3 fidAolgta A8k A3l Aoks: AR
oz spdrtolyg 23S 7M7)
9, gFAHog Yehfof sk ¥ WHel
AEE v stela =gshs WA
= M0 AHTE FHHeR o= A 3}

, A o)Azl 7oA FoEM 2
B4z o] 3449 dFS vAA Aot

R4

[r

14

Of

&2 or

(Shim & Jeong, 2013).

olgg AFATEo 2AT w Tt A
Hesdgol TRAAE el A BA
9} yZo BUxZ AHAAMH 1S 7:1‘84—5].1]:]
3zol Aste 7] wiEol 25

2| 57l
AL Aow A4 £ 911, W A
O

71 3. ANE
A2 g&gFe nA &401@.
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SEARIBIER: M W X

BE APATF AN AFaglo] AFiE
of 344 AL Fohil Ruskil thAhn

& Park, 2014; Jung, Koo, & Han, 2016; Lee &
Ok, 2012; Schaufeli & Enzmann, 1998; Pines &
Keinan, 2005). Lee®} Ok(2012)2 ZF-4719| 3}
92915 Hpuise) WAV opfel Y
A S99 WA e ATl

Fale seledl F Mg AR
i
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£ 47 S5 s AR
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7t 6. AT =
R L e e
Z47F Wi asE HERd Zlolnh

k

BAxEY EAPS] R AAB9AG Y4
o] ARRSe| Y wA= BANN A
SEECESER S

BAAEE AAA Aol Fa Yol
wzo] 7ol & tpASIL Aulz A
Aol HMwEe] nrh BEHOR U %

S Aeke A AT 5 YRS s
o ER A B 2RAE 4754
o AME Foka, AL W] 2700
dPe Tt HARL 2 & Y] WEol

(Carmeli, 2003), A4 Hold Al
X*/le%g_ HI R ohefgh A 7oA d& &
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S 2AIZ|EHE|K|: AR Q1 KA

o BEXE U, HFEHS I1F 10.1%,
AENE 142%, NE 71.5%, FAF o]’do]
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AollM A=3 Ay B B 4R 8
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TR B0l BtA| st AAZ 9
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2 AFolME TS 2 HHPet A
TRk deFe mlAE BACNA AF4319
ANEAE HShe 23 AAsIAT o9}
2ol AAH wiZfedo] AP P Hy
A7F AR F= GFS AAMAT] =
Atk 7ME glske aAE tdte] H
ZFxHo7 ZAHH w7 & moderated mediation)
& 25T 4 Jde HAEZEY(path model)= A
Atk B AT AR UH7HE’-'<‘%]JJr
Aol Agd AR, Syus7E vy
Hes Soll S5l %‘?%k—% U] A= wiA
At 2 @l w9 e A4S
=2 53—-‘1% AR Gogt MPATof
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W g M A s

=34

ERLE

F 249 ey

st

p<.001, “p<.01
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=
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ARCRE fFolaty] wEo o] A%E HS 3
3] oleld  AEF BAAT FE BE
Z7A4AF 714 & Iconditional indirect effect across
the levels of support) LEZE 17 40l AAIS}
ATHKim, 2016; Preacher, et al., 2007). L3
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The Effects of Emotional Labor(Surface acting, Deep acting) and
Job Burnout on Job Satisfaction among Securities Branch Clerks:

Moderated Mediating Effect of Emotional Intelligence

SoonJeong Yang DonHun Lee

Sungkyunkwan University

The purpose of this study is to examine the moderated mediating effect of emotional intelligence on
emotional labor(surface acting, deep acting) and job burnout on job satisfaction among securities branch
cletks. A total of 288 securities cletks were asked to complete the questionnaires and the data were
analyzed using SPSS 23.0 and Mplus 7.0. The results were as follows. First, surface acting had no
significant effect on job satisfaction. Seocond, deep acting had significantly positive effect on job
satisfaction. Third, surface acting were found to have significantly positive effect on job burnout. Fourth,
deep acting were found to have significantly negative effect on job burnout. Fifth, job burnout is shown
to have significantly negative effect on job satisfaction. Sixth, a mediating model showed that an
association between surface acting and deep acting and job satisfaction were partially mediated by job
burnout. Seventh, emotional intelligence showed the moderated mediating effect of deep acting and job

burnout on job satisfaction. Finally, the implications and limitation of the present study are discussed.

Key words : Securities branch derks, Emotional labor, Job burnout, Job satistaction, Emotional intelligence, Moderated

mediating effect
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