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Abstract

Purpose — Previous studies related to emotional labor of salespeople have mainly focused on identifying the antecedents of
emotional exhaustion and turnover intention and exploring the mitigating effects salespeople’s motivation on emotional
exhaustion and turnover intention. They also demonstrates that there are different roles for moderating in social support,
which means mental/physical support related to the job in supervisors, colleagues and organizations. The purpose of this
paper is to investigate how service employees’ surface acting affect turnover intention through emotional exhaustion. Another
important objective of this paper is to investigate whether perceived social support moderates 1) the relationship between
surface acting and emotional exhaustion 2) the relationship between emotional exhaustion and turnover intention.

Research design, data, and methodology — To test the hypotheses, we collected the data from Korean insurance company
sales employees. A total of 235 responses were received, from which 220 usable responses were obtained after list-wise
deletion. Working with a sample of 220 responses, structural equation modeling was employed to empirically test research
hypotheses(<H1> The relationship between surface acting and emotion exhaustion, <H2> The relationship between emotion
exhaustion and turnover intention, <H3> The moderating effect of perceived social support(PSS) on the relationship between
surface acting and emotion exhaustion, and <H4>The moderating effect of perceived social support(PSS) on the relationship
between emotion exhaustion and turnover intention. SPSS 22.0 and AMOS software were used in these data analysis.
Results — The service employees’ surface acting was positively related to the emotional exhaustion; in turn, the service
employees’ feelings on emotional exhaustion are positively related to turnover intention. In addition, Perceived Social Support
significantly moderated the relationship between surface acting and emotional exhaustion. However, perceived social support
has a non-significant moderating effect on the path from emotional exhaustion to turnover intention. On the basis of these
results, the following conclusion can be drawn. First, distribution service companies will be needed the administrative efforts
to offer counseling programs and space to provide their members with enough rest in experiencing psychological pain due to
the salespeople's surface acting. Also, it is necessary for distribution service companies to identify and share the examples
of successfully solving emotional exhaustion caused by salespeople's surface acting.
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1. N2

SSAMH[A GEOIM RO HA L= Z7Eat FESt
ZEO|M 75t 4¥E BAHSH TOjRES A2H F
=2y &, 4EL-E0| et #M2 §F mojael 7ielsE
Ho| X% £=Fo=2 3T QJCKHKang et al., 2016; Lee
Ok, 2015). O|2{3t TOfRl HHL-So| CHst SIt=l &
oo JHele] HAN Az Ot ofLl2t =20 ofet =€, ¥
228y, ook S0 288 Z2NE2 =dig = 7| If
Z2O0|CHChenng & Tang, 2010; Hur et al., 2015; Wessel &
Steiner, 2015).

oo A2t HF0ME Zdd-se 2EE Aol &
oj2le| olFelret AEAZE XEHe=E H7|Std ULt
(Chenng & Tang 2010; Hur et al., 2015). O|= SEAH|A
7|oilA CHet HIES Zefstr| WEeln], BN Z=EKXH0
M EOfRCl Hitst o222 MEL HojRe| nE8H|E, ¥Fn
F HE S 2HEH, DX = EHOjRe X2 nHE
QI5t MH|A FHO0| C{st £, o|2 ¢lgt 1 E0EE ofY|
AZ £=E Q7| IJRO|CKChenng & Tang 2010; Wessel &
Steiner 2015). £, ZA™HL-ZSOZ Qlst ZA™HATIS Thofl 7§
Qlo] ME|M/SNAE A= 2EH JS O|X|=0, HH,
2013°  =STAQTA0l ZAL0| MEM, oY EFQlo
48.9% 'HHL-SCE Q50 RBFS 4d¥'st Mo| en,
A SEAe| 30.6%E AHHSS A =L SESHY
S CHEXQ AP A ZtEAES ‘EE2 J0ED 4
L} 82.7%, ‘FME &7|10 MCF 58.5%= =QIz|UCHH R
A2 5X| |2, 2016). M2t FEAH|A 7|PES T
H Hele] ME|M/SHA Ay #oF ofL|2t RAH|IES HA
7|0 HutE SCOHAIZ|7] 2lsf EHoje| HEL=0f Cist
218 82 0 523 ol & = UCt

0z
Qrjo go Mo 2 X

0
s

A

g

H>2

<Table 1> Research on emotional exhaustion

0 3
A & 9 IO FE AW P50 HUCHChenng &
Tang, 2010; Hur et al., 2015; Wessel & Steiner, 2015). 0| &
=0f, mojRol A-AT 8 0|Fo|=0 OX|z= RPACEM Z
MLE9| dgi(Kang et al.,, 2016; Hur et al., 2015), LtO{LI9|
AP0 22 A oAz OjX|l= Fgko| U0f 0|
ASIA|F|= =H QO0lI0| CHSH AEHHur et al., 2015; Kim,
2009; Jang & Kim, 2009) St Z2 A1 SO0|CH<Table 1>
).
Ol2{gt MHATE2 TOfRCl H-HAZT I o|2o|zof O|
A= Qole mesin 0|2 gkt A7l £H Role
02 ER23 AFZN=S HAISID UX|T AL =
ZE So|AA TRet BAE HMT/B2|E X

on

J

.

=i ni

St At2|& X|J(social support)of CHEH ZE A0 2510]
Olgt AFANEO0| EXICL =, LT AFS2S HOjRe
st Z78ATIo] A0 A0l Al=|E X|@0| fHOjpe
HAZIE 23t AIZ[X|EE O|Fel=ofs Feo| gide FF
ACHJang & Kim, 2016). kX[, FHE GIFE2 HOjRQ
FAZIOl O|Z|e|oj OjX[= Fakof| A0 Atz|E X|20| Of
AH™SICH= =S K|7] SHYCHKIM & Stoner, 2008). 0|2
HEE FES2 ARRE X|RI0] ZAXY, HARKY, 18|
1 SEXACE JFHA= EF5t, 0|5 oA X|@ Ees
SEX[J0| CHet ZHYUCE 2Ato| M2} Aolst Aurt &=
ot He2 AZEICE DL 2R 240 AoME Z-
LE-ZHATI-0|F o 7to| mENA REHZ HHSIY O]
FO0{Tl Z40| otL|2}, Z HF ZH SEEQI FEko| o =F
SUE e el 7|=HE9| ARtEl At EXxfsts

Aoz FYECH

robmiu N OkoN N 0z B Lirr

0

- Positive regulation
- Time pressure

Study Independent Variables Dependent Variables Moderated Variables Analysis-Methods
Kim (2009) - Emotional labor - Turnover intention - Social _support Regression
- Self-efficacy
Jang & Kim (2016) - Surface acting - Turnover intention - Leader-member exchange Regression
- Deep acting - Job satisfaction ) L . .
Hur, et al.(2015) - Surface acting - Job performance Organizational support Structure Equation Modeling
. . - Deep acting - Autonomy .
Kim & Shin (2008) - Surface acting - Job burnout - Social supports Regression
- Deep acting
Lee (2007) - Surface acting - Turnover intention - Social supports Structure Equation

Modeling

m2td 2 AFojM= MATFE2 stEE EE O
1 22 d4sdE 4EIRICE AW, 2 70N FEA
HlA EHOjRSC ZE-asS AMH|A THEOAM HYdst= 52H
2 2|(surface acting)2 ATHEIX} SCh EHOYASO| EHAL
£ d8s M2 T SILIE MH|A FHEO|M XHAlo| AN =
e d-IF g2l 7|Yo| a7t d™E E5H| o &'
o5t QA ol ZA™EEA dlQ|(Hochschild, 1983; Grandey,
2003)of 2} nziato] Mo XEITHoN AFEATIS A2y
SCt 22{X LACHChenng & Tang, 2010; Hur et al., 2015;
Wessel & Steiner, 2015). [M2tAM 2 AJRM= ZHATIS

0P| e Mgmolom Hojelol EHHIIS TIASICL w3
0|2 E¢f oplsls mojwol Zataolel ofxozof ojxls
U2 UZHOR MHECh

SHj, 2 ITojNE EojRlol EEMS, YMAT dgn
o[zjol=oto| 20| 910 AN X|R0| Séots FUEE
2 soisict 0/ Sof BOjRl| AT YU Ojzlolzof 9
Of Af2]%{ X|2I0| 'Oixwhen) S0t HS SHEX Y
4 92 oIk F, mOjI0| EHHIIS So YYATIS of
JE A2, HEMA U SRELEH ARY XS WS ut
2IpHOI| ojets Ea|, AWATO| 0p|Elo] O|zlelzg 1
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=22 MY XEE =HXE, o
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QUCH SHA|RE HRZ AfRlH XS HF5h=H U0

=
2 08 & ZYeP|ECt S 3 RO £H
C!

=]
o

o o
1

0X M40 M

= =]
= =/
Of £85ts Ze0l A/UCE 0|of i AFE A=lH X
TeHoz damzZeEM I oSt F=hdat EtE
SHAIZICHE Fol 3ol ALk
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IAISIULE. Ol SAM2=Z O] 7kX[ 27 =i
O 59| S0 et SeEFn XS SR
SHAE AILIZL ULt Ofof 2 S7= HN Z=hA
Jot Ar=lH X|Rof Cfgt =E=aE 2AQlgez
M oD HAXHCR o & 4 QUCh Lok J|E AT
=0 golopA Fg EIAE 2o M= HS F=oH
mforgh & UCHEL 1 SHO| ATk
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2. TOfRIO| EFMQ|, ZYAT, J2(1 ofZje|z

iR Ee| Toj 2 AHA HFOM XHdlo] M X|2fst=
48t gl 7|0l a7ste dEE TEHSH| /5t THel
o X HWRIE HIA|Z|2{n LEHS=0H, 0|F HEUAL
(surface acting)2} $tCHHochschild, 1983; Henning-Thurau et
al., 2006; Grandey, 2003). 0| & S0{, E 17ZH0| =tOfLlof
ot oS gz =275k, X
o X7 Zddstn Ue 2EH AdE s7|0 XHSD o
StA O4 XWX Z-EEMAHES St= ZAO|Ct MM EHAHL
= TOjY RHAlol Tigst e dFe Aot BHEEof Ut
(Hochschild, 1983; Grandey, 2003).
moj el EHASE AHAle| HA ZFo| ofL7| WEo| F
ZAEEZS AEfo 2HSHA ECHGrandey, 2003). O|2{%t
£23 dEjl= Aol AN Xtofet 7| oM 275 A
XlOHreal self versus acted self) AtO|9| XO|7} HtHL
FAle] MXl XIOHE &7\ AL ZESH= AHile| WSS X
H EloZM(Payne, 2008), O|= ZA= IIOjRIO| AEZ A
QElste QI 2 X SICHPrati et al., 2009). 0|0 2}
2o MYAHTLES BHURE FYS= TS Z-EA
2 =2 XZ57| WEo| o|Ael=, XRoHE, ASMutof
SEMGY0| ASS FYStL AUCKHChenng & Tang, 2010;
Hur et al., 2015). O|2{3t TOfQIo] EHBME A} ZHAZKIO| CH
ot =9l= A QX/E™ 2Kl O0|Z(cognitive/emotional
dissonance theory)dt At2l & Z=0|Z(conservation of resources)
F 71X 2 40X ck
Ru, AX/AE ELK| O|E(Festinger, 1954)0f =M,
RS2 MHA THEOAM dEske AH 2780| ot 7o
M Hote BHAEZS QREHCE $£HECREN Y BXgt

0z

S rin

Sy @ oy o
0 I

Il
H

ZgetA| £, ol & 4% QXA X n4E HE
AMENF, Z™ATNO| ZHSELA =ICHBrotheridge & Grandey,
02; Hochschild, 1983; Grandey, 2003; Yang et al., 2015).
THOf ol HEAQ= RHMQ| LiEQl ZIFHENE siAstY|
FO| CHfot QXA XIS BEHLEMN ZFAZE 07|
A =ICt= Z40|CHMorris & Feldman, 1996).

=M, AAEEOIZ0| MEH, JHQI2 XpAo|A 7HK] Ues
S €5, Ex A2(1 FAEHe dg2 XU A=,
olz{st AHR0| &4 20| EXfg 42 AEAQ 2
A8 SdYE X5 |1 0| siAsty| {I5t0] Chst
HAUA IS FSts A2 2|0[SCHHobfooll, 1989). 0|0
o2t SofRle]l EHAR= MH[A THEOAM Xpilo] HA 4
St= 40| ol 7|0l 27dte A4ES mHeoF 2ol a2t
Jhelel QIXIA, &7|8 Aol £t #H0| AUCKGrandey et
al., 2005). MztM BEHARIE +HSH= HOjRI2 D20t of
IHES S 4PN 2wdES = XNHE2EN, 23 BER
sl e ™AMA XpLl(mental resource)O| AES| 1k E=ICH
= ZJ0|CKGoldberg & Grandey, 2007).

ol & gFoME &M O|EH =2l HEO HojRC|
EHA7 dEao] FHel d¥es EThhe 435 dus
(Kang et al., 2016; Grandey, 2003; Hur et al., 2015)& Ht&t
o= Ot 22 7IdE dHSIRICL

™ 1ok

Ok 4o |y
Of ~

- &

<7td 1>

== =21

of, AROE, X2 FQ, O|Fomo 2FA s 0K
g FHSt QUCHCorpanzano et al, 2003; Hur et al.,
2013; Lee & Ashforth, 1996). 0|= ZMHAZXIS X|Ztst= Ty
HE2 XpAlo] =sH= o 25to] AX|H, L-H 23S0
OF7|ELEM XtAI0| AZE|0 e ZE0| 25t0] YA Ef
S E Z3IAZ|7| IHE0|CHAbraham, 1999). EESH QA AFSH
AHALEO|Z0 =M, A-PATIS AYst HOjHUSS X0
HF5t A= A0l =HEEMN Jelel asd U 7%

s2 RA X|Z3ta, ol A= 1 1o £5tol Halds
OS2 O0|0X|7| HZO|CHDeery et al., 2002; Song et al,
2015). 0|0 T2} 2 GIPOJAE EOHRI| 2HATIO| O]Z[]
o 2HN ES 0E Ho= FETICL

TOjelo] FHATID BEE MBATSS UBE FFY
X

o

<7td 2> ol HFAT2 o[Fo=0f SFH(+)2 B

== =

ArplH X2 ZF, HFLAN 22 37 SHAM EF
oF EE FUH, FEH X2 = AS Uit
(Baruch-Feldman et al., 2002). O|0f [}2} AFS|A X =¢
o L= TOjRol HESHMS S Bt 2B L, AEL
Zl, O|Zo: St Z2 BEH Jof s AsHES Sh=
EXQl K0l & Stz MAQQISS FHS| ZACHHur et
al., 2013; Kim & Stoner, 2008; Hur et al., 2015; Jang &
Kim, 2016). ofZich, =Zut 2|He| X2 TojRel ¢
22 2 UM = AT EFH, 0l0] tfet East At
X Zo=M XRYTIoRRE Yo = Qs URH I

=
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I rio

H3lE 215IAAH Z=LCHJang & Kim, 2016). &, ZHO{LI0|
of 2|57F XplE XX[Bt Qtts 222 JHe 2sd
ofuat ==|of chst 2S B AIHAF2EZM(Yang et al.,
2015), 220 Cfst AEYAE E X[Z} 5t ECH= ZAOo|Ct
(Hur et al., 2015). O|Q} FAtcH M2to=, XtAL RARSH &gt
ol Mol = s=20| ofgt XX 28N XHS HI2EMN
Ao ofet 7IEE A=A7|eH 222 2HE = UCKVan
der Doef & Maes, 1999).

O|2{gt Wetof M TOojRel A¥aut 2HAHE MAALSS
moj o] EHHML|QL AHAT 7Hel TAOM Atz|E X2
AHX Azts AT EQUCHHur et al., 2013; Hur et al.,, 2015;
Jang & Kim, 2016). O] £0], Jang and Kim(2016)2 7t&
AE ez mHAZ A-ATIO| 0K S Ao 2|
O XIX|of cfet 2EN st HMEUCE 2AZANL 7tSA}
o rHARE dHATE BUAIZ|=0 U0 2lHe| X[X|=
0|8 &5 %8 Bt ASE LIERCH &, 7tzAL AR
WS SoEMN Y= CHASH ZAEE AEYAE 2[E7} X|RSK
Z2EM Olof Cist AEYHAE F X|A5HA o= Zo|Ch
0|2} | AFSHA|, Bradly and Cartwright(2002)= 7tSALQ| Z2
2AEPAQL 7IBALS] ANE HZo| 2EE FeS 0[X|=0H
A0 ZEX[RO0| O|E &zt AAHAFE AE eIF|AUCL o
H, Hur et al.(2015)2 &3A SERQ| ZEant ZEAT
of cigt AT E = SIR=0l, TE E= oA X[RI0| ¥
427t X Q0| 52 4L SERe HHAE Qlsf of7|
s ZEAT0| o 2 Aoz Zelg|Qct ofof T dis=
Ct2o| 7Hd2 MAlBHC)

HE P
ra A

b 3> mojRo] ERHSZL ZHATO| Olxs Fo|
20f ARI%| X2 ZYEIF AU HOlch P
HEoZ EE®LP AATIOl DX 3
Fgre AIxIxIol ofsf 2

M, 2 g7 dYAUASS Bz AR X|J0| Eoj
2ol EUUSIZ Qlgf opy|Ele AHANS g ATk F
2 MASIRACE O|et 20 dAHAHAS2 Ar=|H X|RI0| T
Of2lo] Z4EATI0l O =0f DjX[= Fo| AME =H
M Jdag @ oz FESIZ|E StY=0|(Kim & Stoner,
2008), 0|0 M= &EHEl FEHES0| H7|=2 UCtJang &
Kim, 2016; Kim, 2009).

WA, HOjRC| Z7EAZI0| O|F 20 OjX|l= Feo Atz
M X|R0| #FAES & Ao2ty FHTH MAATLS2, Al

I

N X|I0] AYATS BT TYY =
2+ s
7

k- 32 d0

b

HE 25A7H Z2EMN &
Cist O|ZIo=E ZAAZ £ QU
2008),

Olet= dtCiE, HYE dES2 HOjRS| ZEAZIOl 0f
Z0f OXl= S0 A0 Atz|H X[l =T ¢
o2t &3St QUCt Ol XHAEEO|E0 [

Oj2iofl Xpalel ZEA/ 2|5 Ao &4dE @S %45t
St HESHHSH| ME0f, Zd-ATS ZAest Hof2

K&, SAK|H S 22 At KXo g2 2| gt
= Z40|CHJang & Kim, 2016; Kim, 2009). 4K &, Jang and
Kim(2016)2 Zt=Ate| Z&dAZlnt O|E Q= efo| Ao U

AR|E Kol =N detg HTE 21, AR X|Rel &
A2 2ol = QURACEL 0[QF FAISHA|, Kim(2009)2| HH-Loj|

A

In
2
e
o
o
0 A Riro sy Io

ME ZtsAe] A8 esit O|F2|e ZHo| ZAIOA AtelH X|
®O| ZEnItE TfE(X| QIRACE Ol 2 A= TOfel
LTI O AtO|Q] BAZE Ate|H K| o) =
S| gE Aotk #2354 o[ theh 7tEE 2oL,

<td 4> EOHRO| ZPATID O =ete| A= Atz
o X0 oo =FEE|X| G5 AOICh

Ol2fgt JHEg J|HIOR She & aiqo] XY AnRHe
Ct29| <Figure 1>1f ZCt.

Emation
Exhaustion

Turnover
Intention

Hy Ha

Social
Support

------------- P Insignificant Route

3. ol

3.1. Azo| 1} IS AS £

rE
0
N
x
N
ol

H

2 oL mojelo] ERIMS| A4 1|1 ofxjolze}
of ZtA«0 A0t Atz|H X9 g2 A3s7| st
o 14 Ol4 nA™HNM Z2F H|A EORS
a2 HEZAME HABIRCL XE T2 Xp7|7|LA
(self-administered instrument) BI#S X231 o0, £ 3008
o MEZ jRsl0] F 22022 BIFBIACHSEE o 73%)
Mg SHRte| ATSAHEH S4E <Table 2>9f 2t

r

<Table 2> Demographics of Sample

Class Frequency(n) %
male 135 61.4

Gender
female 80 38.6
under 29 25 11.4
Age 30-39 74 33.6
over 40 121 55
under 3years 49 22.3
3-5 43 19.5

Work Experience

5-10 50 227
over 10 years 78 35.5
high school 61 27.7
college 49 22.3

Education
university 90 40.9
graduated school 20 9.1
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AP0 KB ZHYISS HT2Ho|
= Tt AESIACH<Table 3> F1). FHH2
2, BojYo] EHMQ|= Difendorff et al. (2005)0| HL3t 4
7 28, Z™ATI2 Maslach and Jacson(1981)0| A3t 4
282, O|Eo|= & Brashear et al. (2003)1} Netemeyyet et
al. (1997)0] AR8st 3EgE OIX|%Hez ARlH X|X=
Fenlason and Beehr(1994)7} A3t 3232 O|&3|SICt T
= 2252 2FHE 53 HEZ ZFPEJACHLTS DA @
C} - 5: 042 Jch.

3.3. =gt EfEd

1z

H

sy agtel EviE2 Cidgez FgEof /7 HE
ofof tiet dz2|gut Etdds MLt W HM=Z M2ld

<Table 3> Scale items and Construct Evaluation

2 Cronbach’s alpha Z}2 AME SIQUCH SN} AFRE
ElHes HOX] 78 XRSte AR IYE|YCH

L& Larkdo|l EXfste A2 St EHNunnally
& Bernstein, 1994; <Table 3> %t11). EN SEILYMEE HS
57| 21510 2HoIA QQlRAME MA[SHICE EAZANL MK
> OIET £Fo=z E,"O._lEl(,?iEl-(x2=167.99, df=63, GFl=
.904, NFI=.878, IFI=.920, CFI=.918, RMSEA=.087). 2 &4
OlMe= =Id QlRMZ EflE IIEIFGHdES JZHSIRUCL
=841, FEERE2 M2 62 A2stn M2t
95%0| M BT Qolst o2 motr|QiCH<Table 3> A1),
3t RE FHNES GREAMZFEZE(AVE;, Average Variance
Extracted )gf2| 7|EX|Ql .5 0|4, gd4I2|=(CR: Composite
Reliability) .72 Z1fst Ao 2 OIS0 M2}t 2 ool 2=
ElgtMe =eEl Z{o=z  THEHE|QICHAnderson & Gerbing,
1988; Bagozzi & Yi, 1988).

O H Hr
rrrin 1%

18

Construct(a) ltems Factor loading CR AVE
| just feign to have the emotions | need to show for my job .78*
Surface Acting | put on a 'mask’' on order to show the emotion | need for my job 72 88 58
(.84) | show emotions to consumers that are different from what | feel inside .83
| shame the emotion | show when receive customers 73"
| feel frustrated with my jobs 79*
Emotional Exhaustion | exhausted at the end of the workday 71
(-72) | feel like working too hard on my jobs 74 7 20
| feel like working at the end of my rope .56*
| have searched for a new job .66*
Turnovz;é?tention | often think about resigning my job .70* .76 .52
| intend to search for an alternative role to my present job 79*
_ Our organizations are willing to help me if | need a special favor .92%
So<:|a(l 837L)|pport Supervisors strongly consider my foals and values .85* .84 .65
Co-workers really care about my well-being .62*

*P<.05

HNeddh 47208 2te] AatAls 4tS H|wSHRACHFornell &
Larker, 1981). <Table 4>0f L}EFt HA|El HIQ} ZH0| AVEQ)
NaETo| 470 Zte| AEtAls UED 52 AR =olL|
o THHEIEY 7|18 $F E[QICt

Oi|gtoR, = QR EEEIEYS eoleh| PIsto] AVE
z
P

<Table 4> Correlation and Discriminant Validity

Constructs 1 2 3
1. Surface acting .76*
2. Emotional exhaustion .08** .70*
3. Turnover intention -10* .23 72
4. Social support 46 .042* - A7
* The number in the diagonal is the AVE(averatge variance
extracted)

** Correlation

34. 7t A=

2 d3Es JHEAETE 50 FEUHA IEE 0|23
C}. 2MZn 28 M3tz X|4= «?=98.13, df=39, GFI=.927
NFI=.883 IFI=.926, CFl=.924, RMSEA =.0452 I}2t%|0] Cj=
29| HX|$7t Yz +F0 Hez =0l gQUCt Y =
gg HEo R 3t JdATel Zuts ChEat 2Lk

A, siet A= Tojelo] EHATE AYAT
Z o2 oASIQICE 2A4Zn 2 AT OARME
oz mojglo] EHAR=E ZHATIN F(+)el FEk(~y,,=.168,
t=2.014)2 O|XCH<Table 5> £t1). 00| M2} <7t 1> X|
K| | RALCH.

=0, THojelo| ®
Xl ko 2sto Aps|
2 O|Zlo=0f YA F&EE 0K U2 IE|UCKH S,

=.301, t=3.187). [M2tA] <7td 2>= X|X|E|RALCL.
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AR, 2 A7e <7k 31 <Itd 4>5 FBSH| 5t
AE|H RO oSt =ReE MSIICE B, ARl X|
22 B+ 7|F(Median=3.66) 22 =2 At2|H X1 &
2 AMEH XY AFgez FRIIRICE ol = AFAS0| 7
=ot 150 Bl =MEJ=XIE 2olstr| 2ot At
o X ot 2g2tel X0l Mot 21 O Xto|7t felgt A
o=z met L|QUCK(218)=22.150, p<.01). CISOZ AtZ|A X|
20| W2 TojRS] BEHALZL A FAT0 OjX= g2l F
Lot SAHLE Rog UF LIEXE =S| flstol +
A7t SLothE Mof R SYSHA| QChs HIMSf R

S U¥stl £ 2| et \* K0| HES HABIACE £

<Table 5> Results of main effect test

Zof, ool mHARet ZAPATol AN A=Y |
of ZEAY| LSk x* Xt0|7h Fo|OjEH o] U A
0I5|UCH<Table 6> ). 5, A2lH X|@S = XA
= AF0| RA X|Zsts ALt ool #HAL(O o
p

Peatls 2 XZots A2z =24l E|UCK<Table 6> &
. ofof et <7bd 3>2 X[X|E[QUCt. oHH, TOjRS| &
b o|F el Zto A0 A0 AM[H K| =ERuE
¢h Z1f, <Table 6>0 MAIE ZXME Hof =Rt HIX|Sf
2 ZF XOl= QK| UL WEtM <7hE 4>= KHEE

O
0
5
r

$Q HI Mot B> kI OF Hu e 1%
o~

Hypotheses Path St. estimate t-value KHEHOJ £
H1 surface acting — emotional exhaustion .168 2.014* KN EH
H2 emotional exhaustion — turnover intention .301 3.187* KHEH
*p<.05, **p<.01
<Table 6> Result of moderating effect test
Hypo- Non-Constrained Model y2(78)=198.32 Constrained 9
Path _ : : Ax
theses Low social support | High social support Model
H3 surface acting — emotional exhaustion .459** -.234* X2(79)=214.66 AX2(1)=16-34**
H4 emotional exhaustion — turnover intention 429** .055* X2(79)=198-30 AX2(1)=__02
*p<.05 **p<.01
4. A= SICH= 242 Tt 1T E3h 0|2 Qo AMATIS 0|Xl9)
EE =0rht= A2 =2 & 5 ANYCL ol2et Zit= Tof
o EHALZL =R Yo 2YY e OjXcke AT

41. HFO| Q°F

re

ATOIME H-Eo| Fast ¥l Hojeol
M47, 0|Hoz0| DX Yse AmH=D o]
o= 90102 ARS|M X|glo] TS AHBIIC
DIN EOjRo] EUINSls AT (o T

=
A |
AOE LIEIGCL &, Toj2 0o 45EE

M dgote Aol d8E 57 JEoM =
d8s DA40AH BAY O, XY XFDNZ=R

| ZBettts ZAOICk =M, Tojle| HHAS
SATI2 O|X2=0f F(+)2 FFe OjXl= A=
MR, EOHRC| EHAR-HYLE-0[F e
A A MM ROl =EH dg HdE= 2 BH
ARz Qlot AELT2 M[H X0l ==+5 0[0f gt
HAE 2=l A2z LERRLE Ol A=Y X|J0| &2
=5 BHAR = oot AFPLTE HA X ASts Ao|Tt. ot
X2 HEaTD o Rl moto] A UK Ate[X K| Cf
oF ZERIE SQIE[X] UL 2 AFE O HFH o
TEUE HEY2Z CI31 22 AAFEE HMAlRIC.

v
N
4> 0¥
0
=2

i)
my
=]

oN ot &
o rg >t
OF > qfr =
rir >

N

bl

Of
2
H
Hu
oy

El i re © oo Hr > o
ro
rot
IN]
Yl
z b>

12
m
3Q
n

42. Sl U BRI AAFY

A, 2 = THojelol A™ATIS MH[A HEOAM Y
Z3n =0 afste ™S
| EHIMQNOZ QISI0] LAl

=
N~
=2
~
4
uo
O
N
do
o O
H™ mjo
i

(Chenng & Tang, 2010; Hur et al., 2015; Wessel & Steiner,
2015)2t YX|St= Aoz, fojRlel EHAMR7F QUX|H KA
2 N4 EM FSMH[A TOfRIe| Ef=0f 2Fets OJ%
Ct= AQ|7tM(alienation hypothesis)dt LX|St= Z1O|CH
(Jang & Kim, 2016). &, HOfR2 BEHAYL(ZE Qo X[£F QI
AEELXE 2 & 22, 0|8 siast7| {lsto] =&E 0]

gtz 28 SedME silastd o= Z0|Ch
=N, 7|1E 752 EHAR-ATEAT-0|Ro|=0f T3t
ZHAOf U0 O|F 23t A7l ZHQQICE A XS
MAISHRACE SEX|TE O[0) CHY HFZIE2 ME MHtE Z
DF=0| HAIZIRUCE olof & ¢IFoiMe= 7[ECTE0| BHAY
fI7F ZEAT 2 O|Fe|z0f O[X|l= FE0| AN ZEMA
28 Z, HAY-LEAT-0|Zo MojA 2410 O|F0]
X|7| 2Cte Ztzto| HOIEES SEAMOZ ZM3tof mat 40|
ot ZAntE0| MAIE He2 FESIQICE 0|0 T AFoM=
Ol MNHQl Z2MA ZHE TS0 AR|H X|0f Chst
ZERNWE 24 St 2Mdu, & AFoMs EojRQ|
28 Ear ZEAT 7] BAO AN Ats|H X|@o] =EA
o2 otLf, ZEATINE o2l ZHofl= Atz|H X|R0o| =H
K| 94=Ct= A0S ZRISHRICE ol2{st Z1t= AH|
EHARZE Qlot ZAEAFIZ QXS U2 &8
Jdz|a s2X|@ 52 Atz|H X|X|7t

Skstal7| D O|Zjo|zof Chet oteizre
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£
2o ue it

W, £ oimo| MZEMZIL BOjHo| ERIHSIE ZHANS
0|13t

=

g§= OF
FEH0 BFS OF = USS Al
ol A2 Qlot AP AASOo| RU0f FIH
g2 01 == on, ol2st g&s Y517 2/5td 7|Y
Ciefol SHH|80| S7toHA Eloth Lot Z8AToz 2l
TOj ol et o|X2 7|HojA MZ2 TOfRe| nEH|
wSHE 55 FEOM ECh M2tN RSMHL 7|95
TOjol BOHRIR Helq 1&s ol fle 74

F

0!

ofm

rlo ofo rot rjo

O o= oo t (=]
oA it AL = o —EL AL L =
oM 7t2Ed Z2O%, S2° FA2 M3 = U= 3¢

s= MSol= &2|H 30| RIZCE

=M, FEAHL 7|gs2 HojEse 84t 22 &
EYAE O JHRY O|2 2OtS0|E BE0| =Lt S|
ot 2 23 EH0ME LIEREROl =EXR, M A 5
ZXHE2 gE2TE ASAE 5 As 222z HEottt
2t FEAHIA 7[YPS2 HOjEel BEA= Q5] st
= d8LTE 43R i Zs=s AEIE E=23t4, 01 3
72 Ea4o| M| o|F S, HojEe M A SES
ORI Z2 o230 HBotl Ubts SAME SEsH
2N, ZFELTE 2SAZ + US AOICH

= g7 Yot 8% SEX/AEY AMES HAIZ
o= 7ot ohEdh 22 AES XX Utk oo =
A7 SHEES Elz &= A0 oY 2Rds o=t
20| HMAIStEE AW, 2 H7s 2EYSA HUjpESS A7
Chefe2 St ofo = Aol 43 242 2ozt
g2y 50[90| H8E = US| M2} g FFM=

oo T hnl
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