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517 oA ofB A 7S s, o]t A x| 223 oWt IAIE AU
Aol AL wFo] o]Fo| A (Davies, 2002; ¢F=3= 2003).
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4 AHGERA 1 w=0)rl RAH R o] Folx]y] A,
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Q Hochschild 52 AT E3)] o] d7kA= 7)101e] BAll 9] o] 9= Aoz 9]
ARG A 0] A FAoNM A o] FAAR el wEt EAlE = Td o=

= E7] MRS, 2014: 5).
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o] el diste] ‘HoR =evs oY S wEEeulY] S8l Akle] 7
A(feeling)= H2|sk= o2 Aok

* Hochschild(1979)+= AFAlo] A=
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O Hochschild(1979)7} 7452 Husls b glojA] aalEso] 7] ylialel 714
= Kel
o

Bl 23 Far Q= A3 Blaketo] Ashforth&Humphrey(1993)¢] 73
2 Iz 7Fs3t sl sl Byl 24 ol lom A Y] 1 sl
ATH= el Al 2pEHS A,

QO Ashforth&Humphrey(1993)= 758 ‘AH| 29 t)3t A7} o] FolA = 74
oA Aol Q%= RS s, 5 X7 5ok s olgtar Ash
(3745, 2015; A=2-3], 2019).

Q Ashforth&Humphrey(1993)2] =9+ 7Hd¥e]e} 7RSS s dHz
gletsiar  Qtl=  dlol4] Hochschilde] =29} FAFSE FHo| EASHA|TH
Hochschild7} 77 x=50] o] Fo|X]= 2o 24& FiL = 27 vlas)] 73w
&9 Ay B} =S FaL uhs HollA xpEsE (A5 2007).

e = Ashforth&Humphrey(1993)+ <2A=2] W4 714 %lﬁdir/} QR Aoz
v 3 9ol FESo g 150 2o Qs Rd Y 5
&l OLEX]‘% %@[g& 7lxqi£% 7HLﬂ§}z‘ﬂ—_

o o]Y3l == A wFe] Avte FEAke] 3d 39 (display behavior)E A
Wohal, =S Feehs Ygolla] WAsh= d(feedback) & =52
AxpA skl 3lvk= AellA Hochschild7F AR 2 e 7S o
AR Aoz ket = AQ5(3E, 2014).

I3 Morris&Feldman(1996)-& 7Hx=%90] 7d& B} v Aol =HoA A&}

AL sl NS 47HA19] 8RS Fal AlAIE

QO Morris&Feldman(1996)2 AHAL-5S ‘AMu|2 A7) o] FofA= &<t 20| &
Tk S Bds] 8l au e Al B4, 2o = Mdrgsh

_]

Q Frgol gk 718 daso] g 3o Wkt 248 ko] A= 0d
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[ R =

A2} ¥)aste], Morris&Feldman(1996)2 241 S-S whedstaisl Ax=sh
o Morris&Feldman(1996)-& Ashforth&Humphrey(1993)<¢] =2]2 WA A|A 7}
Aiwo]l ‘AT vk, ‘gl st o, ‘IATAS uRd, A

AH Fxst 5 a7 efleR Addnka A

O Grandey(2000)2] 74-%- A =TS ‘2o HXE YdAJsly| 218l 22 Fd<do] =Rl

o] “Zolu} 744 HHS A= ¥g oletar A3t

Q ]33 AL 53] Grandey(2000)= F2lo] @7ah= FalyrHdl w37 Yl ~
2w S FA-IEshs IAA 7 Eo] 1 di9let i 92 e
thar Arggh

O H3F Grandey(2000)= 778 %= %94 NS A5 4 A= 2l T4 8=

.
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d

N
>
N
=
W

215 24 7H 575 (job—focused emotional labor)-2 thel AH|2~ 59} 7ho]
Zprlo] a2 B WAl A wEe] FEEA, AFE Teske
t] oAl ot S Hdsks Aol 87EE AS uIsH YA, 2014).
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O M HEES T3l wolg AwEe] /S st [E 2-117) o] Aels
2.
[2 2-1] 2W=59 Fol
T 2E=50| T
Fochschid HHXOZ PHAF JHstE HHO|LL EfE2 BEE 4 Q= NS M= A
(1979, 1983)
ANErti e | xjpe sl of arsc MEe B8 SELP| S L2l 29
MorrisgFeldman | CHRI At RSO Z5| XIROiN At 24N ESSIES R ARl SX J2(n
(19%) 0| Cst ==
pisiond ZE0| SHS DHsP| Y10f ZRio| UFOLt YHENS BRSl DY
U7 T Cifot M| HHEDPEOIM AAZO| 202 SHOHD OFF CHAIIOY A0l
(2009 HRIZBICID 270l S 2N EHORM L2l 19
gg%; ZE| TIRI0| RHhlo| 2V FXI0] URESITAL] L0 B ISRl B
ZEl 0| HBHTAIS Z45P| Sl 5] TARO0| APAI0| 0L} 2HHESS el
(2012) He
2 MBI T DRSO RPAIO| AR L7l 20T ARIgI0| XD 61 2
(2013) TR S| ClSH 2S B 012 EXbE= HIM Wii= 28K B0t M

= AdeH2013); LXsi014)ye M

2]

N
=
N

ut
o:

7H4 % (emotional regulation)®l] T3k =2l A A2},
om|sh= 7 EAIG 78 5ke] T

wgate] wr} el 4al

[e)
o A

A o& HEIR} She AlE
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HPat O2% HE 17

— 1 o

7P o] 3 o] =& Hochschild(1979, 1983), Ashforth&Humphrey(1993),
Morris&Feldman(1996) 52| 755 7|9to 2 s = Ho=z Hrletk 4 9J&.

Q Hochschild(1979, 1983)& +5FUE9] AT 52 ATshdA Au|x 53]

22 Ao E2AFE0] XAk = 7 T (feeling rules)E©] EA18HH
Ashforth&Humphrey (1993)+= o]#gt 74 188 X714} = sli= gl =
2 FAAQE2] A9 (surface acting) 2} IH 1809 (deep acting) 7} L= Ao

olgf3t &1 (display rules)oll= AR5 F3Y3= 7d-5-°l
Bo FFsoF sz A9 FAH] AAS F=aMoF ok A
k= 49 5o& 8 (Sutton, 1991).

olef &k Tl ek ad2ol whet s A} gk 4] 7t b
7 SHoR sl A

o AA, 29] 7 (alienation hypothesis)S 7458 43kl uje} zpxlo] A
Al =712 3 2AollA aqteks 1 el Fejzt i astel whef 7i1e] A
e SOl Ao ARgghtar A

=4, obASF7Hd (facial feedback hypothesis)& F2lo] Q8= 7140l #}F
Aol A4S she] wEshs AAdlA Bt 5 AR S H AnE B9

. .
gk 4= Qlrkar gk

N

Hochschild(1979, 1983)& x5S 7dstel= dl oA o]zfsh 7 o]

S AR EaS thea) o] AR A, 13 A5 A0l AkE kgl £
[e}Ye)

S, 54, 20] FARTOIA ANl 27¢ 5 1 ge ol
ONNES: 30, A, o] 913} 24 A GBI chet FAE o]0,

Hochschild(1979, 1983)+= 745 AF emotional labor)E°] 2ol 7wkl H%
el ] AAR= ApEA o= 1Al ] AA(personal control system)el]
oJ3f] o]Fojxlttar st

o AFARN HE] WA= ZEAY] i w0 Bt A #91e] deAEe] B
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/o] Em B e %= % AFARD el o= FAlIE U

ol2] gk xplof A 242 —’7—‘1 stieks dl ol ojw g 7S =S oF o
A g @ﬂﬁﬂﬁoﬂ sl 7] 3}* up7E EAfsh, ol gk Aol 9 4
o] 714 7 (feeling rules) ]2}

I
_I_z
ﬁ

mlo J

S
B
o _l}>
N
o~
=~
ojf
=
Ew)
2
=
o
_?L
EQ
Fl[“ —.~

BAR= A7 el weh 222o] gatehs el el skiell Har, el

upet ol2f g g wdo] F-H s o] Fold Aol A, v S A=

off gto] 2pAle] S FEehs dgellA Z2Ake

WA 27 el &8 dakd o g7 wieell, EARE 5 el Al
AA| 7= I 2A0] 8tehs A Abelell M Fxebrt sk A9
S =

ol gk - AR ARRlo] A A S S dsioRt sk dEe

HA K3 AA }O}(false self)oﬂ gk 14, /\}5134 2ozt 5o 4
[e)

olel g Rl Ahe] | MRS A3, o]2) Fo] Wi Ao U,

Hochschild(1979, 1983)9] =2]= 7Hdisol et /ddls Hgoz Awslal
ool thet FEAT7E g Txdsh vle] 7wk AlFSiivhs ellA 2loE A4y

= 2, vt 22 SHeA RS AN = S

A, A sS AE ] Wikl vl SHoATE wsksle] FEskar 317
el s 74 dS HEe] AoskA] Kahal vk dHAE A"
A rso] oL@ FaE=Tlel wet FEAA FelabAY 3491 A
I e drkar Awakar 9oy, ool tigk A1 S A Aol
gH4jo]7] witol] 35 A AbEo] A se] Aol tisf Yt ow A
Al QXS Zhes J3ke VA ths H7PF SAHKruml&Geddes, 2000).
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[ R =

e A, Hochschild(1979, 1983)¢] ¢1T-2 |5l 0|2 AR & A75o| 1
BB A HEAS A o8 3 A1 AgE =), 215 xjojdl| tla) Waket
A Q1AEHA] ka1 A% AT BEsla = v|3ko] E413H Grandey,

2000).

oft

Q Ashforth&Humphrey(1993)+= Hochschild(1979, 1983)9] =2|& WHAIA 114

= ‘A9 gl giEo] AAd e Rdshs A R Vsl 5 914

g 9]oll B} F25-3Fo] Hochshild7F #A|ATSH 7479 718 (feeling rules) 7id ol 2+

& T (display rules)o|gls o1& A|Agh

QO Hochschil®] =2]¢} 2P H % © & Ashforth&Humphrey(1993)+= &2A7F Z2]o] &
Tohs el B wEehs dollA =)= WAl AR ET f)F o w Y
U= AR e 5 ofitoll Bu 23 Siao] A

Q I3k Ashforth&Humphrey(1993)+& 7FA=%S S=8lsl= Ao tfsle] TH <
(display acting) @} 389 (deep acting) ¢|ol%= =
emotion) 7N F7FHo =M 150 /dS AT Ao FrH (T,

2014).

m Fr
at)

o,
5]

w7

7 3 (display of genuine
o RS 2F] Yol A9 JFgdel aTEE AAs S AA|
=

o 1 "o %= Ashforth&Humphrey(1993)+:= A3 AAA o] Z&f A%
S Adrgsto] A wol o A= 222 A4 Tilo] AYaL e AR A

Aol oM e FaFe W= Ho= AR

o A2|8PH, Hochschild®] ¥=2]9} Ashforth&Humphrey %5 Z.}?‘j_‘t%gl QAEA
7HATE] 9@ A FAS Aeta 9o} Hochshild®] 789 7459 49
25 a1 = v Ashforth&Humphrey o] 78-$- ’\JEHXJ,QE A}l B} 2
e T e o= e o+ &

O Morris&Feldman(1996)2 7|&2] =25 WA A AHleks 3-8 #]gslo] 74w
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Fo) T4 e AR eR et AR

o 522 39 ile] ALl S we-EAlsl] fal mdalitete 234 o
Qlof| ol FaFs e = oS AT olof Morris&Feldman(1996)-2> 77 4=
o MAs ‘AT A A 710 ATAgo] o] FojR|E FAelA FA o]
ZA FALNA AT AAE B = URE sk A1 A, =Y
A= Aok

e Morris&Feldman(1996)2 =52 /dS Asl= o oA AHxA]
Rl o), theld, A T3] 47H4] Apdom FHEste] AAEh

st
*  Morris&Feldman(1996)2] =2 7]&9] A= izt /IdS AlRslste]
w} g eelA Aejstast skl El»t— dle] o]ol& Ad. 1} ghHo R = 1Y
Fdo] Rime} oy, vk, g Fxsle] 4714]9] aglo=w 5
A5 Fe] Wrdstkar 91%7}011 THEM H|AA Q1 o)Ao] EAlehe 5 Jid ¥

g 7k 7ke]l HdA SA A7 A8 | = $H(Diefendorff & Gosserand,

S.:

ot

0]

N
=

N

3. ZWusel 8L

O Hochschild(1979)¢] =o]& vlgto g - wxA|7] Ao Z H7kE a1 9 Morris&

Feldman(1996)2] = A4 x=52] /IS 4714 2l o= o7
Sl w} H s I AFoA R 7P dubd o2 585 11 9l HHbA o]

glal 3 4= S
olo] ZHA=Eo] A8 A9} Tsle] 71 t3EZ]¢l w=ojetar & 4= 9)+ Hochschild

(1979)2] A7} Morris&Feldman(1996)<¢] GG-E v}E
AP o 22 U85S A= AdE F s,
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[ R =

1) BEH &Q|(Surface acting)2t LHH 2HH(Genuine acting)

O Hochschild(1979, 1983)= 7% Aol A 39 (Surface acting) @} W 3¢

(Genuine acting)”7} WHlel= o= Argsh
QO W 39 (Surface acting)= Z& FAIYo] 29| ol H-8317] Y&l =palo]
AA R =74 kol FE8E] S8l AR S Hol= WS T

-, 2007). o]# gk dfloll= ¢1oH, HlojH F3Eo] B EIE.

o W 9= ALY T AEjel 22lo] aqtels G Tl dA|sHA| %=
ZGEfoll A s Zlo] ol olggh 7 1] BAdAE Ak A
ANA 08 ANE AAT)AL Azl S AP 0= o]oj = A H(Ashforth
&Humphrey, 1993).

O U 39 (Genuine acting)+ 2 FAY 242 FAo] Q6= 714 | o
2} vk dl 58 dshy] 913l lxH o= 2pxle] S s AS v

(P9, 2007).

o W el ARle] S d
H of= AR A AR A AE Algshs 2 ovlRk S, Ui 39le =
#o] gk vherd el 1 3ol w24 e Apqlo] AAl 27 A
M= o] A7k el =Hshs A9lE vl

o wWEbA U B9 AaE ApbH o g sashs 497t oiRiolekar & 5= gl
on, o] oA B AMH|A Alg Al g9l Axks ubey] o)
ol 7H]1e] E%‘Z& %—4 AFAE AAL, AR Sl 249l 99 =

Aoz AHE (3=, 2012).

rO
o

2) WaHB9| "I

O Morris&Feldman(1996)2 7550l tiste] 2 m3e] vk, 72 xde sk 522

4, AR v, 2 =3t 5 A7 RS S ide AR
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o] Al

=
L

1 7]

=

sy

1

9] W% (frequency of emotional display)+=

Gl

B

o} A=

A

o] 7}

1

o] A9)7} et = AP B 2
of

h s
=y
RLN

3

J ¢

lr_L/\

A (FAlE, 2014).
[e]

]

F= 57 871 o

I

flof

tom, AT} Au)2 A

°©

a8

o=

]

ko] Aol A Az

ek
g}
oz e
2013).

=

O Morris&Feldman(1996)
7

B
23!

-, 2009).

)

»AO
!

]

H(

vze]

Ar

bl

¢
e

SN

°

&o] Areehs F 7

o] Fo) A (attentiveness) &=, o]= 7+

=, 2013).
of o &

LA

AAA, G wgo] Gk )

A

o7
oo
o o

Al H

3) dEHEAHC| Fold
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T

[e)

3 9] 7} (intensity of emotional display)

of| 2 Rafaeli&Sutton(1987)

il

k)
pul

Rafaeli&Sutton(1987)

o]

wm

file)

wm

o)

A= B (+)

R nr} o

hya
ar

jos

o

afoF

[e}
10 2 YEPS(Rafaeli, 1989; 7

EECERNEERE!

aglel 2 S
ol

)
it

, 2013).
o

ks

}

(

o] 7= Hochschild7} #|A] &k

Ashforth&Humphrey (1993)

-
1

Morris&Feldman(1996)¢l 2]
2013).

ol

a0,

z

Ao 2 YEPH(Van Maanen&

of QoA UF-2] ugt o= (history)©]

Kunda, 1989; Frijda et al, 1992).

w AT} A2 A
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4) B Tl

o] v} (variety of emotional display)< Z=2]ol| 4]

-
st

O =4

F=7teb ¥k,

stk =

ol &

3} =3} A= (Wharton&Erickson, 1993; 71543, 2013).
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B
B

2]
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B
B

fvzel

A

ruge]
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ol

o
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A
X0
~H
o

=3

o] Afole T 9

FEe, QHEARE SA)L 5

Q
s

=

B
o)

%

o

s
&

4 th718h=

== O
= =

5ol

al

A1) M| Al

AHA AoR o

KeN
]

t]

— -
-

—_—

boi, o295 0. 2

Aok 5

=
, 2013).

3]
=

gase)

H

!

.EU
e

O

3

K

3oF

= BUHY

22

%3} emotional dissonance)s= 20|

44

Q

oA, 2007).

[e)
=

L

Kae

A=

-
=

7= 3 AtolellA

A2 =
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Ao] @ ek AATAL] T} v asle] Y EA)

h j=
Q1 7o) At 73Soll wApsled, o] u) 2Bk Aale) v
S

sy
o4
@
D
T

O o3t L= 7A-AA A (emotional transaction), AL A7
discipline) o|2}a1%= S (Z12d, 2009), 224 74949] S0 744 3ol 8
H= A= TR Y EANA 220 AT HE A OB H]

as vlRR A AL T S AES K

PN
TR T4

o

Q o] Aol i 9] = QhASkR7PdelA Adrgstar = A3t o] el W
A3kE oM AR TRA 2as SAL AR A oR e S
= QARE ZEARe] WA o] @ SR AdHl R du= A2 ohyy] v

Q o] u, 2 A= ¥ 9|7 o] AxrE YAAHolgla AZSEAY AA] zjolek
AR Aol false self) S Q126 = & H-A44Q 774 27 Ha1, o]
3

d
ek e A kR B g S (3, 2019).

ul

=
T/ T shE IEE AW, w0 = Qg AvtE aAH7 ] % H(Morris &
Feldman, 1997; Abraham, 1998; Brotheridge &Lee, 1998; Brotheridge &Grandey,
2002). Z2 o] 87rsh= 73 7iQ1e] A 7o) UA|sh= Aol e I Ed
of gk A e Fesdo] A|EA] FAE, 4 FEsh A A 44

FE EAV 8THE 0F QWA PwB] FErt Fobd
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Q

]

2lo

B =]
o T

of| =2

ArellA 22 Zpdol A 74

Els

FAI§, 2014). o]

(4

o=

S}
k=

o]

o)

1, 1995; ¥kA-9- 2007).

-

s

in}

Kok
T

(@)
=

o
=, 1994; 71

j

o

+

2
Sl
-

(Hochshild, 1983;
o] o2 AHE 4 J5(Sutton, 1991).

0] 9,
=]

P
T
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=
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’
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e

o}

= Aol Y. olefdt omi

L7t 84

=2l

s

b 2

fite)

el A 2R
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1Al

I A=A M2 i )8
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, 1995; BHX9- 2007).

o] 7H4S =eul#]| Yoot =



Hed OlRN & 27

Q A2 (Public Service) &, AwHd oz Aul ol A] & Qs T3 AL} 895 A

o= o, e FRY AL ALY THEY] BAF RE ouls

(A3 2], 2018).

QO FAAMH 2~ IS thul WA olal= =mL B} skl Aelsh Au
|

O RM, AR E= 335?%‘71%01 =119 S5t I 8 (needs) B 4]

FIF
=
ol
b
il
o,
ittt

ol A ] W A B A Ao tf3t oo ABA RS JHloZ 3t
A0 AR 24 Sl FA] 07 o)} o] FolH o1} 1980 o] F HAA I o
2 ARS8 o 2] g So| FAl| el s s gkl )

X = sfjetiqlel H3lo] o]FojX]7] A2k

r>~l

O o3 YANEL A3 A2 gl ATT A 23} A AP G H| A2
(New Public Service)¢| 543

7] A
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Al ]2~ (The New Public Service)ol|A

3lo] o]Fo A (Denhardt&Denhardt, 2000).
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2. X|GRIX|TH| F’gAMd|2o] S5

QO Aulze] e hEahol 20w gashyl Aol utel vl
o} M 02 TS A3 ool Holsl: o g R B Sl
A, 2014). WS M| A AE1 2 B Alelol A 0] FAt &7 sﬂz_g
S

L =
s SIaiM ATEE f-RPHe Ao N 5 Qov] Ko RYHe A

Q AA, AN A7} Algshs Au|aE A4l A8t dagle] 86k He @

o o]gl o & AR EA|, 275 W FAA T Rk o ® AR 220 ¢
)
2]

on gEsle Auzdka & 4 gL,

o =,
3 5 glon}, TRV A AR AT Al GJol o)F A 5
e A9 A e AelEe] EAE:

Q AR, AgH-o] A= UI7ke A EsiEete HEEA] A& 7 S AT oy, i
F 9 Axo webd AlEE A Ed ok (-5, 1996).

Q kA, 1990t o] % AlF-gde]Ee] & ool o) ujE} ¥

Gt kA ) g gt %%Aﬂﬂléﬂ TF= oﬂH 7R} 7 A )
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HI3E 2852 2t

O 7A231Gob burnout)o]2R= /2 3 7|3E E9F ~E#2~0] AHEEA A4 g A 4]
WhE-o] Aol AAIA A A arde] Avte v 7S oIR8 RE, 2014).

QO AL aAH A MBS Al gshs woke] 250l Al Bo] vepH, g7
U= Al Alolof] A} doju= 74 312 (emotional exhaustion), H]217F3}H depers
onalization), A}71/33%}+ A3Hreduced personal accomplishment) ‘2. 48 (M-

aslach&Jackson, 1981).

O a9 A7-9f #aste] Freudenberger(1974)+ FR31540] AABARE
o S o] frglo] &2 el Aol Wrlshs @RS B ‘Burnout olel=
%o%% 7'<J~_4§_ /\}gﬂ_oﬂ ofq(ﬂmg&’ 2013), &%l 18- 7\]./1\_]0] S35l 2] ﬂ]tﬂ A

A% kol 3t 71n) olgfol AL A e wel] 17t Flejzkal 27k olzla

A eH(e] e, 2014).

Maslach(1976)& F& AH] A% SRRSO AN Leh = A 2422417

2 a7 9 e, Qo] WiEol Al BAIE fjsks TPl U

LR 717l AR AgalH sidbelehar A gh(e]$h, 2014).

*  ©]2I3F Maslach(1976)9] =2fi= 231wl A7) 71%27) H9lom (o)<
7, 2014), Pines et al.(1981)2 4318 21
o2 e

N

@
o
ro

O Maslach et al.(1986)2 2718 UIIMH| S Alg<shz L2l AA AT = Sl
4 3z, v9As) A A 5o Zodoleka AOH AN, 2014).

O Maslach et al.(1986)°] AAe 71 7he-d] 74 1128 thQl7h Au] 2 wpAol| A vk
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oJn|gk(714d3h, 2013).
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A ==

5]

yarr o

4

ST = 7R o

=

o]3-o]] MBI(Maslach Burnout Inventory)

1
T

Q ol=gk =9

7H2712) 718 Maslach et al.(1986)°] AA]

FH, Maslach et al.(1986)2] MBI

S

Edeh 2

I
SN

]
2]

o=

g

og v
(Maslach Burnout Inventory) %
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| .

P Maslach et al.(1986)
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Abstract

A Study on the Actual Working Condition and Support Plan
for Emotional Labor Employees in Public Sector
in Goyang City

Jungchul Lee*, Huiuk Hwang*

The purpose of this study is to identify the current situation of public sector employees
engaged in emotional labor in Goyang City and to suggest the policies required to support
them. Regardless of the type of organization, employees encounter emotional reactions
(often ‘outbursts’ that emotionally drain them) when they perform their duties. How
employees feel in these situations greatly affect how they perform their duties and react.
In particular, when the nature of one’s job forces him/her to deal with people directly,
he/she would be faced with the intrinsic nature of such a job—the so—called ‘emotional
labor’—that is subject to many informal and irregular situations. In this case, employees
experience a feeling of emotional dissonance, which is the difference between their actual
feelings and the emotions they have to show as officials, and this could be very stressful
indeed. Incompatibility between these feelings will affect job satisfaction and organizational
commitment.

Emotional labor, the term first coined by Hochschild, refers to the confusion that arises
from a mismatch between a formal expression of feelings and the actual emotions inside

them. Then, an attempt is made to reevaluate the role of emotion in a variety of fields,

* Goyang Research Institute, Goyang, Korea
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and identify the relationship between various variables such as job satisfaction,
organizational commitment, organizational citizenship behavior, organizational performance,
and so on. However, the mainstream of research on emotional labor targets private service
sector jobs such as flight attendants, restaurant workers, hotel workers, casino workers,
tourism professionals, financial professionals, etc. Because service workers are routinely
performing emotional labor and control their emotions, the emotion management of
employees is associated with their ability to provide customers with quality services and
is directly related to corporate profits and organizational success.

However, the study of emotional labor has spread to the public sector in recent years,
This was caused by the emphasis of the new public management reform and the concept
of New Public Service. Through the introduction of new public service reform, each
government department has repeatedly stressed that the Service Charter must respond to
citizens with smile and friendly service. However, despite the fact they are engaged in what
would be ‘classic’ emotional labor when public servants their civil service, but the recognition
of this fact is now widely shared. In addition, it is not easy for civil servants to always be warm
coordinators or facilitators of the administrative services. It becomes more difficult if they are
expected to behave like that even to those people who vent frustrations they feel at them
rudely and sometimes hysterically. This could lead to a dilemma where it is impossible to hide
your feelings no matter how well how trained you are or how you are expected to behave,

This issue also applies to public sector workers in Goyang city, especially public officials
who have to contact with citizens directly. They may be mentally stressed and sometimes even
exposed to physical risks in the course of placing regulatory obligations on their citizens or
providing public services, In order to protect public sector civil servants who have to perform
emotional labor, Goyang City has enacted an ordinance to protect emotional them in February
of this year. The ordinance is to conduct a survey, establish a committee, and establish a
long-term support plan to protect and support the public sector workers performing emotional

labor in Goyang City. Therefore, this study conducted the survey for employees of Goyang
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Gity Hall, district offices, village offices, affiliated organizations and private consignment
agencies to investigate the working environment of emotional workers in the public sector of
Goyang City. One thousand thirty-four people participated in the survey., Among them,
workers who had high proportion of emotional labor and public affairs were selected, and
statistical analysis as well as focused group interviews were conducted. The results showed
that there is a great need for improvement in working conditions—e.g., working environment,
health conditions, etc. for those who perform emotional labor in Goyang City; they also need
a lot of policy support as well,
The implications that can be seen through these results are:

First, the work environment of those who constantly interact with citizens could deteriorate
when they find the work taxing and emotionally draining and would experience emotional
dissonance—the dilemma situation mentioned above, Considering these contexts, it is not
possible change the fundamental characteristics of these jobs; There would always be jobs
with emotional labor content so what needs to done is to help those who have to perform
these very difficult work. Perhaps with a relevant educational program to motivate those who
perform emotional labor that they are providing valuable services for their fellow citizens and
for public good. The public, on the other hand, should become enlightened about the good
these workers provide for society and that they do not deserve to be on the receiving end
of any emotional abuse, Be that as it may, emotional labor and the attendant emotional
dissonance is here to stay;

Additionally, emotional dissonance is also a factor that influences organizational
effectiveness. Therefore, employee assistance programs such as psychological healing
programs and stress management programs are needed for those in working in emotional
labor situations to reduce their level of emotional dissonance. In addition to the normative
aspects of emotional labor, emotional support is needed in the workplace from supervisors
and colleagues to increase level of satisfaction felt by thoese who engage in emotional

labors and their sense of self-fulfillment, To maximize the positive effect of social support,
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as described, it is necessary to establish an organized social support system, Also, because
it is common for those who perform emotional labor to communicate about their work to cope
with the emotional stress they have to deal with, the support of colleagues and superiors is

very much required.





