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A ALglol] FolEHA A TEE AXY
TAIM AE 2 Y FAloE deEe F
Alell glom, Mujx Jddel] Fatete At
T EY BopAlaL slvth o @ AeelA
= AR|=9] FHLEl FE Fdse A
e FHe] mFo=H FPMigol A
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o Y
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EELE"N'N
rﬂirlrfu_l_[f};
otz & ogg o e
oo 0 = o ofl o
o gt 4y w2 o @ gy o
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3l
(Hochschild, 1983). AH| A A=
9 A%, Ade S8 A 2% (emotion
workie] & T3 Ee A9 7|l wet
wYeA B3 o] W YL FEY £4
27 ks gold durael 2xo] FAl
s Algsel A4 BEA A7k At
(Hochschild, 1979).

Hochschild(1983)°l] ©]&l] A= olghe &
o7F E=qiE o) HIMA oA AFAEL
Arwmsdd #AE 7L BFd 88
< JNdal $tthAshforch & Humphrey, 1993;
Brotheridge & Grandey, 2002; Morris & Feldman,
1996). SHAIRE AgApel] whel Mgl it
oheket g 9 IS digsta 7l wWE
o 4 e Tt ol FoAAA] @ itk

3, BAwge agAde PR

>
o S

it

ob

By

o)

of Wet E7%e Bgo] e gen |
Ehbe g5l 9 ® 97
A wgelea ek GAwE
weh 24 FRA A} R4 RS
dehieleln 23, o2 FE4e w6
ANwET ATHE A4S

[e]

e BlstnA vEEA

2

(Hedges & Olkin,
Aol AHEL A

AT A E Bono®t Vey(2005)0 &Jall #S-©
2 AMwese] Agret dapass Al
U A7t FYPEJoY, x3E AT 4

FwotAl @okule] AT, 16719 HHA
Q1 EE) vEHEA S AAlsldl AitetA] &

o} o]% Hiﬂshegerﬂ- Schewe(2011)°] ]3]
M=o Fo SHUEHYS, e, &
MFzshY FY AHFAAR 24, B4

3, 4l P AeA 14, A4 2,

A a9, aANH F BAS Fe] fdt
o WEHEA ] 7]9ket 3] 7] 4 (meta-analytic
regression analysis)% AAISHHA A Fel o
@ 29 vgHEH A77h o] ok

2 AFdM e A e FAxE
A7E dgom MEEAS s A7el 2

et FEED - RE N E RIS BRI
wgo] i AATES The ool
A gge FAH goul, P wER 47
B AFE 7 WA A AAA e
BHE o}y o]FolxA ghgieh HTaAlo
g e a7 Ao ol Fol A

1Z
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o

ol
A
o
ol
rlo

F, 2011), ©] AFNAE
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dz=s - dold - 0le% / IMes AFHHE WS 7F 2 HERZA (Meta-Analysis)

o] &4 7
Mzl 7

AN =% Hochschild(1979)7F Aol thal
A=A =Hol] FejAle A5 Arsl
sl AREEE FA 2ol EHG Tl ol
THEES 249 FS wE W Aol 7t

Qe AA Aot s of e P
Apol2 Qls] HAELXE Az, oA
2EY2E do7le Yol HMorris &
Feldman, 1996). et THAES BEYAE
AaA7)Ee AFS AS-8l=d, Hochschild
(1983)°] W o]= THACZT JAME &
2ete FEH3Y 9 (surface acting)g]r, ¥H ¥d
ofvel Aoz Agste FAd tisfr=
#elohs WHA Y (deep acting)Z FIUNE
gt = FAPAE 249 EFF FHA ¥

o) e BAA AHe b o

v

Z_l

S A LPE RO WaAe D
=3 35l= 7Y o] thHochschild, 1983).

THLES] AT d2 S 2
o WY olelo= oY 7pA B o

= Zog deo] EAsted, 2 Foll i
ARl Ao g AAMAYA % A (spontaneous and
genuine emotion) S Xd3= PYE 5 F A
CHAE, 2007, Ashforth & Humphrey, 1993;
Chu & Murrmann, 2006; Diefendorff, Croyle, &
Gosserand, 2005; Rafaeli & Sutton, 1987). A&
A7 AAE 290 2T BNE 9
Hoz e ga AdsA L o
s made AL wat Adwdd B
82 Ashforth®t Humphrey(1993)7F % €] gt %
Mrege FPHeto] Hed, 215 FAMx
T2 AR Eede PdEd 2ie %
of ‘AlgjAem nigHsta AH PYHE &
ol P o gosisinh

L3 Morris®t Feldman(1996)2 AH] A~ 2 &
waA z7o) WRHe AZeRs 3N S
wdohe =¥, AY, BAR AAeES 3
oJoa] AAwBe A0S PHEAS HE,
HAe) e, AAel Fol4, BA Rz
TR RS 71 Z 2o Grandey(2000)

=

£ 249 BEE 9] A0 A 2 3

¢

NEHS BAte 3oz s &
oJEhHA, oA AFAEC] HAEES o
#doR Aolatn theker Adel] 2 B
F1 YA, A IS WA IAE
SAsHs WA #E b FAEd
& #Eske EWIYYER PR gida
Bl

olHH M=l Nd2 o dAE 3t
of Aol7b A HMigel we
T Ogd Wk g 28y gAd e s
AFAFEdE M=o 2 vl
e ZHPL e e F kA9 A=

Sv
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HENEEE PR 2

o= Qg AHE Fotsta 9 ThBrotheridge
& Grandey, 2002; Brotheridge & Lee, 2002). ol
AHeES A9 - 4L g3o T
Fa 7] Wl E AFelME AT
Ago] AATY Aeten e HAE o
@ zAskeAe wheh 2408 4

J Ave B AAX FHHA AN W
Qo]
=

oz A=
HMSo| 21t

sl Al e g3 549
7 7HA Rk Be] EAjET WA 5
Al SHolA YA eFo FHgee A
A7) (real-self)ol] FF AN JeFS v|H A7] A&
9 (self-alienation)s LA 4 9l ThHochschild,
1983). gk Aile] Az PAeh FHEA 2
oA gqdhs S FHFo =N AEE
ol AFaxlE AgsA Hoh o= M
T AL A, 7Y
Z2AFAN AN A FERES
g olHdrE dod = 9 tHCordes
Dougherty, 1993).

BAmEo® Qg
HAdTEs ue
449 A2 e Ao vehgrhe: 3
W 1998; Morris & Feldman, 1997; Rafaeli &
Sutton, 1989; Wharton, 1993). Rafaeli®} Sutton
(19892 A= Lo n|&LE wojof &)
FAAES AEdA JEE B3 4TR
< =& Ao YEeH, Suton(1991)9]
TN AAE] AQel HelA i

N e

M e
N o 4y @
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i

-

ColE@ T g w3

& o ARgehe dFe] B PAxE
2ko| thDiefendorff et al., 2005). L&Y EH
Aok WS F 7 A o=
SHAl zpelZt At HgS dFe

& Fgde THA YA IAshe
2 Ae A A7 A7 o
Tath olHY Al AxFEHo] mA A
AdsA mHHA & Qs fHge] A=
= Atk Aol A Rafaeli®} Sutton(1987)
YHPYES 2o Adoz  £ol7|(fake in

01:&
o= O.
2 oo%h ol o oS X N, o gl &

%

AYe UyAd JAE HIA7EE =8 glo
o)A TS THA FAd dXA7IE Al
Tttt oluf, FAYELS FHE FA9 WH
A 2 FER A3 FA FxIE AP
T S THRafaeli & Sutton, 1987). ©]¥ F oA
U= g elel gz i Ado
& 20]7|(fake in bad faithyZtil ©o]E B
(Rafaeli & Sutton, 1987).

FHG e} gL FES FMeFH
A ko] M2 g2 AE disie b
< F 7 Jdt HAFez zHdde
Z 94z, BREE, oA =

A7e wBasd
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dz=s - dold - 0le% / IMes AFHHE WS 7F 2 HERZA (Meta-Analysis)

(Brotheridge & Grandey, 2002; Brotheridge & Lee,
2002; Grandey, 2003; Grandey, Fisk, & Steiner,
2005, ez, MRSl A, AAT, 3
44 e Re wE A% 53 gL 24
A Al #¥ol e eE ywyt
(Brotheridge & Grandey, 2002; Grandey, 2003;
2005; Totterdell & Holman,
2003). £ AFM= HAPAFECAA UERE
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Grandey, 2002; Lee & Ashforth, 1996; Wright &
Bonett, 1997, Wright & Cropanzano, 1998).
2 A7dNE 43879 4oz 14 9

2013 9 Maslach(1982)9] 2l & uwe}
Rz shepiger FAA 2K, w9l
s}, JHQ1dFA s ARSI WA,
2 AF(emotional exhaustion)S THIHZ=
T2 Fctet v ol AU PA
A a7 MY Ades aRFoRA
Aoz I FHE §

H| 014 SH(depersonalizationy= 1L, B&, ¢ T
T ZA0BRE 4oz olgsle] o5
el Wazeln Wid HEE Hole A
o Be Age suel AdAs) ohle A
209 Adshu, Ae 9g B o
sHo ot 5 ohe Agelt 2o i)
WaAe Hhee Mol A& a) v
o2 MAFHAZS A (diminished personal
accomplishment) = A}7] AHAE BFxoz H
7Vole AP Sdth & 955 af8e
2 598 + 9ot

ool slolxl 4
A Bk Wit

olzjelz

o| (turnover) > L83k 7|Fo| A 18R]
2

2l
ApdA o7 BE|E A Hom, 2011), Ao
2E BAS B Jfcle] ALY x4
< FHste AomAM AdH olFe] fde
2 o] EthMobley, 1982). ©]Z]E©°] oA H
7B e Edo] TASA HH(Deery &
Iverson, 1996), =Y A H| & L o]Fo=w
Ag Auls FA A5 5 2] 2P
43S v 4 I tKPizam & Thornburg, 2000).
o] 2 o] E(turnover intention) T, ZZ&T-A1%10]
24 we Araye dyda o ows

t:!_q_ 7:"2]% EE%O]%(A]en, ]_99]_)0] ‘éa

S
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ie= 7 B DIER2A (Meta-Analysis)
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SEARISEA| A Y T

LS A A2A 7 H(Brotheridge & Grandey,

2002; Brotheridge & Lee, 2002; Grandey, 2000).
gRasE 2404 epae ZAER

Wl Wk A PNE AIAoE FA

E AW, ¥54 AneA ArgAe 89
2909 BAA 243 HA9 #o] ke

2l

IFE 9131(Grandy, 2000), WHHZ A 2
= Y= d3EE Yok Brotheridge &
Lee, 2002; Brotheridge & Grandey, 2002; Grandey,
2000, 2003; Grandey et al, 2005; Totterdell &
Holman, 2003). ¥+ W97t A4 23
& APHee FTAE et AT
UThel: Brotheridge & Grandey, 2002). L&t}
WS 382 Al AFATIE BH ]
o Bo] Hudd. wehd & dAFelre &
e elot el wE Aol diste] of
#e] 7HS At

2L

o

7M1 AAwTe EBudgdles A7en
of Al 7HA WFEERAAE 231, w4
Q1 ALY Ay FAQ #AE BY A
o]t}

7H 12 AAeEe Hgels Arar
o Al 7 ASEENA 23, wlAs),
A ALY Ay $A WAE Y

o},

e}

==

Py

OfZ|o|etof A

ANeET o A% 1k WA olEA ]
o ANpzs A7) o BelN ol 5

CKGrandey, 2000). FAF23t= A7)
AgA ket Frt s w dAske EA
ZEIQMH], AFEES ol2ld AHEFH o]

SR} Bh(Lee & Ashforth, 1996; Wright &

il o B x0T

Cropanzano, 1998). 123} o 24 o]z o]x9}
4e 5 4 gud, ERAAE 994 &

A9 WA molsl, HNA sue
o143 3AA WA G, NEBSE o]
o)z9t 724 #AZE AUTHChau, Dahling, Levy,
& Diefendorff, 2009). ©] we} £ AFor=
olalel 714o] Fhssict

M 21 AAESY FHIPYE olHgw
ok A AAE HY Aol

M 222, AT YW
b FAQ #AS B Aotk

s AENE 2 BAC deidE
AMmFo] AR FAQ g3 vzl
= At FHZAQ JS nHtE gt
H A3yt FEIY PAA=E Qs Fd

o7
o] 2719 g IF27] wEe] 1 AA
7} 2EH A9 dHo] HA(Rutter & Fiedling,
1988), A3 = A %O ™ (Hochschild, 1983;
Vanmaanen & Kunda, 1989), =59 3k 49
e st 24 ALY HRE 5
o] A&l2 4 UThWharton & Erickson, 1993).
W B FUAst 2 AT 22
Moz ARUES ZrAY)E Aoz Wl
ol wolE AAwEel HHAAY AS 0
A SHo] Sl=Fl(Tolich, 1993), A58
AP S sk TheE GERE ARE 25
8 gulgA A HAY Qo] Stk A
71%80] 7FestAl He AolthAshforth &
Humprey, 1993). ©]%49] w=9lol we} w5
¥ ARRkETte] A= A9 e
o] ztolo] et d2td & S ZolBE of

£
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dz=s - dold - 0le% / IMes AFHHE WS 7F 2 HERZA (Meta-Analysis)

ot 22 7S Al

7H 31 AMeEe TUgE AR

I FAQ #AE BY Flolth
71 32 FAFe WHdgE RS

7 gHQ BAE B Aotk
ZEZnte| 2|
AANZ =)=
AR AR ZAE F@sloF ot
Az 2o A AL 9d
T Ak APAFA = 751/\1 nzgs} A
THLY Ay 5

A
L
1B9e AaAT)E e

T AN—

34 AA

it
< 4
o

%
i<, A3, 2006, Grandey, 2000). 3
= Y 2AEQ] ¢
ol 4291 JaS v thMorris & Feldman,
1996). 12 FA o] o] HIEA] F<]
Ao Al A 2HE HTFE AL of
QEE A &Y 7He A ZHE 7]
g = S Zolth &3 adgds 3
f’“’i’ﬁ AEES 59 AL At
A3L(Tolich, 1993), NAEH o2 Hol Hglo]
w24 A FAzde] Bk AlgEelAA 2
o 9% FAHS A 4 Bdo] gl

o owed ¥ 9 Ag gAge Wk

=

e YAy A 7 THAshforth &
Humphrey, 1993).

ol9} o] HMw=Fo] Bl six=
a3 tier AR g 37} he A

AB7NA A eFel tigk il
TFAE el dAA] F%] LEH%OH}E_ &
4= ) H(Grandey, 2000). EHP L= 7H2de] 7

2

L
dole $zd fd 2AEq0] FAo

#HE F e v, HEde e sidle] A
4% PAE ERdoz FAYtE AAA
AAHRES =717 &, 229 aRAd <
AL dFe WA F AThAshforth &

Humphrey, 1993). Wb A% el e
g 24249 47 ge dne By
Aol7] W] ofzlel 14 AT

7Hd 4-1. A= %4 FHgos 2229
I BA AAES

7Hd 4-2. 7@’\1‘4—_ =)
I ZAA WAE EL Aol

ol-(()‘l ﬂlg
g,
024:2
o
rr
BN
)
il
jines

AN A A3 A
ol u] 5} A ‘)r(Herling,
1998; Swanson & Holton, 2001), AJH] A~ A&
o lol FAEC] EFd w& FF9 A
21 g2 718 9n] gt (Harmon & King, 1985;
Kochevar, 1994). A¥| A A|FA} =& AEA
= 7K1 S A, 2AA F AuH 2~
o Hste) Ak BEAT S8 A3

%+ 9w w49 ¥% A= Engoz
Aed 4 7] el F’—%Ur«l SoAl B
AZ gA g 7154 0] %WPressey & Mathewa,
2000). ©|FAl F4H= wAze] Az 83
Aol FHA FeAEe HF Nt =
& AM=FAEAA oA, Bl ez R ElLt
AR I = KA S o] Fo T

’l

i

ARUE U FlnelE B AREL 24
= ZRAZA F QtHClark, Pataki, & Carver,

1996; Harker & Keltner, 2001). L&y} Hlth 2
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M= 7F 2HA: BIEFEA (Meta-Analysis)
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Weingart, & Kwon, 2000;
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De
Harrison, & Trevino, 2010; Judge, Colbert, &

Ilies, 2004; Kish-Gephart, Harrison, & Trevino,

2005;
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SEARISEA| A Y T

A9l a5 e

AAwge] wRAsls Rl 5 7
Agko 2 o3 A 2 Ao
g waAg ] gRd, IAeES T
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The Relationships between Emotional Labor and Job-related

Variables: Meta-analysis

Moon Sook Kim Ye Sil Kim Soonmook Lee

Sungkyunkwan University

The purpose of this study is to meta-analyze the relationships between the emotional labor and
job-related variables such as burnout, turnover intention, job satisfaction, and organizational commitment
among Korean emotional workers. In total, there were 11835 employees from 43 studies that were
meta-analysed in the present study using Hunter and Schmidt(2004)s and Borenstein et al.(2009)’s
procedures. It was revealed that emotional labors, depending on whether they were surface acting or deep
acting, have different relationships with criterion variables. That is, the surface acting was positively
related with emotional exhaustion, depersonalization, and turnover intention. In contrast, the deep acting
was negatively related with emotional depersonalization and positively related with organizational
commitment. It was revealed that professionality of service was a thoretical moderator and source of
papers was a methodological moderator. Comparing with a meta-analytic study in Western literature, it
was shown that deep acting strategy would bring desirable results to organizations in terms of the
relationships  between emotional labors and criterion variables such as burnout, job satisfaction, and
organizational commitment. Lastly, implications and limitations of the study, and directions for future

research were discussed.

Key words : emotional labor, burnout, turnover intention, job satistaction, meta-analysis
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