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Abstract This research conducted a survey of the workers in medical institutions and carried out empirical analysis
through covariance structure equation modelling in order to examine the relationship among emotional labor, job
satisfaction, organizational commitment, and counterproductive work behaviors of medical institution workers. The
results of the empirical analysis are as follows; First, the frequency of emotional expression, one of the dimensions
of emotional labor, did not have a positive influence on job satisfaction, but both the degree of emotional expression
attentiveness and emotional dissonance had a negatively significant effect on job satisfaction. Second, job satisfaction
had a positively significant effect on organizational commitment. Third, organizational commitment had a negatively
significant effect on counterproductive work behaviors toward both individuals and organizations. This research result
shows that it is necessary to pay attention to drawing a plan to reduce emotional labor that workers in medical
institutions experience since emotional labor causes them to get negative results while they are performing their duties.

Keywords : Emotional Labor, Job Satisfaction, Organizational Commitment, Counterproductive Work Behavior

1, N2 SRUL ZY3

—

20139 49 X3 TR0 g dYo] o217 ghollA oF 6007 T FE2 FAakE A QAN oF 110097 o

fuA o RS S fEY
£ =i 2t Fddst HATAE 20159 % SFEE AUA R FalE A
*Correspondmg Author : Sang-Wook Bae(Pukyong University)
Tel: +82-10-8514-2867 email: bsw5231@pknu.ac.kr
Received August 17, 2015 Revised (Ist August 31, 2015, 2nd September 22, 2015)
Accepted October 8, 2015 Published October 31, 2015

7157



%

A9 7

E_o

ke
hal

.

2

1

A7) et El= A A16W A0, 2015

A5
(emotional regulation)

& o) 43

k]

=

[¢]

A h

A

kel

L
L

3.

°©

b

©

pd

& A AB

Aol th?

2

0]

floF

o

e

B4
i st

I3

o A% ARel w2l

P

F el A3k o199 <

FAAE)

JOER

L

s

[

o]

Bz 9l

o
73

TK
B
2!
=0
!
®

ro
o
W
N
o

]
—_

TWAA 2
U™ 31 (deep

L

L

at

=
=

L

) A7} A2 .
}f“—

E7HA] = 3t

=

o
-1

(e}
o=
] A

%

RERE
b,

9|

)

z

Al
=
al
el
o=

[}

ao] A

Ll

e etar Agostar

¢}

}

ke
pal

Hochschild[6]2]
(surface acting)<} Ul

gsA

AR}

Al ol

=

A=)

L

L

3

Aol et del 7t

7+ -2 3 (emotional dissonance)S W1}

W ope) ol 53 AusiE 4
aAse] AAH wge FaA

acting) 2 T

e
T
N

]

T
"

at
o|J
W
—t—
Hlo

Hochschild[1], Ashforthe}

o

.

Morris®} Feldman[2]
Humphrey[7]2] 1

)]

29 1, Hochschild[1]

=90
==

_—’L

b

S

(frequency),

A= A

ul
=

1, 719

Z3}(emotional dissonance)Z

-
a

o
ot

1

ke
pa

2 9

o] iz s|ofof

=
=

7158

}.

bS]
4l
S

9%

L

L

7t

=y

1912 Morris

o]

Lrja

744

St HaL ofe 71| Al

S

=

=

k<
sl

b,

AAye] 3t

& 43
[}

afjoF

=
9]3

o

s BAAES] B4H At o

[

=

o

Fich. whetA

3

=
=

[

of wE A7) 49% 49
[345] 2ot 71EATo R T B Al

S A
(emotional exhaustion)

9} Feldman[2]
2]

Al
A]



Aol WA Hasel v

G
o

—_
o

wWr

of
Hel

o
fvzel

X

o
X

k

el
o

O

ol

=

HA Hol =2 5

0

=g a7

wu

ol
100

1

kel
pid

iR

2otk

n4
Fozn

s Z1g]al

S

7171

=

=

7HA1717] ]

o =

I EEER

EEARE -

B
2
1%0
[N
o)
~r
Nd

—_

O

X
(N

!

0
=
N

ﬂ‘yl

g sl SEe

o 2%

ol
N

Morris9} Feldman[2],

L

L

Aol A

2

pr
p
o
ok

O

K
o
X

B
g3
ﬂmo
~n

H

jan

e
o

SRR

FAtH12,13,14].

3

3

Ak 7%

El

S

HA

9

=

=

M

TATNA 7}

O~
)

&1, AF2Ed

R

hboltis].

S

<9

3%5(Organizational Citizenship

1] 3]

2R

A

b
2 @l

13

%

3}

7159

HAIZITEAL A4

o

15e 4

gul

o o
=

A

2 9[11]% 24

A2

[e)

T

ol A Hochschild[1]% 9523

A

5
A% %ol UlE 7]

]

A
}93t}. Diefendorffe} Richard[10]&

530

Ryan¥} Deci[9]+= €]+
o

°©

°©



Absl7] &8t = 1
|&3hsl=8A] A16d A0, 2015

gl

k]

i P
gL s mmwﬂ ol BX
3== - &l - B2 1
258 N ol HTW T TR S
- 3=° o g oy N o ST m;m 41
B mu%zw_mdmmaﬁlumz%% Vm.ﬁoﬂo _,T,1r
2 ¢ T )
i m%%uomm@@i%mﬂw mgm% GERY
28 - o X oodo BT ol o ap = = T — =
AoﬂruTtsL}EVCo1/o,egm T W Vu&#
« ____:ﬁex%NEAﬁzﬁoaos% o B o TR
1 _ T T X oS T S 9 /o, —~ NI IS
e ol_aumﬂur_%;d'%bs.mﬁqg o & g ooy < ige 0
5 o0 il oF U £ 7 ol ;Zb D mm = 9 < _COuy GS o o
3 - W& il B s wpwm o mwdw
2 _ Y ooy wr KBy RO w AR No _, 7° X
2 3 Bl = oo 2 o up P X0 B RO o NF o al K mo O
,Jc ..w . n_x i = o El EE MM_._: AT ,wﬂ N /o; 1__/| Ma &l IUJ y.mL el ET B Zﬁ zT
/‘j\ = o TEEE ﬂ@duoﬂ@y]zoi i B2 g
. pzizeizEliizad T 40%
: [s 5 Q&&ﬂﬂ@%ﬂs%W%%% T 2o gt B o
8 Itzsllzzsg| e g A_.H;M%QJJ%,Eyﬂoi/o s 3 T E
T [EqE (B3id 5 g o H hé@g.oxség Eigs HE B o SN
P g . N%vez;ﬂ@n_@ﬂmﬁvn aFng TTFEY
oA ~— N 3523.; .,yAO 4 /g B 1 ,m_E
: @:5442}0%3./05 i 10 %o BX i g
- e o S n 0w o & F
i &%ﬂiﬁx%%nuemﬂwﬂ% 2 L E W BT
e ,%Urﬁ%lﬂﬂzu B oor Kr = P %Edo
" qArOEO ‘HA_I‘._vE 1* OL‘_Ir _.Eﬂ ‘w‘\_c._o_r__l 11F,_&u
o~ 0 T ™ Yo —_ ~ O_ o ~o hgl UL‘HA_IO_ S AN =0 . H O £
S N R S TER RS &%_azq@ﬁuﬂq
mnw HMHEW__O iﬂlﬂﬁ_ﬂ%@ﬂaoﬁﬂ] do BT & T o B W mmo
© mﬂﬂ.a‘wﬂw :Ti@maﬂ.%urmumwdrdﬁmﬁﬂl woH _w%myu
" o z o 8 " ﬂ,xﬁo do B Mrr;ﬁ ERpEE WM % W e w T
g Ho4)ﬂ%mﬂ :LMEWﬂg%oLA.Q@hl ?ﬂip&ﬁoxﬁﬂﬁ.ﬂo
T OETENg mm;q&@gw@w;ﬁ%m ﬁsﬁﬂmg%i@ » T 2
W E%CE% cm%ﬂw\amﬂcm%ﬂuf R0 Qmﬂikmoaomﬂﬂ g S
x s o 2 oﬂﬁxl&vJé N e O R % w R -
— —_ = g o = 2] ~r = 5 g T o o do ! ]LZﬂ_plﬂo - 9| pX =
= o R a_mdrzzoﬂtiﬂ%aonun1or sol,ﬂu_.ia_%ﬂo iy s 2
d £} B o=y T B & SE oy T S O T =T Q w A 7o A )
I i oo 2 G & ol 1rﬁﬁ147e = QT = — - =
s ]le S on ol > E — A Jl = _lqﬂ_unuo_l S PR = T~ = & oo = = =
o s [as] — g X my iy 1& © o= N Ho %o T T 2w el 2 = ) o) forl
K iﬁlb_ﬂ_m wwng%m R mowb_bmqu%@ i N
5 ) .l . E]] j— o7 > N
%Wg%mw%aﬂ@%;ﬂ%%z%@@%%ﬁﬁ Enowr_%wammmw n E b
Boxr oo W So= o) ; jatist " o° o =0
3 wmzo%um@wnﬁﬂxmognynwumﬂ,ﬂzwa% Hﬁu@ow%q%z 5 Fn %m
p— 7 = — — TE;.A =, AN = . o0 ) .
sneliwe® ﬂ).yw,mwmhw%amﬁgéo lﬁ%@oﬂwzﬂq F oy E o
X = RO 4A1ﬂaw: ujy ool g T W o XM o o o5 X o WO
iol%rﬂAywn&Cmﬂﬂ,ﬂ Woo g X 2= é]ﬂouuLﬂ% 2R m R
}wdaomﬂ;. = 2 L Ld.%gozﬁﬂ.uré. R S Boge 2B EEC
g BT 8 = _tﬂu%a T 5B ﬁﬁlﬂcJou_.D__oﬂ.Iurno PR
T ™ nioﬂﬁﬂor S o Mmﬁﬂr,_;o‘_Ot_n_modrﬁaﬂou.xZ u]ﬂﬁ]."la41d|x~. R HL]J.XE
,m__i WEoz;ﬂﬂmmomL.l:i }ﬂuﬂub HL Ai,w‘olxﬂoq.nlaﬂouu‘mM]iu@ = ™ T
5 <A T O T 5 - 0| T e il BN ) % S B 8 o T o ol ol
2™ B o mM%u‘%%chzf%wﬁmﬂ%%gOC1WMWW££ %m@%%
S T A = o o J.]ﬂ = (NI poK o
A%EE%%%C%W&&nmaocﬂlh,szﬂ.dr ﬁ%mwao
| AR R A o BB N
~ W o 2o~ X0 = Mﬂ_i
- e LA T E o4 . c
ook " T o W =2 <
QOE C._ as)

] A
o el 9gHoR

]

T
Al

5 33}e

7160



%

ou} A

1)
s

H2 Le)

°©

% 0.6 ©

=z
o

7]

2

Al
gt
s

RN

p
L

3

AR =Fo| RAEE BgyFol v

oA

o

1o, Curry$t Wakefield[25]0] AF&-

o]

g s v

70 .2 o A [N}
o N R
w Sl 28| 8 = g g 3 2 BFowos ol T
Njo < | GEEY 3
i S| & DT
2 o 2
& -
iy 3 “- ﬂoﬂﬂoZﬂ
‘mW = M = o|lo o|lo olo olo|lolo|o olo|lo olo|lo = m_poLﬂoA;.OJ
=]
- = 2| || |EIE| [BIE| |BIE| |E|E|E|E|E| |E|EIE| |E|EIE|. < o T
o g~ S O E
< S R @» EE‘LI‘Ol ‘mﬂ_I
ol E LTz B 2 oH o
ﬂArO fmmmo39116624567965759857147867’@0, A‘W._M‘mo‘ul‘ﬁl%
= § |2 E|8|2|2|2|2|B|R|2|8|5|2|8|8|2|8|8|8 |52 |2|8|8|18|5|= 2 8 w B n
0 O =3 > R = hw P
2 5 SR v Twh
ME-RS] "o T
ue = I O S P P e P e P e et e P P N e A P P e S Q:QWA
it = Sl R E S ST = el el el ped oy pod bl R X RO P o o] - Eo] SURLCIES A4r Htx./,
.3 & T _Mﬂﬁmuw
—_ . o =) Doﬂeh‘suﬂ
e o | 2 uo
ZI,D| = E gyl s 3 g \ Lo oL P JlﬂmoA U=
s s |22 28 2 2 < 4 z8 |s.2.8 T o &)
A = - | > |2 8| %2 | .- E g SEE3|lE8E2 B! »or
H — 82| 85 5 S £ £ 2 5225|522 EE WU mo =
G 25 E2 z2 |~z £ £ 2258|285 E o A B S
ovﬂor,ﬂ o g e 8 < a 3 © © ax C Eam _ﬁ ,.WLUE%
! Ke] v %o 0 g
N ®© o= 0
.OIOC - Zﬁszﬁ
o oM oR T = ® ool b L Eo gy
T g oo g Woo g W ore N T G
-~ — — To ~ 0 =3
ﬂl. o X ﬂl K T O# Eﬁ AL ﬂ_ol N of cT MJ .AE o) J_M_u HI B umm
< WO omx Qo o 5o o P oG ooy N B o oy X
pet N B =3 i o
T H TR o g O TEG TR o
~ ;
o TR W OE g A T O
) [ —_ —_ o | <0 o- r |~
r = Wé]ﬂmﬂé ) oz 3T LGS Aw &\v.wﬂmrﬁ% o
_= 3 =0 oo - N N O g g B g 2
FL k) M FL > O#E m-ﬂ —_ — »AE ™ [N — o T m ‘H_OW S.L o o
2 - L g 7
T NETFeLeo® @ ¥ T EL£TET T 5 o KT
I N A TR
w2 E YW &R - oo g W o4 A T o T o
& — 1 J oK
T X9 g N Mo g oar Bl X0 N Mo 2w g 3 o = Nﬁ 2 T
T oNo Wy W o) I ,mi o (e S =R oo o o 3
AR - |  wxlyprisgTe T2 T oa”
iﬂ%iﬂogeﬂom% a W o T ow T T u_._mﬂmwwmegmwﬂ
. = %X o wox "
R S P - BT w T M e
A= o)) o AR E % =N X0 2y s U S o oo a0 % o Jo TR
U do = B o W o & B P oah o NI
gy o Ko XX 2 T BIALmalm et W T oo
-~ - To —_
T S L DA R N S S O O Sl
o NP g g o A o TR - I R A~ R
. ; No = - LA 50
SO S o e N~ <% FERPLMe swWgm R
Nr ~E N T O R oy O N E o mR o o B W

A
-
=

27k 1

dl glof A}

h=}

i

=
L

L

L

o
o
a}

o
=

AR
BN
[¢)

=
=

Z EA7Y

Table 2¢ YER} it

L

L

0.045°.% e}
Aoz et weba 7

o A=t Aol
Al A3t

RMSEA:
7161

14 W

Z
s

gl

[}

=

Amos7.0

ohur) Sl8) =g



A 71E8 8] =2 A Al6d A10E, 2015

Table 2. The Results of Correlation analysis

Mean SD O] O] G @ ) (6) (7)
Expression
4911 1.197 1
Frequency(1)
Expression Attention(2) 3.953 1.153 195%* 1
Dissonance(3) 3.946 1.108 210%* 524+ 1
Satisfaction(4) 4.133 0.910 - 124%* -336%* -301%* 1
Commitment(5) 4.181 1.042 - 112%* - 173%* - 117 A2 1
CounterproductiveBehavior
§ 3.611 1.037 150 342%* 297 -283%* -392%* 1
(int.)(6)
CounterproductiveBehavior
3.098 1.063 147%* 259%* 239%* -339%* - 418** A29%* 1
(org)(7)
** p<01
PNEEAY BAAS, AAEE 3499 PHED  HERAe] drka shev] 34k AVEGe] 0.746°)
of W, XA FOHE, BHA x5 BF HF A 09060 e} ekl 98-S 313 5 9]
g wr} ol AUoR PAwES £9%T Use 9
oF %2 Ik, who] WA B IR wht )
O Aig AR JEpko 2449 v %S 4.2 JIMZAS A
Birg wrh T voh FAREe] AFHow 47 P A% o4l 2 Aol AAE mHo] A
PT& sAE g AL & Ak 2] 2o o Az mgo] 7HA o] AH A= AWM
AR BAATE, R F ) 33U A TR 7 A, AREE 2429 M AE(E),
ol Folrg F(-)e] FABAE T, AR = wbaaA gEolnA)e] BAS Aok d ) gy g
AE gl Fepueh Aol ARAAE 7= AL oz wwsgit) ot d e Aok Eel] HIviEul
2 vehgth BE ATt 2890 47 v aabd 5 (2e), ARnEoubaabE 5w
A Aol BT frojvd B dudAE 7= A Azg Frte mdold.
0% vehdut o] Aol RAUG Ak, AT H} vhotuge]
et S ge1sly] 9ate] Fornell#} Larcker[28] o] 7} AX*=3.6<x%(0.050)=5.99% L}Eh} ®u} 7HAS B
7} AAFE AVERS Aiughth, A7us 2zttt w0l gokmsle] o Halek Aom solHle] HETH O
AVEZte] HFE 7] JadA ge] AlgEct 28 3 2 A
Table 3. The Results of Hypothesis Testing
Hypothesis B SE CR P value
1 Expression Job Satisfaction -150 079 -1480 057
Frequency
HE Expression Job Satisfaction -262 058 2511 002
Attention
3 Dissonance Job Satisfaction -.246 046 -3.127 .000
H2 Job Satisfaction Organizational 809 11 7292 000
Commitment
0 Orgam@tlonal Counter}}rodgctlve 416 081 5,048 000
Commitment Behavior (int.)
4 Orgamz'atlonal CounteIProductlve 508 091 6217 000
Commitment Behavior (org.)
x2:545.7(d4f:259, p=0.000), GFI=0.851, AGFI=0.823, CFI=0.884, IFI=0.887, RMSEA=0.042
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