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s=dElEElAl s oY

A = F(emotional labor)S A =%, 4
$oe 9e wBe Svk] AA} Hi
< 7F]70t). Hochschild(1983)E 123} 2
4o 4zAee S B¢ YA4 BAL
L7 gAR Ede] 24l 3] BAS
L AREoA FAwFel Uehdria *
Folith o]9 4= A Burch, Batchelor 2
Humphrey(2013)= 2437 2 A1 tijwlo] o]
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fol
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U 344% Eddoktt AREALT 2
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3 9tk ngeERo] waEw vl
GEAF T AHl= G FAkeke 4
AMegahs oF seoT~740 HoB FAEHE

AA dE=gAe 30~40%°l S
e FEoln Yo TG oz A
Hokeld gl 2, 2015, 2, 10. &9, FA
E5AR HFEE 2268l tiE e 2AL
A &R oF 807t nA o RREH g
SFE WAY FA3 &dd AgEn e
Aoz Jeiyth T3 38971 & AHE
ARk, 305%c A FEe =AU
gdlon 45 A2 S Ao
2l A3t HuHr|e dries 4
AT, 2013). 2 WetoA, HXwFat
gk #e RoE 9d Haerl AXz
ok AvE A2Al ode FMeEAte] B
2 7 A el A&

AT HEla

AL ofi oo
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7l HEd 224 H3E IAR sl o] 21}
BAeEA BS ek Bofdk vh lvkaed
HlZ, 2015, 7, 24). °l¢ &2 dde] AgA
e BAxTl A i =
344 Qgel} Anel AAAL WEH
Sl

@, gAxEe] Auz Az 18
Aol olghe FHEE AZHD o,
Gardner, Fischer 3! Hunt(2009)= 8= AT
7 Az AglA el g AFew
Sjsofof gt FAAUTE Pugliesi(1999)
A% RE AAwse gyl B & dra
Holth v/ IA| 2 Hiilsheger9t Schewe(2011)E
M= fdugdes A oE C’1_4_“er"§‘(Bono,
Foldes, Vison, & Muros, 2007; Gardner et al.,
2009 A&stHA A e A =F
ide] & 4 drkar AF3 bf gick
FZol| Aok oo} HHE AFEo] FYPHI
d], Carlson, Ferguson, Hunter 2 Whitten(2012)
gk nAe vigk guiet FAksHA, 4
Ate] B8l ZF=(abusive supervision)©]| sk

oz =AY T ved 3l

Mo rr

o 3tk =, Ak R, Assds,
TEde v s Feirde S F
A ZANE ADAE, olHe FAE A
SAY 7HEBEA Al A 8 Thsd A
MEES he Ao|tKCarson et al, 2012).
Wush Huod)e WHdEE F7kete], At
o] 287 7t=o] EWPES fueln W
PEe BaATE ATARE HuFow
B Ak digt FAwE A7E AR

e A AAF013) 2l v 7
B4 g ddNeoge TFdt JF FARE
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Ty oA AdEe Hlkel 2ol FAeFY
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=, Gopalan, Culberson 2 Teiva(2013)

Aol AAA azlg viete ake] W
S 7ZaAZitdn Bty e wiEtho) A
Yanchus, Eby, Lance 2 Drollinger(2010)= 2 7
ool FHPFol dol tht FHPYHE
e d7M8 25

AN A —{) rlo

20
jﬂg&lii é&—o olZzo 71—/\/\];{'4]

= 2
A=A NS HeAITgE HAZRE
e AT vb Ak Akl dig P =T
< AP Cadson¥ FEEQ2012)S ZEH9
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a9 & Awel SAE 995} 7 AHE o
A 8 348 AT, e o
Rohny] ojel e 4%

olt}, th-Eel AF7h A FHd
Heot g JFota slo] AFEAE A

galed @AZE Aok wEA] B ATe o
39 ATEE Tl Al U@ 2

Fol Ao P 243

ARG S Ao N FMwmTe] 37
e AvEaz g olek 9 vishE
A akel EAol -5 B8 E Aot

M=

Hochschild(1979) A Ao =A< »=
ol g = dda AWty fal A
= Mads AAAL,
T Aol 229 7]y iRl wet A
A G AAEe] £48 7 dvia FAs
A hHochschild, 1983). ZTHE FA =TS «
How #F JMs3 4 2 B4 3dS
she o] #Een Fojsta, 1
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ME AAlz 7ddstEa A
w aeg AME 144”35}5}04 uAel A EE
g Wi sS ote Zlos Bk
Hochschild®] 71'd3} o] § tefeh #io=w
Mdst A7F o gkare: Ashforth &
Humphrey, 1993; Morris & Feldman, 1996), VA's
2 2ol Grandey(2000)7} £ #Ho2 HA
wEe AWt ade c2xo Exd
= A% BAM} FH8E 2dste PR
Ao)stal, Hochschild(1983)7}F AetiE Ew
T MR TS A 2 (Gross, 1998a;
1998b) A&at] WashA FESATE A
HO 8, Grosst 7&?"17‘2401 FlAk= J)r7e§°ﬂ
A old gad 2Ae FeA
Th XA v FA Xé/‘iiéi T

2
B A AR 4 gAE
S

o,
ol
rr
N
ot Eel WL PN ox

o f o8 o @i o

A K Grandey, 2000). £.©
Ml g B5 2204

FYE ANS
AN TAHYES AF s A F

l

A5 HeEste v Y s 94 59
I gd AN gelsle vo A2 3
Y= dolA zkel7b A ThHochschild, 1983;

Grandey, 2000).
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2013), WHP 5 2 FL(.
A7, 2006, Lol tigk 3%
A M (Yanchus et al., 2010)%} 2L FFZA =9
o] #FAEgo] fAlg Ao Helrh &
T BHxeE 744 23 5 gHgso
Qe kA gho] gahe] el FAA
or gHe I FEI] wie] o]
= HE s A T FHYF
AE Faak doh

Wagner et al.,
o), Pe,

o e

B o

AI—Ol o=
gi—l — 7/

i 327
_?‘ L Sg o]‘%’ E‘l:‘ ¥4y
< ol3sta, Eest= A o] thPavor & Diener,
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2003; Diener, 1984; Diener,
Emmons, Larsen, & Grlfﬁn, 1985a). —r-‘rlr@ ohd
e A F oo 24 FAEed, st
TN} FEIME FEEE A
dol1 T2 shte o] wEow oAz
ZHo|thDiener et al., 19852). =,
= JHH 713 Aol el o
gaoz FoJg 4 ThDiener

et al., 1985a; Pavot & Diener, 1993).
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HET - 2YA / A0l cfEt FNS0| 42

S =% afoF 3} (Pavot & Diener, 1993), ©]+&
SEAl R 83 21 gue AL &
grin F4ch wa BAd gk @
o g Y] Eewvt *@‘5}7%‘% =3l Al
A FPER A dte de A4
St A 4o Z1_‘::.(Satisfactior1 With Life

Scale: SWIS)E 7HEslel s, o]F 4re] whEd

=z
=

B8 AAH A7 BEa o] 2ol
A, a0 wEe 24A HA9 uEd

73 =(Diener, 1985b)
T Hrb Ao 7|23 E|(Schwarz & Clore,
19830 FFE L= F de AeE LA
UTKRyff, 1989). LHo%= EF3FaL Pavor9}t
Diener (1993)& Q1A% SWQl 4ol ‘ﬂ'}‘lﬂr 8
A7 ZHo] PEslolol e olfE AN
o WA, w‘;e oAl s

E% dusieieln ol ue 244 ¥

Larson, Levine, & Emmons,

& >

L oX o2 1o o g _12i T oo o

A
il é?%x—ﬂom»} @7 u hiss J bl
ael e A7IAQ #s wdth &
el HHE Qe A e BHE g
A 7rel] Wil T A er1E
she AMA e Fslop dvta 5
At 2y oS F4ve tEA, o
3 BE AT dFsol AMe dd vy

Locke, Durham, & Kluger, 1998). o|& €9, &
A AN HEHoR Be FFO oo

U 2Ed2E UehiH, A7), Bl Al

DHEOl OjxlE el &

= ACSZ 98 A th(Thompson, Waltz, Croyle,
& Pepper, 2007).

ojef Zol, &l w3t AAH Hlel] HA
A 847t 4FFS A JhsAde wig =tk
sy FM7F FAVE He ATl akel
Rhol] wAE el dside Bzl uprt
79 ot o Gross$} John(2003)- 7hele]
Az o] dro wHel g vxd

1 Baged, Aol FPMzd 3ol

ge AE At & ow) o]59 dAdA 1
HAE FH3 E F AUtk Gross® Johne A

YA F4 FHzE Aol TREE AA
A Agle e FA AR el
%d oAz AA2A Age R Axt
= gl mE 2] &k gd#Ee Aeld
ohd7he HHA o2 e W 928 HNA
oz folal dZdd. 9w 0
AAe w) e BE folahl de
Ao et oj5e 9
BAHAe JkS 7y A=
G5 S, AR 2AEE AN
of YA s Ho N,
b qbn Hekth ma wRAd AbEA
Avss Bl g wEe] FA o
Fe mdda d@Hgc W, 28 A=
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wgGA e} BAL 7, A 5B Asfain,

oorr
J

r-\m

FEA s weold Abde d nkEs
g4 e 7RI v Bk ®
g g 29 A P2 v 43
St st AMHom R ALEA AAY
& 7139ek7] W2ol ko] oy fwit
< AspAzivt AW £d AA7E 29
Peoz FHe AE e, #UdE
o] are] WHEo] Al dFE A Thede
= w1 #UgEe ake e £ g
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3 HQlthdl: Wagner et al., 2014).

SE AAeEE shie 4Rey o
2 AFEE} 28 (proximah EA oIt 719
s BlEobe Y dista)TAIQL Ao] Apalo]
1:1'(G0palan el al, 2013). &S oA Yanchus
o} FRE0102 EWFY o] T
A Lol gk g 78 Al
71 ARE A, GopalanT FEE(2013)
e A4 2oz 1 WA PN
oo =EE EHY W, FAwFD gl

it
H
T

1
3

o]l AE WIS BElA AWdte
o] 44T o et upzbA

TE taddd A & A 233 dot
3 Asoz 1 #AE A¥staat gt
HAME ATI(Z2EE)

A AZ(emotional exhaustion)S 2 F-EH7
<l

o dHegler HFEE Hdolth Maslach
1978y AFENS AN-o} ddd ~EH~
o tigh ¥gog A dske AFEEC W
g Wil JAdd AEE Fosta, HFaxl
= TrSARE wAke 2ol tiQl HFo] W
g FAAER AHHAS ARG o
T Maslach, Jackson I Leiter (1996)7} T2
T ANA 2AT Wa ARESD 4R
Agelgons 2 FAAE 2ew
o)

T A HAJa, o5 Adst 7Y 4wt
Aoz wolgoixn 9k FAF R Ay
B AAME A7 ek AAE, HAF
A AHE QlE] A A YAY oUA 7t 1A
o] Adttn w7l FHE oudith Yie

L OEERE:

mutoR 4%

A s BHT wAE e AR Uey
thel: AES 5, 2014; Hilsheger & Schewe,
2011). ol#g Azt Al g FA=F
ATFATANNE dASA EAE = ER -
S, 2014; A 8], 2013; Carlson et al., 2012), 3
Has 2AA7E RS ARG Fo g A
AES aRse FAxE HHo|7] wZel
(Cheung & Tang, 2009; Grandey, 2000), Z]%F-&
3 BHE AAVE s e E Bt
olF =olaAI, & 05_?5 A B Eo]
E(Hobfoll, 1989) 7]ukate] 2| 7ed o of A <]
Z]—O /\] r= —yz_:]_—] 7]_7§ X zZulA Ak

A7k 7 ]'E(work-family conflict)&

oA ZdE e ge2 A o2 ds &
QA el M TP 98 2 25
Fel 2 A ) A THGreenhaus & Beutell, 1985). &
wAon Uoby BES WPHE e A
2 A = (Allen,

2000; Frone, Russell, & Cooper, 1992), 2|7ollA]
o Agolut Aol AHeIAe A8 SqL

Herst, Bruck, & Sutton,
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HET - 484/ Sl thet IMeS0] a2

Wl 8FA Lhwork interfering family) Rl 2 714
ANe) Agolt Aol Aol gt e
Wall g 4 Y tHfamily interfering work). ©]2] g
T WA 25 ME AHor HlEe 2
So2 985 O WCarlson, Kacmar, & Willams,
2000; Mesmer-Magnus & Viswesvaran, 2005), %
dsl AglHe Mdollite el
HH oz 7FF3THGreenhaus & Beutell, 1985;
Fron et al., 1992).

=AM F 7 o2 A7 2
o 2d< FuA doh A, d-7H 2
o] 7Hg—d AsHtd ¥ A Ad4HE 4
ol dmMEd, AdEl, 2011
Coffey, & Byerly, 2002), oekgk A7 S o
o] A &THFrone et al., 1992; Kossek &

Ozeki, 1998). B4, d—7Pg ZATo] 22 =

o ol off

Anderson,

y
Solut 4% 870 3] FFE e 5 9
7] 2 Byron, 2005), el e HA
o MGl TN G Agsied o

—71 Aol Age Ao At
gelollA A npel #Zol, AF7A] L7}
d A qLolgel 7utete] AWl sk
THGreenhaus & Beutell, 1985; Kahn, Wolfe,
Quinn, Snoek, & Rosenthal, 1964). &, & Z
o ¥ FEdoR IFHASAE, Grandey
9} Cropanzano(1999)= ¥-71d ZeS AYE
FolEe A &oto] Aty AdRE| &
| waw, il 7H lvta Azeke o
ojut A 54, dH, oldA o A4
gAY FAE e A /A e,
Ef e FU A diel] ZdiEe B
of FoAAA BAU Ao A A, HAAA
Ao A vl EE th(Hobfoll, 1989). Grandey<}
Cropanzano(1999)+ AFE g ~Ef A = F

y 1
BN A £ g 98 FAE B

9

M oox [¥ o ox

OISO OIS W MNA AR IR 250l 0F0E

ettt el wh Qlth eRIAI2 Chend}
Powell2012)= AFJEFZO|2E A 83t JF
Ax el AL E£Ao] FfRle] Bfek e F
T DAAFCZN TPPA AR & Q)

AQe R atn Aoz Ay 7
$¢ 2otk FYrt

S ALEE| 20 7]
AL H2or A
3t Stk Voydanoff(2004)E 2
F7F 257¢ #hE A7
g e e A P Adoly fF et
& 0 7 a2 FEY & don, oY

fan

o yo

@ AreTEel A 2%
31 931 B} 9lt}. 33 Bakker, Demerouti

Dollard(2008)= BA2A 879 37 HF I
ot AR diled, odd AyeT
7F AR obdet wiAF Adske d-7Hg
Zs3e ddEna Bk

AdEZOI 2T 2T AYRA L YA
Argshe el oy A7 Zaldel &
AgHrkel: B, 2014; ©lF 5, 2006
Brotheridge & Lee, 2002; Cheung & Tang, 2009).
53 #ugE PAH e Aed =9
< 879t AYAREAQ Y o] ™M (Grandey,
2000; Sanz-Vergel, Rodriguez- Mufioz, Bakker, &
Demerouti, 2012) 22 ZFFE R Tkd]: o]
g 5, 2000, EHYEH Ao Ao @
AS 29 d7e B4 &t
44 dFESs AvEd,
Panagopolou % Benos(2006) 1|3l  Seery,
Corrigall 2 Harpel(2008)& EHPFo] Ud—
M Ao FHez #HA"HYG #HIoh
Wagner$t 5520142 438 24 WS A
&ato], HA e W
T

AN e

Montgomery,
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350] 7}
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A7 BEL FUAHE AL 9
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s=dElEElAl s oY

W AHdEe ~x2 JIAEsEln
1S5 AA 2dstA 7ol 9753
T = AAHH HQIthBeal, Thougakos, Weiss,
& Green, 20006).
@, A 3
Carlson¥ FEE(012)> REAQ ZhEo] F
SA9e] ERAEI ZAA 2L £A
= vifst] Mg Aee Pt B
Ak ool AT ERAEI dAbY AE
%

e ARAQ BAE AvuA 2w, HAA

0,
o
X
=51
2
o
ofl
>
)

il
i r
o
=2
>
1o,
D)
40,

=4
Y 2AES Yzt 3 :l":}(Grandey &
Cropanzano, 1999; Chen & Powell, 2012). £ ¢
TE Carlson 5(2012)9] A9} dALA EH
ggol BAA 2 BY
A7 Zee 2dske AR HF5, o

T s moellA oleh AdHE TAE AA

o

A
ol rE [0 &

IE= LHE?}WMontgomery et al., 2006).
et A Frone?} TEE(1992)% €-714

(O ook
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)
o
4
20,
9
I
o
=
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Ly
o
il I
rII

o om |o oTS 9

o r

o] Az} 7}Fel 4 7te] AIEE s,

4
a3t 7ol =% dds 3t

tjeret AR QT3S 13 =u|(l: Bakker et
al,, 2008; Voydanoff, 2005), FAX4 L+7} 2
T UE AHeTE dgidez ued ¢
T A9 gtk T AFAAT FN=TS
Aggieoz sty drpy A5 wifan
goldlt). Montgomery?t FREEQ000) X
s AFEx, AAA B F A A
g Z&so] Fi mifde Ae® By
&+ Noor?} Zainuddin(2011)S F¥3) &}
AR axle] BACAN I Ao ¢
AERE AAYD, AFEzle] =
Al vl A S eke] AA A= FE vl
o}

0o 2
N
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>

o M glo
N
2
o
o
N
)
o
1D

s Olﬂ
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=
rE
rO
o
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=
S,

Ty oA AR
o2 AFgzieor tF e, o ti
o] 227} At} Hall, Dollard, Tuckey, Winefield
9 Thompson(2010y> 2 F&xe] a4 24919l
AR 2% AP AT Tl o| Aol
AegPst=A] Adste dad o] glte
Ae AFstHA FHAFE FIsHATh ©]
E2 A HEFEo] E(Hobfoll, 1989; 2001), L7~
A}l o] E(Bakker & Demerouti, 2007), =2 XA}
O] E(Meijman & Mulder, 1998), AL<EA o] =
(Hobfoll, 2001)2 483l TFEFS A<l
th AyHor HRQTF - HMH 2 —

QY 2
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ST - U84/ Aol ofet MeS0] &

o] tel ek A u 2an
A, AR

Maslach(1982)& 4™ o] 7+ (Q'(decompression)q‘jﬂ‘
Nas NFo2ZHN LA AP ~Egx

U %] 7oz dgs e Add us] 59
G WIS Bk & BAY a7 BEe
FHE Tt THLS ARSIl a9
o= olFatr] Hel 4AgA, FAA shgelv
742 dlador & ot itk Fgrh
Maslach®] & g dee ol&4 s

[o
=

[rt
2
e
_{
¥0,
™,
2
)
=
3
=
[3®]
=
=

spiral)= =

Hobfoll, 2001; Demerouti, Bakker, & Bulters,
2004), #5o] WA el we} wele] A
£ 1dste Aol FeAel Adew dAddd
(ll: Yanchus et al., 2010).

AL HFo| Bl w2 el A
o] &Hol e Aow zHFEeted, W
T ANA ALE nZATIEA HAE &
g 7834 S HCarlson et al, 2012; Chen
& Powell, 2012). 3, QFolA TS HAH

of

o o

OISO OIS W MNA AR IR 250l 0F0E

2E BEHA g o 7R A&
Ui'(Wagner et al, 2013), 7FFoA 2Adol}
&5 AL FMH Ado] A A
B Wi 4 Z25S 4
Al H= Aelty. o9} FASHAl Thompson,
tk B Brown(2005)& Z%elA AR A
2 202 7P s AdAita gl

v} ot T3 Demerouti®t FEE004)S F

_1

o T8

fr Ao

z

%l
A= Q9 B Ak D 5 QAT QRS
—> 7(:)]%

— A4 249

2}

H d 4

BEE nEste A 44T + vk
Frone et al, 1992). ¥ A3 FH FAAIE
arol wEold]) AllenY BEE(200002 AME
o WlEHEA AFolM d7Hg 25 HFF
ol 3w ghe] vl 7Y Bel vEHAS
= dusty, 2 7Y ¥4 25 ¥
< 49 95y #EEdn Baogo E=3h
A7y 5o Azz RSy g v
o ML BE JPEATE gig WEREY
23, 47V ATS AFTE27) Bot 4

a2 1, AREy
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35 O A #EGE Hole Al
VeI THKossek & Ozeki, 1998). ©]32] =9 &
¢ FPele, B ATE 29 19 2L AT
23S Ateln, Bd H9E 4P

7M. BAETERY TS BAA
A, Ao A5 welel de) B
Q) 9L w2 ol

j =

b

)

oAt

2] AFEe A9d 5de g
(Acker, 1990). Erickson®} Ritter(2001)= Hochschild
(1983)9] F8 ATFERl Al sl A
98 545 & 9 ARgtn AAYch

4
A AEl s el ARE ofge] Adole

[e)
I AgARAE B8, 2, "oy gy
2o 94E ¥stu JEGF, 2013), A
A 013%& ﬁProﬂAi ol Bl go| A3 =

5 4
‘ﬂli o A
W BFA| 7k %HM 785 ool el Hls) &

P& o A3t At sk
A%, 2009; FGF, 2013). Y WA
g e AFoA Pae WAl bt
(3]

==

gl Aal%, 2009, Tev olel g
B B, U oky AE Ao
Al wlNE Gl el TR A3t

A€

Uehdth o& S, A%, Hal%2003)3
7F4 8120062 Aol A °]—>7}7é 4ol 4
s A ekth W, A H2010)9]
ATelM -7k 2 FEL Aol 9
o "l o =A 23 %
£ s, AdE B dedeoine] AT
drMe 47 s 7}75“?}4? b A
AZF 3 Feel At foldnh Fiekd, =
el B Ld-rby AsolA FElg At
EATT B3 ojHoh

e, =9 NEATES
Fischer®} Boer(2011)2] ATol|A &3 3}1A
AUtk 2% 1Y Be A4 21
Adehe Aoz deid. wE AuaT 5
7} Aol Qe 20 olAA, OFCD AL
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n= 357, “p<.01, “p<001, ( XFe AHE AF.
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The effect of subordinate’s emotional labor on life satisfaction:
A dual mediating effect of emotional exhaustion and

work-family conflict

Dong Kyun Kwon Myoung So Kim

Hoseo University

The purpose of this study was to examine the dual mediating effect of emotional exhaustion and
work-family conflict(work to family interfering) in the relationship between subordinates’ emotional
labor(surface acting) and life satisfaction. A total of 547 employees working at various companies in
Korea participated in an on-line survey, 357 data were used for statistical analysis after the elimination of
inadequate sample including unmarried persons. In order to examine the dual mediation model, structural
equation modeling was conducted through AMOS programs. The results demonstrated that the model of
a full mediation effect of emotional exhaustion and work-family conflict was supported. And latent mean
analysis showed that females has significantly higher work-family conflict than males while there was no
significant gender differences in other variables(surface acting, emotional exhaustion, life satisfaction) as
well as path coefficients. On the basis of the results, the implications and future research directions were

discussed.

Key words : emotional labor, surface acting, emotional exbaustion, work-family conflict, life satisfaction
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