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1999; Settoon & Mossholder, 2002). & EH
ATENA ol AMes A= 1
w4 S ASetde A=t ﬁiﬁ%ﬂl(Kruml
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zo ARz BARS AuLoz AT
o} skow], 2wl Jubdel HAEA,
ANAHTE AAHEA Fe A APE]

Aok & F gk olo] Auls {7 wek
A 4gele 48L o] d
Aol e ANeET B A 2 Avh

do
o
2
Ir
N
N)

qEEAa, pHEhE ddst A, F
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o] d#A o)A 2-2F, Kruml¥} Geddes(2000)°]
AN AARGe AAYEH ¥4 Bl
Hg e Aew ted W Hga

(2006)2] AT E FHAAAG) L”dﬁﬂ%ﬂr

ol

1A
A EYX|(emotional dissonance)E FZEA]

4 =% =
22 22F(emotional exhaustion)ys Y L.7] =
ZHWRY Ths/de] vk mEkd & AFe
ALY 24 Y E(moderating role)ol] g
e Agan

M 3. FAAMA

19 EHdEol 4
A 9ee A Rol

Tl

WA R 53 F2ue e A

Schaufeli®} Enzmann(1998)% Z7ly EAIS
Y e ARaqg FARES BRI
el gaHor A dF= s A 2l
. et oAl EelA] e = E
Qo] ZHgell tiste] #RAle] QXA S A
A v gl el el
RER
e 54

A

154708 gele] 24

B THDavis, 1994). 12 I

AW FAe DY)
o

tlo FUIO

J

A

Ags P Aoz 7|
4 o} T3 ERle] thek A Ql #A A
A wigE Futele FlEle JiQlw

=2 Al %%ﬂ"—*.od dFE Ul?'dﬂ‘r. &

& Mossholder, 2002).
o & }—%LH £ uj

2 5o Q9o
Aoz 2379 vgel AAE AW 4 s
¢ Ao, 2% Adew F1 ke 2
& xnE w9A UAE du, Ho B

- 584 -



BAT - BN A2 / MoIA FHON 201U (INAY, B2H)0| H2LRY NPl oFl= ¥

7HE 4. T eh A rdole YAAAE

g gl mifg Aol

ANAQT e A

Aol skl aclQl AAHd
ol Ndd wE AT 43
Ae] A ME tE Wew
o dE 50, IAFDe] =& TS
< Ao FAet d#E ZIAME A H
Y(Miller, Stiff, & Ellis, 1988), &7#wl&l7} =
< T uAe] Aok dad HAvH
opd, A& 9 HAE 7 thAshforth &
Humphrey, 1993; Kruml & Geddes, 2000). U2}
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The role of empathy(emotional contagion, empathic concern)

in service relationship

Chang-Gu Heo" Jung-Yeon Joz) Kang-Hyun Shin”
1)Department of Psychology, Catholic University of Daegu

“Department of Psychology, Ajou University

This study was intended to examine the influence of service worker’s empathy(emotional contagion,
empathic concern) on their burnout and engagement. We hypothesized empathy as interactive emotional
trait would have incremental interpretation over emotional intelligence and PANAS as individual emotional
trait. The participants were 226 employees of a call center. The primary implications were followings.
First, empathy significantly influenced on burnout and engagement even after control of emotional
intelligence and emotional labors(surface acting, deep acting). Second, there is no moderating effect of
emotional contagion on the relation between surface acting and burnout that high surface acting
influenced high burnout regardless of the emotional contagion level. Third, deep acting mediated between
empathic concern and engagement. Forth, empathic concern reduced the influence of emotional contagion

on burnout. Finally, the implications and limitations were discussed.

Key words : emotional labov, empathy, emotional contagion, empathic concern, burnout, engagement
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