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Al A A

A1 A EA A7 AT BF

1. A4 A7

“ZH8 (emotion)= A AA A Ao 2E HABolA AALHA nlgtol
o] FojA = AL EMN, AEHXAY A5 HAAA AAEHE =A4oH, FE
Atz gtolu Alelstol A #AlS ZHR AT (B - d &2 - H3A, 2008). A
2] gkl 3= 21 A (cognition), & 7](motivation), 74 (emotion)< ©] st <l
pombgo] oS olsfid A oltal gk AP IAES AAH ALE
A8 ZIAlelY, Fre Ade AE st IAlola, AL AR &
st ZlAlg . FE (A 5, 2003). Ao abd oA Anjagde] H
| & Aot w27 #os
= Fets stubrt Aol 29
3 As 2AATFAEC] JAASEA A g &

{0

o

o

74 Emotion 9] o€ dHo 2 ‘FHoltf'E on|sk= Motere®l
AR, HFFoR ool I~

b oz fEe A w7
W25 e AAH EvgEE
g 5 2003). Hochschild(1983)7}F Af
AAEHA BEAA o7 HJeta #A

1

2~(organization stress), 2]} 2~E#| 2~ (occupational stress), 2] Z~Ed
(strees at work), 12|31 AHF 2E#2(job stress) 59 &2 &85}
AbEBtal gtk B mRddAe 2 M WA o ® Abgete AT 2Ed
2dteE &olE Abgstazr gk AT
g A% e A9E ERdETh

AEY 2 AF2EY 200, 701A



Hurrell(1998) & AR ~E# -~ A(job stressor)< FAFL S A7} EX
of JegS F= AFe dIHHA IHAHY FHoE FAT. P 1F
(strain)o] & AFAEY Yol =FHo=ZH A7+ AHHQ0 FAH A%

Jefetar skl

A% 2EHY 28Rl e s dAE A3 EW, Beehr(1976),
Mcgrath(1976)= 27 ~E#H 2890S 27 2AF, 4455 59 AF54
82l 9&d4F, 9% A5 5o 9T B e, 2R, AAA
A T 2ATA AR, FEA v A#HE Yoo AR g et A
Ao Fidte] AFFaacle]l AF2Ey 2o 7 F adlol2tal 318
tH(Beehr, 1976). Mcgrath(1976)«= 2% Z2E#H 28203 459 Ydoly 4%
Bodel dFaql, 9% Ry 45 aela gaaete] 9889l
el Ae] EAA AE A FEe]] T8 T NI FHo] HFrEHA
o] Faclolgtx 3, Cross(1978)&= 259 sl <rdA, FejA,
HSA, BRE 7o HAAAZS ARy adolg} ATHHEY, 2005).

ARz 1970d g S F48E gojolth ol FUIAd 2E
g5 7] wied vERtE AAA, GRS 7S oulste] ARAE
s gFE d9oM AFgET 197030 d4le] kAl Freudenberger

AAA g A A3 AdS BAREH] 9§ =
AH& 3. Freudenberger(1974)7F 2318 AaA 0 AFFdgod oigh x4
el Al e Fr7kek Ailel w8 ol B 277k Al Foid
s A HeEA dyehus AAH, AAd udzE HAREE
Maslach(1976)= AbgrEol A&l AAA A=5S tHAs= PHE A3
=, 2= F2 99 Muls BEdd FAskE AFEECAl Bl doju=
AR, A, AAA g 9 g R A0S Adststgdth o] %
2223 Aol w3 Asel ®Wol solwth dHdd weE dAsviy
dolg vEA e du = AU AFe ARAL, H5AA 5 F
2 1A Mula B FAbskE AtEERH A vUE w39 A =
2ol o] FA AL 9l

21 &9 Berkerley 5 (1977)¢] 2&H 4%

o
dlo) B L ofue] FgsA Feh, w

1
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<E 2-1> 20129 % =3E A= 44 |3

A I
447 ]

A=A g (%) =7 (%) o5k (%) 7]} (%)
AAE 430,275 | 49,051 114 | 315294 | 734 3,531 0.8 | 61,769 | 14.4
Al 22

396,832 | 101,751 25.6 120,944 30.5 10,948 | 2.8 | 163,189 | 41.1
&%)
Alag

912,288 | 371,651 | 40.7 | 274,732 30.1 54,042 | 59 | 211,863 | 23.2
PARE]
( o‘—'w‘)
Al

207,562 | 153,378 | 79.9 20,253 9.8 8,096 3.9 | 25835 | 124
(F2h

shejetol 2

104,208 46,848 45.0 34,985 33.6 8 0.0 | 22,367 | 215
Fk

shejeiol 2 ]

o154 44,566 9,744 21.9 22,311 50.1 882 1.9 11,649 | 26.1
21
ekg) Al o} 9,831 39 0.4 679 6.9 57 0.6 9,056 92.1
A EL
- 51,548 1,245 2.4 24,520 47.6 569 1.1 | 25214 | 489
o]+
o A o] 27,190 4,744 17.4 21,028 77.3 135 0.5 1,283 4.7
U= 46,748 24,516 52.4 20,222 43.3 0 0.0 2,010 4.3
At 18,382 3,101 16.9 13,555 73.7 97 0.5 1,629 8.9

Zokgdy A~ 20,319 4,148 20.4 13,551 66.7 374 0.2 2,246 11.1
24| 35,486 7,910 22.3 23,665 66.7 0 0.0 3,911 11.0
A 7}~ 37,357 3,828 10.2 29,595 79.2 230 0.6 3,704 9.9
3}SkE 17,389 787 4.5 16,024 92.2 28 0.2 550 3.2
FEH] X 23,606 2,797 11.8 18,830 79.8 0 0.0 1,979 8.4
S+ 2,383,587 | 785,538 | 33.0 | 970,818 40.7 78,997 | 3.3 | 548,254 | 23.0

AREH ¢ T3 A S HF5(2013)
<HE2-2>5 EW 20089 FHA =g A F owiE S 1x81839 o 9=l

_10_



ALINA = 752099, ALdAHE 1A= 126599 o
(=< ﬁﬁﬂﬂ+mw

FFA = o] & HF&2 85%0H < > 31
Wk g2 g e8] b FhA % 9342 oF 120% AFES H
o]al ATk

<E¥ 2-2> Z9¥9= 1A= a3 € mE43
(] : wukel =)
FE e 442 19 FFve /932
2000.10.28.~12¢¥ 88,436 209,349 1,360 / 3,221
20014 453,178 899,590 1,242 / 2.456
20024 468,520 918,698 1.284 / 2,571
20034 656,084 1,547,847 1,797 / 4,240
20043 736,768 1,784,730 2,018 / 4,890
20054 809,105 1,881,559 2,220 / 5,155
20064 802,101 1,793,746 2,198 / 4,914
2007 969,933 2,451,920 2,657 / 6,718
2008y 1,065,840 2,914,684 2,920 / 7,985
20094 1,153,806 3,044,972 3,205 / 8,458
20104 1,256,850 3,091,209 3,491 / 8,587
20113 1,186,299 2,983,440 3,250 / 8,174
AzEA T3S B35(2013)

T3 FpA AR o] mjE e 2008 V= WHele] 9 7bed Y

He s wrF 7 Bokor, 9Tl i A= vEitio] s A

AA =T} oL
¥2-2>04 =
ol el wPAe

A28 7FA] =

}‘13 o]'
RS I L e
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<E 2-3>9 A= 4A a3

_ A} _
78 A= 7+ ae | MBS | 27
T
veprto] 29 A D7HA|
3. 2 1 41
()5t et tho] ] 68.3.5 855 95,88 368,419
AEGIA = AL
P [e]
1< (290 = =2 2] o o 4 (] 05.1.28 1,363 | 250,842 | 343,537
AEYAA = AESDT
(e 21l ohel 4 (5] 05.1.28 472 166,437 | 774,734
AR RATER
o | (28T 05.1.28 262 56,159 | 180,020
T
shebthe] 22 7h 4w Ak
() shehcio) e ] 78.10.29 (E]) 249 70,452 83,947
2w}z 2 A7)
(G o] ~ % 4] 75.10.15 149 12,673 19,903
getrte] 22N ETHA] e
()52 eho] A 90.9.1 130 20,972 30,522
REETE
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A2d FAEZE € JAI= £4

A 2] A (reliability) o] & A kol ¥3¥ 8] A A 4 (non-systematic) H=+
YAl A (transient) 279 TAFEE vty F7 gh(measurement
scores)ol] EFHE Qx7F AomW ASFE O FAFS AT £ A A
o FAe AT fAkg JIEe® o]EA (dependability),  FHA
(stability), ¥/ (consistency), ol=7}s7d(predictability), 12 24
(accuracy) ol AF&H7I%E gt A= Ao 2 ol Hla] whEA
o2 Agd FHWHo v U AHE 7t E=A e digk Frlolth

2 4 = g 7EA7F 2kolw o] gk W o
olsk A=A 7 Test-Retest Reliability), “12]3 F 7}A4]
T= o] g3 AFA H7FAlternative Form Reliability), 28] a1 w}x]

WA Aol o3k A=A H7HInternal Consistency Reliability) 7}
&

d
J

o o

2
L
oX,
tlo o
o
N
)
ol
Ol
rr
T
L
i
=

g
B e
oL

?{E TE A e
o oX
LR

ea
ofo
ol
o
52
S
=
ofo
)
N
X
-
lo,
=

46}{— NEow AMAor A3

o > 38 -y oZ
S oo i do

m
i
r ¥
g
k
19
n:)
i
rfu
(0]
[t
ol
N
M
rlo
4
N
il
)
v
=0l=
1%
o
n
)
rlr
o,

ATHEA =, 2011)
=0l A (validity)ol& AAe =AWSF Ay
o

= =
(operation definition)”} LA o] ¢ =&tz 3 AL APR FE3}

= golnh BYde FYstuA fe AL SRl g A, 5
At Ble] s AolmE AARA osk MAAL el o)A
JPe withn ¥ 4 oglont MAAH oAb Ay Bl gom



o5 st Bl w3 FEoAM= dibHom AAZ] At
ol 3} A

o} 2 Frpde wel WE B4 (content validity), 7|
3 (criterion-related validity), 70'¥ EFE/dconstruct validity),
WA ElgA(face validity), 874 WA g (convergent and

discriminant validity), %% E}FE/ (synthetic validity) ¢ 7fdo= 4}

o3k elgAo = oS BN A (predictive validity)o] 1ow, 7l

|
B3 o 2= HE Bl (convergent validity), ¥ E}HA (discriminant
v

validity) 2 ol3ll €34 (nomological validity)e] ATHEIA L, 2001)

dwtq oz g Edd(content validity)> o FAHX ZH4IE HS5A
el Jidel Wad onE ok Ak wtge=rie Wit vl 44
7 FAstE = Ad e Ao el = oW SAIES £ A
FEo] SAWGS] Ao9e T3] hEetA XIow o5 e BEA
o] A5 3= el

SAdEo] WEEEAES drsey] 9l AvAs SAWG 5 id
HAE AL ol& diEdts B SAYHRES 78T U5 &=t F
A REFEe AR v SAZES] WEEHTAHS 2 e
(face validity) °J=til & sh=dl SAX7F SAsH L sh= AMddids =
Aeta Qg AAY Bole A% 1 SAXNE FTUEIIAS 2ta gl Ao

o},

AERl adlH A ol FAE a]lelA 0.
‘ol R ATt Bartlette] 784 AAo] 7372 YEIS

A dEe ousl= F B4kl ko] 681082 68.1%9] A #H S Holw
37Me] @9lo] At o= ZH7 ‘mudE, ‘YdgF, AHYPEF oR

z}
o] “I
Wl om zpAgE B4 Ay e <iF 4-2>9 2}
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8z gy g 5 lZ2sslE B =g
o g &8 & 8 |[@®EE KB EG
N
oo B = 2w e
4 Tw F o = B B
0 _ oy 2 oR
ol o B = T ol He o
B i ﬁi ﬂo% = o q mR i ~ e
~ woo® 9 N El= B N e
ds = = [F_ EBE 1 x|
‘.le.uﬂ ‘UI =) O LL
F oo Mog PaHEy w EX
= e o ®m |[Pmgy R EE
B T Lo ey o Nl
w |E T E SO PSSR N [ O S ¥
P lo o 3 felme N 2o ol |ok ~NH KO %o
B V_l oF Wo o= H_.AD 0 ° ol R
o K = " RERO|— =
® = oo T RS =
B bR Al E
- o or ™ fo e} :;H o) | ]__/l iE X
rrB BT OWE e H e Ne g, - =
Moéﬁ%@%iﬂwmwm%@lxﬂ]ﬂLe 1n_._muLa
o W o g o’ o B T|IH T R W
= T BTN T =TT e BT D
EX T MEmW EEXE
S T0 o) — o7 T P T T|T Sy o oy oy
o & oo < iR PR R AIRe PR R R A
HeRMorm®mH MR AR R TR RS
N= o B o B o =B o
E:2l B R T R w R

=68.108

N
FaAye

2922.423, p=..000, %

KMO=.737, Bartlett’s Test of Sphericity
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<HE 4-3> AF2EH 29 A% Qi A7 9 A= EY AT

Z]
G - a9l Eigen ok Cronbach
=3
3 A%k | Value (%) 'S a

5 olj'_‘,loﬂ/q“ Aﬂiﬂo— Aol oS AU 4 | )
3

A7) 1] ﬁeﬂurz%# ﬂzlﬂa]oﬂ Fo] oL A | 819

o 4 s S LR ISR (N O I I B
oo w71k gt
A $2 AL el Sx7138)7F 4dskx] & | 577
thar AJZ}sict
W Qe g gle B9 958 s | 6
Ak
A Aok dakele] Bl B w7t 35
2 | AAF Aulieke] ofsfz) Aubks] = 97k Ek, 83
2E | U] 539 wREY] HivF 9xE Wy ¥4 | 70 | 1510 | 20.089 911
g | ok,
TEREAA Yol digt AAEE 7|8 5= gl 743
o U7t frssitete 51 7@7} it 874
v o g} el Hol wkdE|x] Rt &4
fﬂi o A TE A ol7le] AEA] St o | 1207 | 18208 | 887
o] 5ol Hjs) sxlo] merhal Azi3id, 513

e ATl o] skl Afd S31E UF | g9
XIL A T
L | 2R & il ok gt Hglo] -

S| el @ ARel wigel Bal a4 | ms | 00| 1B

2
rO
>

782

i
go] FolA 9A] gt
E o188 Yo SRS AR P08 R |
24e ve )
KMO-=.763, Bartlett’s Test of Sphericity= 7207.137, p=..000, %27 2=76.908
3. AFae] W S84 2A8H A AFP= 4
Anaq 24YR] B QAR A% 7 2w BPve) FRAne
SAdFAFe] FAAE QoA 040 o] #roz yEiy JFEd el &
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At} Bartlett®] 784 AAo] 798= UEINEOH, o5 00005
ooz A&l 7|o] Agst Aoz YElygrh A AwEHEs on] st
F ko] gro] 76.800%2 76.8%<¢ AW EHES Holm 2719 Q9o =EE
o olg 747 waAzsh, HAZLW oD WHer, AAT B4 2

oo <3 4-4>9} 2t}

<E 4>AF2Y B4R 298 A% R AHE 24 AF

W [ XS Eigen Es Cronbach
5] e Ak | Value (%) 's a
AL A FulEo] UE HlAH o= tt wjy} 9tk 871
AFeREC] W7l 3 Aol g UE ndsles A 866
njel | gt}
A8t | U 29 ARES A7 O Besl da, g | AT | 392z 903
U 84 4 AR o]$ Yo gl W& & 792
7ka 9l
A} AFE v B § Ue 98] AA- ds | 99
w7t}
A7) sta e Yol AH o SR A AHE = | U7
e | 7R a8
2 ﬂ—goﬂ \‘Jr‘i TCL—Ur%E e B A7 glo] VIAHeR | 767 1475 | 37558 910
2l & sk gt
e 48 A 2AE EASS g9 oR 4 759
g 4 glrk
U & el g3Hog 7odskA] Eavtn A | 700
Zsh},

KMO=.798, Bartlett's Test of Sphericity= 3246.310, p=..000, &%AF4d ™ 2 =76.800
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17134 (Multiple regression analysis)

L WEEE, AT 37 2dlem

[

|

=i 8%

Ho
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fite)

&
T
s

Hr

el

e <HF 4-5>7 #Zrh

<E 4-5> ZAALFo] JF2EY 2 nA= I

o
1o

zel
T
Ho

VIF

Ho

i
o

—_

ok

22|

Beta

M EE A5

[0

™

000
000+

7.359
10.786

216
.050
.050
059

F=68.332,

1.590

1.436
1.317

696
7760
7105

1.825

5019
241
-.205

R

543
.259

1o
°
B
P

W
B K|

000+

5221
-4.279

1.419

.000-+

.000, Durbin-Watson

[e]
T

74 ¥ R*=.326,

R?=.331,

#*p<0.05, *#p,0.01, ##++p<0.001

o] 00002 ER}HEA

3}
ol

72 Fzho] 68332, 9
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HEHA )= EH 3 5(519), W 5(.241),
W3 % 0](10.786) 0.2 71 =

sk

A E(-205) =o= UERH
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ol
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U} % 3] %4 (Multiple regression analysis)<

]

FE a9

i

o7

o

8

dyE, WadE, WAdPs' e 370

Ay A
It

‘

)

=
=

4-6>3 2o}
7422 B AN Fiko]l 49.251, 2] EHE 9]

<3

=
L

il

00082 UELH A

el
!

8 E(.530), AP E(111),

hya
ar

dr

°]1(9.89) = 7H =A 4

714 -5 (2.218)

W s(-144) =22 e

Ebrom,

o2 UEuth

<
U

Uegom W E(-2.977),
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L=
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o] AAZEH 2 1X

AL

o

o
7o
=)
Ho

i
o

o

B

o] 28

0

a3

.000
000+

7.370

.230

1.696
530
-.157

1.436
1.317

696
760

.003«

9.891
-2.977

500
-144

054
.053
062

F=49.251,

o
i
B
=2

W

= w o«
AT

027+ 7705 1.419
1.900

2.218
.000, Durbin-Watson

d11

138

T4 R*=257,

2

)

§2] -

R?=.263,

*p<0.05, **p,0.01, *+xp<0.001

3. 74 3¢9

2 Aot
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el
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el
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Mo

il

/\El

3] 7 ¥4 (Multiple regression analysis)<
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P&, HAdPEe] 7] aglo=w

dr
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3 4-T>3 2T
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<E 4-7> AARAxFo] RAXZEH 2 nAE= I3

MEFFAS | EEHAF TAY BAY

AL t frelehE
B xEA Beta s | VIF

(24) 2.385 241 9.878 000
Y gy 233 056 227 4153 000 696 1.436
a.  HEAE 291 055 275 5249 000 760 1317
AdAE  -203 066 -168  -3.093 002 705 1419

R?=133, +AH R*=.126, F=21.168, 2% &=.000, Durbin-Watson=2.241
#*p<0.05, *#p,0.01, *++p<0.001

<E 4-7>°] FAZAARE Fghol 21168, ¢ gEo] 00082 YERLH A
AAAD EA e Fof FEC] A Folde & dom, R*US
013302 & 3HAA dHgo] 133%E =2 Ao®E Yy a8l +

ol e JEFH(EEsE WEAT) = WA (275), £HY+(227),
214 3@%(*.168) o2 YEET tg2 e dse](G.249)=2 M =4 d
2 #4153, IAPFEF(-3.093) co= YERST
=, ATl AF2EULe BAAER ol &S A Aol
© 7H 32 EF AgHAT shAN A PES ()] S VA=
%

o= e

ool

ZF R o

4. 7} 49 A=

AM 4 AAE FALY FAEFL ARz 498 T

2 ol

Hi-1: BR85S 4P2udze 98 932 w3 ol

HA-2 : R @5 e gRaedze fod 93 v|d 2ol

HA-3 : AA A5 gRasdzel o8 9T nd golrh

FAwE] W YREEAs f49 P VALAE Fopn]
datel WA LARNES 2E BANFE A4 F, FAwE] EAd
B, WAAE, QAL 2902 SYASE, ARiEd sl QraEds



S THEATE st oo digh FUiAHd F8E H oSS Fetslv]
st dHHA S o] &3 v 3] A (Multiple regression analysis)= 2
Alsteith =, ‘mlsls’, ‘WHAsds ‘s’ e 37] ado= +7dE 82
S SHHETE o, PYF2EUXE THEHUTE Fo AAg AR A
= <FE 4-8>3F 7}
<¥4-8> 7A | dF2EH 2 MX= FF

H =3 A RT3AF T BAZ

w3 SR ETET
B FF2x Beta a2k | VIF

(&) 1.054 .204 5172 .000
i*j_nf xHy s 481 .047 493 10.123 000+ 696 1.436
;]; PIRSEEIES .083 .047 .083 1.770 077 760 1.317
GRS .057 .055 .050 1.030 303 705 1.419

2=315, FA4% R?=310, F=49.251, 2% %E=.000, Durbin-Watson=1.719

#*p<0.05, **p,0.01, #*++p<0.001

<HE 4-8>9 B AFE Fgho] 49.251, 79 &Eo] 00002 YE}HEA
AA AR FA g o] gEo] A3d FITgsS & F o, RS
03152 X 3|7 Aoz et qole =
Aol gk o E%SEEM%) W 83 -5 (.083),

T 5

&=

o

ﬁ*‘sﬂ%(.o&sm 0](10.123) 0.7 713 =7
(1.030) %oz 1}EbyIT)

N e T P P
=M 4w AgEA et WRdEG AYYES 93 A
A g Ao tehgut

5. 7Fd 59 A=

74 5 SHA = ALY A RAEHAE HAZASY Fod JFgFS 1
2 Aol
H5-1: ¢

=
A

i)

SEHUAE HIAS ] o3 S 1A Aotk



H5-2 @ #AIZEdH 2= vdAs o] o)k daks nE Flolt

H5-3 @ BAZEY A= B4 st fo)gk daks vz Zlot

H5-4 1 JF2EH e vdAs el folgh g3Fs mE Aol
AF~Ed 27t gigh A% At FoAQ] dFS nA=AE
ol 7] et WA QABAHES Vx2 #AMSFE AAHL & AF1RE
g o QR AEY A HBAAEY S, BAAEHA QEAEHA QA0S
SHHETE, AFLae HJAE FHHFE AASA] olo] digh Al
A F8xE B dFHE otstr] fste] JHiA S o] &3 tF 3 A A
(Multiple regression analysis)= AAgtATh 5, ‘9TREHX ‘BALE
g ‘RAREYR ARAEY R 47] g9low ERHE 298 SHW
T2 gta, HJAAFE FHWEFE Fo] A AN A= <H*

4-9>3 2o}
<E 4-9> FAR2EH27} HAZ3} e mXE T
MEEsAs | EBzdAS FAY EAY
=Y ¢ | wolsE
B EFELA Beta A | VIF
(&) 627 147 4.252 .000

v A AE Y 467 .054 452 8.688 000+ 400 2.503
: HA1REH A .006 .050 .006 123 902 457 2.186
;¥ BRAAEdH X .166 .048 157 3.419 0015 509 1.964
AF=EY= .243 .055 219 4.404 .000:+ 435 2.298

R2=553, 4% R?>=549, F=127.966, < %E=.000, Durbin-Watson=2.001

#*p<0.05, **p,0.01, ***p<0.001

<E 4-9>9 BA AR Fgro] 127966, 2 &Eo] 000o 2 e} H
A AAHQ EAC I Fo] SEo] APl o9
2 05530.% & 3|AEA HdwHo] 553%R =2 A
FTEUT S FFH(EFESE WEHAF) = T 2EY 2(452) =
9 22(219), BAAEYA(157), BALEH2(006) o2 e tahe
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7 22(8688) % 7H4 =A Uyt on] G Ew 2 (4.404), B2

grE
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A (Multiple regression analysis)S AA8tA T =,
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=
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<E 4-10> AF2EHG 27 AHALZ vx= 9

H| ¥ =31 XA T FAF

ny t ol gE
B BEFE2A Beta =2 VIF

(&) 1.443 191 7.559 .000
2 A ~E YA~ 424 .070 387 6.087 .000:x 400 2.503
da BAREH 337 .064 312 5.251 000+ 457 2.186
& RA~EHA -038 .063 -.034 -.611 542 509 1964
AdF2EHY2 -074 072 -.063 -1.034 302 435 2.298

R2=332, 4% R?*=326, F=51457, <% &=.000, Durbin-Watson=1.506

#*p<0.05, **p,0.01, ##++p<0.001

7Hd 69 A AIE Fgko]l 51457, 9 FEo] 0002 YERpHEA A
AAA EA e Fo FEol Fdd FoTS & F JdoH, R*#
03322 2 3 ARA Adrego] 332%E =& Aog Yeyt, 299 F

(.312), BAG2=EH 2(-.034), 4F=Ed 2=(-.063)
FAEHA6.087)E M =A HEs o, dALEA(B.251), HEXE
2(-611), 4F=Ed2(-1.034) < 3

[e)
ool fol@ 9 v gelee A4 6

7. 72 79 A=

a7 A FAEY AAEES HAAE F98 I9FS v

Aol ot

H7-1 : 8352 BldAs el Foldh daFs vd Aot

H7-2 : W52 vdAqstel Fo3 9= v Aot

H7-3 : I 352 BdAs el Foldh daFs vd Aot

sl g HdAste] Fo4Q ¥ vA=AE Loty 98t
of WA QREAS VxR HdWsE AZY §F AE=FY ‘ZHYE



‘WHg s, AAPE 89S SPHFE HFA ndAss THHS
2 AAste] olo] HE AHS FoE W o =S wolsly] o] oY
WAl S o] &3k thE 3] 7 4 (Multiple regression analysis)S A A 38FS T}
=, ‘AW, s, FAgEe] 3] 8Qdo® ERE 89S myd
SR A, NAANE FHHFR Fol AAI JAEA AyeE <K
4-11>3 2t}
<E 4-11> FAAx=Fo] HAAFZ} ] H A= FIF
MEESAS | BESAS FHg EAY
ny t frolgE
B EFLA Beta 32k | VIF
. (%&5) 1.611 225 7.156 .000
ol XUy 470 .052 434 8.970 .000 696 1436
j} s 374 .052 336 7.252 .000 760 1.317
A s -.266 .061 -210 -4.361 .000 705 1.419

R?=322, $74d% R?=318 TF=65.819, <% E=.000, Durbin-Watson=1.654
*p<0.05, **p,0.01, *xxp<0.001

<FEA-11>¢] A Az Fgho] 65.819, f9 g5o] 00002 YebHA
AA A FA gt o FEo] 4Id FIFS & F JoH, R
032202 X 3|7EA A Ao g2 etk 8209 F
Lo e JEFH(FE3E eSS B35 (434), HE 35 (.336),

AAAE(-210) w0 Jehth t@he EAATIRINSE 1 E)
Jeen, tdeew WMAE(75), AAAE(AH) Fow e
%, gAwFol AR wAAste] Kol FFL vA Aolete A
7e BE A sAw APBES P9 dFL wAE Ao
Ebutt
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.000
.000
001

8.345
13.706

.229
053
052

1.910

1.436
1.317

696
760

3.326

-6.493
.000, Durbin-Watson

638
148

J131
174

Mo Mo
T

B OB
T

WA Y

7705 1.419
1.460

.000

-.300

062
F=82.695,

-.403

1o
P
=0

<2

-

fol 88

T4 % R*=.370,

R?=.374,

#p<0.05, *+#p,0.01, s*#++p<0.001

2 Fgrol 82,695, 2 &Eo] 00002 e A

)=
44

4-12>9]

<3

o] 37.4%=

037402 2 3|7

85 (.638), W 3E(.148),
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AA Y E(-.300) o2 YERYT t3h2 W8l Eol(13.706) 2 71 = A
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Impact of Emotional Labor of Casino Employees on

Their Job Stress and Burnout

Song, Heng-Sub

Department of Tourism
The Graduate School
Gyeongju University

(Supervised by Professor Koo, Bon Ki)

(Abstract)

This study attempts to verify how the emotional labor of casino employees
affects the burnout resulting from job stress and to investigate whether such
influence is linked to depersonalization and loss of the sense of accomplishment
among the casino employees. The paper sheds lights on the importance of the
stress coming from work among the casino employees and suggests strategic
direction, along with implications regarding the burnout of the employees that
follows the feeling of stress.

For this purpose, this study made literature review and conducted empirical
test on the emotional labor of casino employees directly using subjects by
choosing the variables based on the literature review.

This study first conducted factor analysis for the reliability and validity test
and then implemented reliability analysis according to each factor. Three factors
of ‘surface acting’, ‘deep acting’ and ‘sincere acting’ were extracted in emotional
labor which were used in the test and four factors of ‘role stress’, ‘relation

stress’, ‘reward stress’ and ‘work stress’ were extracted in job stress. As for
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burnout, two factors of ‘depersonalization’ and ‘loss of sense of accomplishment’
were extracted. According to the factor analysis results, the factor loading by
factor of each variable was higher than 0.40, satisfying the convergent validity.
KMO measure and Bartlett’s sphericity test also showed values that satisfy the
criteria, confirming validity for factor analysis. In reliability analysis by factor of
each variable, Cronbach's a was 0.600 for all, confirming reliability of the
measurement items.

Next, for hypothesis tests based on the factors of each wvariable whose
reliability and validity have been verified, dependent variable in emotional labor
of job stress and job stress and burnout were tested. The analysis results can
be summarized as follows.

First, Hypothesis 1, which consists of one main hypothesis and three sub
hypotheses, tests whether emotional labor affects role stress of job stress. In
Hypothesis 1 that has ‘role stress’ among the emotional labor factors as a
dependent variable, all of ‘surface acting’, ‘deep acting’ and ‘sincere acting’ in
emotional labor could be verified. It was shown that the surface acting was the
best at statistically significant level. In emotional labor, t—value of ‘surface
acting’ was 10.768, which is better at statistically significant level, followed by
‘deep acting’ that has t-value of 5.221 and ‘sincere acting’ that has t—value of
-4.279, indicating negative impact. Hypothesis 1 that assumes emotional labor
will have influence on role stress was wholly adopted.

Second, Hypothesis 2, which consists of one main hypothesis and three sub
hypotheses, tests whether emotional labor affects relation stress of job stress. In
Hypothesis 2 that has ‘relation stress’ among the emotional labor factors as a
dependent variable, all of ‘surface acting’, ‘deep acting’ and ‘sincere acting’ in
emotional labor could be verified, where the surface acting was the best at

statistically significant level. In emotional labor, t-value of ‘surface acting’ was
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9.891, which is better at statistically significant level, followed by ‘sincere
acting’ that has t-value of 2.218 and ‘deep acting’ that has t—value of -2.977,
which indicates negative impact. Hypothesis 2 that assumes emotional labor will
have influence on relation stress was partially adopted and deep acting showed
negative impact.

Third, Hypothesis 3, which consists of one main hypothesis and three sub
hypotheses, tests whether emotional labor affects reward stress of job stress. In
Hypothesis 3 that has ‘role stress’ among the emotional labor as a dependent
variable, all of ‘surface acting’, ‘deep acting’ and ‘sincere acting’ in emotional
labor could be verified, where the deep acting was the best at statistically
significant level. In emotional labor, t—-value of ‘deep acting’ was 5.249, which is
better at statistically significant level, followed by ‘surface acting’ that has
t-value of 4.153 and ‘sincere acting’ that has t-value of -3.093, indicating
negative impact. Hypothesis 3 that assumes emotional labor will have influence
on reward stress was partially adopted. However, sincere acting showed
negative impact.

Fourth Hypothesis 4, which consists of one main hypothesis and three sub
hypotheses, tests whether emotional labor affects work stress of job stress. In
Hypothesis 4 that has ‘job stress’ among the emotional labor factors as a
dependent variable, all of ‘surface acting’, ‘deep acting’ and ‘sincere acting’ in
emotional labor could be verified, where the surface acting was the best at
statistically significant level. In emotional labor, t-value of ‘surface acting’ was
10.123, which is better at statistically significant level. However, ‘deep acting’
had t-value of 1.770 and ‘sincere acting’ had t-value of t- 1.030, both of which
indicate no impact. Hypothesis 4 that assumes emotional labor will have
influence on job stress was partially adopted.

Fifth, Hypothesis 5, which consists of one main hypothesis and four sub
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hypotheses, tests whether job stress affects depersonalization of burnout. In
Hypothesis 5 that has ‘depersonalization” among the job stress factors as a
dependent variable, all of ‘role stress’, ‘relation stress’, ‘reward stress’ and
‘work stress’ in job stress could be verified, where role stress was the best at
statistically significant level. In job stress, t-value of ‘role stress’ was 8.688,
which is better at statistically significant level, followed by ‘job stress’ that has
t-value of 4.404 and ‘reward stress’ that has t-value of 3.419. However,
‘relation stress’ had t-value of .123, which indicates no impact. Hypothesis 5
that assumes job stress will have influence on depersonalization was partially
adopted.

Sixthly, Hypothesis 6, which consists of one main hypothesis and four sub
hypotheses, tests whether job stress affects loss of sense of accomplishment of
burnout. In Hypothesis 6 that has ‘loss of sense of accomplishment’ among the
job stress factors as a dependent variable, all of ‘role stress’, ‘relation stress’,
‘reward stress’ and ‘work stress’ in job stress could be verified, where role
stress was the best at statistically significant level. In job stress, t—-value of ‘role
stress’ was 6.087, which is better at statistically significant level, followed by
‘relation stress’ that has t-value of 5.251. However, ‘reward stress’ had t-value
of —.611 and ‘job stress’ had t-value of -1.034, both of which indicate no
impact. Hypothesis 6 that assumes job stress will have influence on loss of
sense of accomplishment was partially adopted.

Seventhly, Hypothesis 7, which consists of one main hypothesis and three sub
hypotheses, tests whether emotional labor affects the depersonalization of
burnout. In Hypothesis 7 that has ‘depersonalization’ among the emotional labor
factors as a dependent variable, all of ‘surface acting’, ‘deep acting’ and ‘sincere
acting’ in emotional labor could be verified, where surface acting was the best at

statistically significant level. In emotional labor, t-value of ‘surface acting’ was
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8.970, which is better at statistically significant level, followed by ‘deep acting’
that has t-value of 7.252 and ‘sincere acting’ that has t—-value of —4.361, which
showed negative impact. Hypothesis 7 that assumes emotional labor will have
influence on depersonalization was wholly adopted. However, sincere acting
showed negative impact.

Finally, Hypothesis 8, which consists of one main hypothesis and three sub
hypotheses, tests whether emotional labor affects the loss of sense of
accomplishment of burnout. In Hypothesis 8 that has ‘loss of sense of
accomplishment’ among the emotional labor factors as a dependent variable, all
of ‘surface acting’, ‘deep acting’ and ‘sincere acting’ in emotional labor could be
verified, where surface acting was the best at statistically significant level. In
emotional labor, t-value of ‘surface acting’ was 13.706, which is better at
statistically significant level, followed by ‘deep acting’ that has t-value of 3.326
and ‘sincere acting’ that has t-value of -6.493, which indicates negative impact.
Hypothesis 8 that assumes emotional labor will have influence on loss of sense
of accomplishment was wholly adopted. However, sincere acting showed negative

impact.
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