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TP xlojoF g+ o] n]stti(Hochschild, 1983).
Hochschild(1983)7F ZF A =59 /(dS AAS o]F o AFREo0]
AT ME9S Adst A7lde =98 dgtH(Grandey, 2000;

Morris & Feldman, 1996; Ashforth & Humphrey, 1993). XA

Hochschild(1983)= #HA x5S dae dlal Aoz ## 73t 34
IowAer RS FEdshe =4 Az Aostdr xHIS

(surface acting)®} W3l (deep acting)® AL #Agdvt 3
w58 dEo A7) A B A (self-regulatory process)o] ™, ¢ o]
Zlo] Ak gl wel Ao A e EE RS Fdske Aolgta
2174 5} 93 o} (Hochschild, 1983).

oy
o,

BN
o

of FAMNEE U FHANA B8-S A4 A Zdst= A
2 Aottt ol A xwol WA 2 WHAE WA A
Aol Fd AP = A WA ®
Hochschild(1983)2] el & S Al A (A +F, 2010).

Morris & Feldman(1996)2 Ashforth & Humphrey(1993)<}

Ztol|l A A wES Adestdsd Ans Ades 538 485 sl

rr
v
it
>

a1

) A8 xEY] Wl%(Frequency), #HIE A AEA 7L

f
)
o
k1
kg
o
il
rlr
o
ol
o
4
2
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T
ol &
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B

|
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1l

vl = )

.

=& (effort), Al

i 3t

1

)
yal

shelut.

5

3 (planning), Al (contro)&taL # 2]

)
22!

=l oa] Aeldv= Ae dx3 Ao lvCF A 2010).

Grandey(2000)<= 7+

-
T

Faek 1Y

¢EE

=

27 o
4 R 9 (emotion regulation process model)

ki3

b1

ks

&

[e)

Bl

Al 2

wa sl ywa ezt ojw

E:d
Al
=

bl 2419

°©

9

J

=

=

=

=

al

8

# 2

1

™
=]

5+

Z

49«

Ao gtAEA Eg e
=

Gross(1998) 2]

]

A

)

o

o

i
0

1 S8 st o

°©

50 (2014)9] 7%
FAL #7

=
-

FA T

A} 2013)3 A ols

)

o

oF

.o]ogg .

M

fvze)

1:1_|1— A

2006;

==
)

4

R
T

T
~ ©

CEIESE

9] ZHA(regulation of emotion)o] ==&

Feloh gz 45

Wl

ST
it

Hochschild(1983)0l] wt=H 3t

2. AR =T FHLL

#4

s AA 7}
7] ol (AN TF, 2010). wEbA A =EAA ofd A9 o

A
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dol fJFE FIdstAAN A =4 =85 sk Qb sf=ifol] &3l
ohoE EHEAIIA WHgAA Y] > xS AR
ATH(A A3 2009; Brotheridfe and Grandey 2002; Hochschild 1983; Kruml
and Geddes 2000). A E & Gl FAJSH W Lolar FAS)
A g ThA Aol mddee & 4 ddvh 2#iA EW a9 (surface
acting)© <224Q Aol W3t glo] Bomwk 229 FAFAHNE 3
F3le= Aola, WH P (deep acting)= FZZF o] Hdt= Weko g 244l 9]
AA AN AT FEche A or g

THYe EH P (Surface Acting)2t W39 (Deep Acting) ol A
7t A E dEste] F3sty] witel ol& A x=E % F(emotional
labor strategies)olu A =& oleta dth(Grandey 2000; &
71, 2016; H =g, 2016).

Hochschild(1983)7F A1 gk 9ol viidaele] = A= 54

gt ] Alg3t= A ko]l v (Diefendorff, Croyle, & Gosserand, 2005), =3k
T A" BF Aol asteE A dAst s A xsS T8

i A &3t HolA FE Aol drth(ashforth & Humphrey, 1993;

(g
o,
>,
N
)
kl
>,
ki
o
rlr
pa
i)
=2
r]I.
2
=5
:

031:2
Ho
=
i)
rlo
o\
2
(o
o
)
)
oy

A =
oot e FAgA Ayt drEo] Qlth(Brotheridge & Lee, 2002
Brotheridge & Grandey, 2002; Grandey, 2003, Grandey, Fisk, &
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Steiner, 2005; Grandey, Fisk, Matilla, Jansen, & Sideman, 2005). W™

X g I o R o) %O ~ ~
0 _ ° o owm 4 W oT T o E 4
mO v 9 R (= oy N B o %ﬁ %_.a 1%_ AET fm oy Mo ® T W N T
¥ 5 ) ﬂo,wﬂw%ef%ﬂy S oy B M B R
mf 5 B ™ W g N W5 o o & A o do T Tox W o <
w s & ow B ﬁ_g%ﬂitoﬁe%im;%ﬁa%wo_%
IR Erp® Pt 2 REE IR0 B
Eo m ~ E-ﬁ o OE ° = = ~ N N Q O Nro e} ‘Dr _ﬁo B
J - o P 0 — =
o & @ . mﬂ R mu £l Lm o 8 o O % D“, m:mm N g 47or Zo Rz .
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48 5 & 9 1 ﬁﬁ_ T BT o B oo A A R oy N o
ol — 1m =0 Wa N = .1,% a ™ m %ﬁ % Mu_m & o _ Hm ﬂ, T T 0
=o =
e 2 CeETedsZe SR TERD D
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A34d. AFAFA zational Justice)

25 #Es]d AF (burnout)o] Bt £oS A3 AFESE AlHE A
M3 9] A9l Freudenberger(1975)0]th. Z1ol 9s] Axlo] 7idstE A
o] % AZ& thA| Maslach & Jackson(I981)o] 2ol&] A HEHA A3
A= rdetyl A AT Z1x7E HAW (el Y, 2011 <ddE,
2019).

AgAol e Sapswint ARl e =54 ol Jid o
= Aottt

Freudenberger(1975)= #F4721S  HF8ldk olf glo] 985 ¢l7] A

AN

25t A4S AFAaoes Hot
Cherniss(1980)+= olU Ao Aztst &4=2 3le] AF 48 FHo] &

o
ofAa, w3 Ay TS sWets A4S AFA¥oR Hokow,
Maslach(1982)= A #4315 74 31 Z(emotional exhaustion), 27l <13}

(depersonalization), 7H¢14d 3 7+ A3k (reduced personal accomplishment)
o] Al 7k o w Hkth

Edelwich & Brodsky(1983)% A FA2S A FE Asto=r <213
A, W, dUuAE HA doiEs ddoleta B Skil, Maslach &
Jackson(1986)> Az, E7Ast MAZHAT AstEA A= 5HH
¢l hd e F7heksli

Corey & Corey(2002)= %5 H3] @olxd AlgE3e] #AAE F3)

A A% eln wEAQ qhute] Avz WS A, AL I

>
o
fr
]
=

=
=

e

K3l Orozco(2006)2 AHAAMH oz 7174o]

o2 Hokth

Jawahar et al.(2007)2 Z2F ~E# 27t wrAstE o] @AstE Ao

_’|7_



2 AAMA 2do] A= ddoe2 AR A4S A elal, Shepherd et

al.(2011)2 2A4F4A o

= TR, AFAERT AT A
of tjgk As) ztol= oy AFAF AG7F Maslach & Jackson(1981)
o AFA4x H=(MBD7F MEHEA AR &5t 7] ool
AR, gt MARHATAS 5 Al 7HA T ATE AT A

e B2 ol ToM Mg mEAoR ojfdtta = 4 I E,

ZFae] A
Freudenberger(1975)%= 2%l (burnout)s Folx fdF& XA oZ
oAk, 7 Adakel Bl FEskA @of =7l He= ezt
e HEAs As Az Aodsdh

Maslach(1976) &= A A% 259 ddHE ~Eg 2o digh 3oz

A dats AbEEe] digk WAle] AAEa, oW AIRE Bt BRI W
A3 BAE T3l LA Hie AEHo|uE wEH HA A otube] Ay}
2hal &t o] % Maslach(1982)E AF-4%o] =& oz AdAe 3

1

AL AFtta g9 AA 2 322 (Emotional exhaustion — H] 214 3}
(Depersonalization) — 3% % #3F(Reduced personal accomplishment)
oloj X}l &k

Cherniss(1980)= FF A& ddbyg oz zpialol 2 HE43 Ayl 5

_’|8_



Edelwich & Brodsky(1983)+= A H#+ A% &
(ideal), &4, T4, dUYAE AAH o=z 2o
A

g2t o @A 4G ol=A HW mgAd AES R 24 T

S AAE Aoz HdEd <A (Enthusiasm) — A (Stagnation) —
%4 (Frustration) — F 34 (Apathy) wAZ  olojxdtta 3t}
(Edelwich & Brodsky, 1983).

Maslach & Jackson(1986) | F-Axlolgh AlgbE3to] HA A A&
Aol WA o R ~EHAE e FAA ko] AdgA HAAMA -4
AA A et g eost it

AR AFE Maslach & Jackson(1981)¢] AFAX  HE
MBI(Maslach Burnout Inventory)7} 7Rt WA B} AA Aoz o] F
oo, o5 7|Wtow AF AL tigh A7 ASHATHAALE,
2009; <did, 2019). AFA47

flo

A X # 1172 (emotional exhaustion), H] ¢l
7 3} (depersonalization), 43 % 74 3F(reduced personal accomplishment)
5 3 ddo w2 =A% (Maslach & Jackson, 1981)

B2 drase AFaxle] A7 UetuAY AteAl = dAA

om mA 93, YA JP4 weso AdNA @ AEHow ¥
=

L

A= Aol AFaxe=z WHHeA He= o2 ®BYH(Cherniss,
1980; Cordes & Dougherty, 1993; Corey & Corey, 2002; Edelwich &

Brodsky, 1983; Maslach, 1982).

A7l gAY AR dist FYgE FHetd AFAZ(ob
burnout)e] & AFE S wf HA AA o] maE L, HFe} E
A 3}
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il
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A5 ogold AbeE e

J

&

[e)

T
=3k

k)

s}l

|

o

g}

KeR
T

o

A 117 (emotional exhaustion)
=4

Z
(A =, 20125 A&F-F7F, 20005 #E=, 20125 ©]Q

R4

al

bl ey %5

S

g

s

7+ 112 (emotional exhaustion)
°

Maslach®} Jackson(1986)

7+

E
- AFH, 2007; Maslach & Jackson, 1986; Maslach, Jackson & Leiter,

31 Z(emotional exhaustion), &7l %] 8}(depersonalization), 7H<
1996).

3} (reduced personal accomplishment)® -
S
o] H]

E°]

2

MAel AAH 7

o
e

g

Aol Al hofA 3%

[e]
5

!

}?)]’

T

a8

el

O

B

5}

]

o

H =

t}(Maslach & Jackson, 1986). o] & A &)

J o)

S
&

g

s

=]
£
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2 0A g shibe] Aol AR R Ylshe WAl BEE ond

a8 ¢ (g E, 2019; v %, 2012; Maslach & Jackson, 1986).
olefgt & st BRI A FAAA 9bgS doI|A =i, A Sl

Bjiy
rx
)
ro,
e}
bl
N
10
D)
_>‘J_Al
juii)
Og(:,l‘
offl
o
A
ol
ol

gAow AYs FASALA (s S, 2011; Maslach, Schaufeli &
Leiter, 2001). ol = <lsto] ZAle] #elo] EiQloA Utkar x7}stH A
Aalo]l st FAAAQ BEE Ash, 14T Rk opvgy, 17, F=,
z2o] s WaAola 3o Ql H=E HASHA AR
Maslach et al., 2001). o]elst FAAUES EHlE= AA| Az 2G4
A Yl BRISCdARE dejd 4 Joevug = uE 54 Ans
WAl sl = @Qlo] & % 9t (Maslach & Jackson, 1981).

s
2 e Ageel 49, @At 2 dgde Avg nAd 2 4
g

3) 7Hel A3 7 A 3} (reduced personal accomplishment)

M FH 7 A3 reduced personal accomplishment)= Al#EEo] <o
e o o] ownE A Retal, Hdste As AHASE 3ol Foret
ta A7EA 27] ZALe FA sk, Azt slgt, o8 A, AL
A, 98 A so=2 olodx = AL 9F|gth(Maslach &
Jackson, 1986; Maslach, Schaufeli & Leiter, 2001).

g

=, MAAEFAAASE ofE Apgho] Apale] A3 Aale] 3 deo] A
el el 7= FAAQ] Wb o ma AMuls ATzt ARl 4

He AW B3| AN ° oY 2olA Uste BAZE ohuehe

A S A ksl A AT stEele AS Wk (Maslach &

_2’|_



Jackson, 1981; Maslach, 1982).

A=T(2012)2 AH5 Sl dojA zpxle] g7l o
o] S7h= AAolA o o AIeHS Ve F glue XS Aet
A ZEA sta, FH OANREIS] A Emg FojEA kil skl
™, Stevens & O'neill(1983)= Alzto] A& 7|dje} Ao gt
AA L, A5 g A A o st A dvar skl

B AFN = AHFANY AHH A5+ Maslach & Jackson(1981)<]

a7 Awsk AWHEARY AAGeRE A7t AgHYm, o)F

o

A
Al

1

a9

-
il

Ao Avaglel W@ A7k SN BAEYY] WTALE,
2009)9, Maslach(1982)9] 175 1 gete] AFrdel Ade F45
gom Ayrde #AMdS 747 uE Auc A A ax

of ZraAHd dHA LR 93

o
M
ol fr

el Adow A5

FEde A= AN 2HA LAl 2HaRE B Aolk= ol

S
>
tott
)
Rl
rieh
o
r
(7}
o

Q.
&
D

b

@)

o
5

wQ

(@}

e}
=
(@)

@]

S

=
rlo
)
[40
r <]
)
o
>,
at
o
R
N,

&, FAY AES g8 ddEo g, Al 24 e BAE o]
st=d Aol 2 AEA 712 E AFstar dHH(Eisenberger, Cummings,
Armeli & Lynch, 1997).

oo ugto] 2o 1A gge d= FHAEE Homanse Blaus
T A

Homans(1958)+= n&-dAd A 27t H4S A3t st £48 F

)
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auu2 AL A wEe A= A AV @Y, oleld A uAE
M8l P Bty ek Blaus AlE7F glom™ vk A
312 WA FEHA Fevhal Ba A A mgkntko]l AlE] ZRAR RS
A o T RS ¥ F vk s
Blaut™ Homans®} @2 A A 2+ 28l JFAL HFAE
it

o wEe Aes] g4 s

S

2}
Al s S B Aloks vt Ba ekl FAYAE]
Holl W2+ mechanisme &3 JT 5 Fgdo] MAF] wsho]
ofgtrial HQIth £ Blauwe TAYECl JA§A S Arslet 2 A =
A el e AP AadEHS & 7 sl Wil 7 e i 2
= RHAQ wiZRAIE S wgko] o] Foixlttal stk o]k Fol

Blaux= Homans9 749 w3AAE dol AAZH G ES g3k

Graen, 1980; Graen & Uhl-Bien, 1995), %2 ¥ 44 (Moorman, 1991;
Konovsky & Pugh, 1994), Z# A 4<l2](Eisenberger, Fasolo &
Davis-LaMastro, 1990; Eisenberger, Armeli, Rexwinkel, Lynch &
Rhoades, 2001), ZZ# A 7185 (Bateman & Organ, 1983; Organ, 1988)%
o o2 AE AREH AL YTt

He FH A5 THIE =2 A YA (Perceived

Organizational Support: POS)} AA-F-3) 7 A5 0%k

riet

(Leader-Member Exchange: LMX) I8 w853+ 33 (Coworker
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Exchange: CWX)¢]

,41:]. {54;3_1;«1%4 z‘sg

o
=2
>
tol,
X
El
r U
o,
rh
o
X
o
o
2
BN
-4
X,
0,

offt
o
o
e
ki
E

2. 22 A QA4

1) 2F A L2

e

Mg A

Z A 2] Y202 (POS: Perceived Organizational Support)< Eisenberger,
et al.(1986)7} Blau(1964)2] A}3]u3lo]#(social exchange theory)S 7] %
2 3lo] Loz AA S sdo|t)

Z2AAATN 2AALJAA LS v delth. AR L 2H0] 2R

ol
)
Y
-
2,
10,
10
e
o,
07
rﬂ
=2
)
il
N
e
o
R

F7] 8l =gt (Fs S, 2017), 2H o] AT Y
, T, v s AF8] AVl e As =EF
A st AAA A YS9 v sttk(Eisenberfer er al, 1986, 1990). WkH
o  ZAAYJAL 2Ho] FAAUe TS T UAl BzsiH, 27
o] ALY BHAZE 5l BAS Kol Ao s tAYE] FA
o7 YAEE S (Eisenberger et al, 1986)< w3t} A x Y&

zAo] AQehe ol £AAUAA L IS FAAI AN stE Fe]

TRQEANA ALda F= A 2 AAL F2@ Aol ol THLE]
z4e) A0E o8 43

Fa, 249 Age AuY AU} A4E AYoR FEY 5 9

ﬁ
)
ofy
ko
e
fo
B~
)
i,
rlr
pou
o
i
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Wortman, 1985).

A
7K
el
&H

N

oA tt=t}(Shore & Tetrick, 1991).

]
=

B

o]

NE
K

ol

e

mﬂ
pic)

—_

N

o 7]ojep EAel 7HA]

)

-
-

[e]

Z]
Al

A

A 7t

X

2 Y=t (Wayne, Shore & Liden, 1997).

)

)

}9tH(Van Dyne, Graham

)

oA 7T

]

=
5

=

o

oy

A= 7]

& Dienesch, 1994).

£l

=
=

[e]
[e)

=

o] AFEAl(self esteem)

=

o o] =
AAde A4

|

%27

9l TH George, et al., 1993).

o FAY FAAAFH

tHRhoades

==
RN

7HA

344 dg

KeN
T

53

i

—_—

0
N

rvze)

X

Mo
=

14

o) Bjmsl 4ol

A " }H(Eisenberger et al., 1986).

=

_26_

2 ool x4 749

& Eisenberger, 2002). ©]



o,

-
s

‘l_

S

N

R EIEL

}

o
p A

g 9lol o

=i}
ES

L

[
1

Ao 7]

(<))
2R

e

=

=

1}

XN
HA = A=)

Al Bl A 9

o] t}(Eisenberger et al., 1990).

[<]

=

s drht 743

?_]/\1

)

[e)

Hel A
=

of o
2022)3 &

59
-

XN
=

Mo

o

)

ol

Al 7EA =

==
[}

1S (Eisenberger et al.,

- o

T

]_

[
121e] 484w AA AAA

o
R

)

Agrie ol 71

Ao @A

Ry

[e]

1.

[¢
el

=
l

o]
o
%74 %)

|

=
=
o
R4

o

T

el 744
o] A48
% Eisenberger(1986)
(1994)

=
[€)

]

I
fus

o

°©

Lo o
2) 257
EX
Guzzo

blo

job

=) (A1

), 7t

A, 771
o A A= 1

=
=

_27_



1
ftlo
10
of,
o)
v
Sl
3,

Shore & Shore(1995)+= A 37FA= 22 A9l
B, A, AdRe) Azsh Al W 94, A, deld A4

Bowa FQd U FARLES 9 F4, TAAD), AA, =

i

»
lo

AdAezM o] TS dviy A= Hes &, A=A

-

i

BUYs 22 AAdH4 BA) ol
Wayne 5(1997)2 Z=AA A4 FAHQ LR AFAY, <X, 2577

B NSEFA AR Ha, Aol Y AAE JdAS =T A A
McMillan(1997)8 Eisenberger 5(1986)2] <ol 7]%3Fe] 2 A

o1 21S A A A %] 9 (socio—emotional support)@ F=tH2 A ¥ (instrumental

support) 7 7FA 2 FE3Fe] At

A Addeltt. A Ao Al 7HA &9l FE2 IR ZH(Intimacy

=
fu
e
Z
o
®
=
[}
=
=X
5
[onl
D
9
i
o
=
o
2
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(Fornel & Larcker, 1981).
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The effect of the personality traits of customer
service representatives in public service sector on
job burnout: Focusing on the mediating effect of
emotional labor strategy and the moderating effect of
perceived organizational support and emotional
self-efficacy

Yong-hwan, Kim

Abstract

Although our society has been making great efforts, such as
revising the Occupational Safety and Health Act in 2018 to solve
the emotional labor problem of customer service representatives,
an investigation by the National Human Rights Commission of
THE REPUBLIC OF KOREA in 2021 confirmed that the emotional
labor problem still remains to be solved.

Surface acting is a problem rather than deep acting in
emotional labor. If you do surface acting, you are more likely to
experience job burnout. Therefore, knowing what Kkind of
personality traits leads to surface acting will help you find ways
to reduce job burnout. In other words, knowing which personality
traits are more likely to cause surface acting will enable
organizations to come up with alternatives to reduce job burnout
through human resources management.

Human personalities are composed of internal and external
elements. The internal factors are immutable, while the external
ones are changeable (Youngjae Lim, et al., 2007). Therefore, the
influence relations were first identified between personality

traits, emotional labor and job burnout, and then studied on how
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organizations can support to solve the emotional labor problem
through moderating effect analysis by inputting moderators such
as perceived organizational support and emotional self-efficacy.
As a result, the following results were obtained.

First, the foundation for research on the emotional labor issues
of customer service representatives was created by providing
follow-up researchers with the results of a survey on emotional
labor related to customer service representatives in the public

service sector, which is a barren area of research.

Second, it was discovered why extroversion and agreeableness
lower job burnout and why neuroticism increases job burnout,

and suggested ways to apply them in practice.

Third, it was confirmed that surface behavior can be reduced
for neurotic customer service representatives by increasing their
awareness of organizational support, and job burnout can be
reduced by increasing emotional self-efficacy for customer
service representatives who engage in superficial behavior. At the

same time, detailed plans that can be used practically were presented.

Fourth, most call centers in the public service sector have a
shortage of customer service representatives, so when inbound
calls are concentrated at a specific time, the number of waiting
calls increases and customer complaints do as well. A solution

was proposed.

Fifth, since improving customer satisfaction is directly affected
by the quality of customer service representative's consultation,
the basis and measures to protect call counselors while
increasing customer satisfaction were presented from the

perspective of human resources management.
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Sixth, although it was incidental, it was found that age had a

significant effect on surface behavior.

This paper has great significance in contributing to solving the
emotional labor problem in our society by investigating the
relationship between the personality traits, emotional labor
strategies, job burnout, perception of organizational support, and
emotional self-efficacy of customer service representatives in the

public service sector.

Keywords: Personality Traits, Emotional Labor, Job Burnout,

Perceived Organizational Support, and Emotional Self-Efficacy
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