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5. ZAHY
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#3749 AFE SPSS 12.0 programg ©]&3ld
5A Azt

ZAIETE A2=E Cronbach’s a 2 &3t
ddatel dwry 89l, AYA 891, 4FF 89L& H
. 9 BF, EFUAZ AE3AT. A
Ak g9l APH 29l dFFH el UE A=
T B2 AAH BuZel H=E t-test, ANOVA,
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1) tidAte] Aol uhE dukd Q)

ATRAAE F 574W g 3L 638(11.0%)
ol:, o4& 51194 (89.0%) 2.2 oJ4je] o] Be Ao
2 vyt d3dae GAde 304 vl st B
%3, oAdL 30~404 vigte] 7b3 B Aoz el
U fo@ Aolg Byt AEARE gAL u]Ee
66.7%=% Aoz vehgn, o4e 7Ef]
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W o E8% 2 % Cronbach's alpha 97t 54.0%, Al AL gt 58.T%E Y
A FP= 4 53 3= 0.513 Bl ditd 8l & A% ZEAdREe 9y 4d
AR QT 10 53 A= 0.853 o 9 03} z}o]= 9
48 10 539 He 0.710 | w2l 913 Aol & vl >.
A gHg 17 54 3E 0.904
2) digAe] A w2 2P a9
(E 2) tlatxte] Mygdof| o2 etx 0l (N=574)
o o ] 33 2
24 TE (n=63) (n=511) X P
304 |t 34(54.0) 182(35.6)
A 30~404 vl 26(41.2) 204(39.9) 0.001 0.000
404 o)A 3(4.8) 125(24.5)
- u & 42(66.7) 220(43.1)
A&el¥ e 21(33.3) 291(56.9) 0.002 0.000
hES 46(73.0) 414(81.0)
e ARG E 15(23.8) 84(16.4) 0.317 0.175
HZ o]} 2( 3.2) 13( 2.5)
ok 34(54.0) 211(41.3)
A A8
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(E 3) ciaiXtel Mdol o2 2HX 29I (N=574)
@4 o4 2
o u
a9 T (0=63) (n=511) X P
BEFTPY 2(3.2) 69(13.5)
ELTPY syl 15(23.8) 111(21.7) 0.063 0.048
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&
283 W73 36(57.1) o907 002 038
Sidugh 29(46.0) 197(38.6)
2873y 5~104 vl 19(30.2) 145(28.4) 0.307 0.137
104 o4 15(23.8) 169(33.0)
Ea ] 48(76.2) 367(71.8)
A1
i Uz 15(23.8) 144(28.2) 0.551 0.465
(F 4) djdxte] Medo|| o2 A2H 9l (N=574)
EE e
&4 (BB (B EEAA) ¢ P
ALAUE 2.14 + 0.40 2.20 £ 0.40 -1.041 0.298
RN 2.72 £ 0.70 267 £ 0.75 0.482 0.630
(H 5) CjaXle] Mylo]| o2 Z4™¥:E 9 AN SHZ (N=574)
BT eE
o]
44 (BFEZHA) (AFEERA) ¢ P
I 316 £ 0.48 3.02 + 0.42 ~0.931 0.352
AAH Bzt 3.07 £ 0.48 3.13 + 0.42 -0.993 0.321

2RPAE Y IFug] 73.0%2 Uehto
H, g e sRulge] 64.8%2 Vet 4o e
#elg Aol Yotk DY B wAFHo|
57.1%2 Jekka, e wgFAel 50.7%2 vl
G @it o 25 ugiEel o ge Aoz uu
sth 2R7de Y4e 59 viRte] 46.0%019%,
e 59 Hlwe] 38.6% oAtk AFE WA 7
$ 290l 76.2%91%m, @HE Aol

71.9% ©IUTKE 3.

3) tdAte) el W2 g7 89l

A9 AFgdxEe 54 A4 2.148¢ vl
AL, AFLTEE 2,728 U}, 49 AR
J¥=Ee 54 A 2208 Jehiln, FHFLTF
TE 2.674% JeERIJTKE 4).

2. ciARtel WS W MM 2HY

1) d/dAte] el e AxF 2 AANY 2
Fgel AP eEe 54 A 3.163e2 dEk
I, AAA ERZAE 3.073 22 Jeiyth 949

LA = R

AxFe 53 vty 322302 Ueiygtn, AAH B
H7te 3.133802 JePGtKE 5).

2) thdate) Add e A3 ANz 2ug
o] FaAA
2R T AAFH B AT 9 =¥ S
ARIAY A Ao Z vt & g xFol Ut
G2 NAF BEHge Axst Zvlske Ao e
stk ol Aol 53 AR xER AAF EHz
o] fel3t AAAAI} de AoE YElUTKE 6).
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AAsEA A158 A25 (2006)

(B 7) 43t o{de| 2uty 0l o2 AHEE (N=574)
23 x %
89 ¥ i) ke
HF+tEFHR} t/F p YA+EFUR} t/F P
20~304] wjgt 3.05 £ 0.50 3.30 £ 0.50
a3 30~404] gt 3.25+04 2.534 0.088 3.21 £ 0.56 4.166 0.016
404 o] 3.56 £ 0.11 3.13 £ 0.52
u g 3.11 £ 0.50 B 3.31 + 0.49
AZAR NE 394 + 0.42 1.020 0.312 315 £ 055 3.320 0.001
Ik 3.11 £ 0.46 3.23+£0.54
L= ARFUE 3.30 = 0.55 0.910 0.408 3.22 £+ 0.48 2.263 0.105
g o] 3.25 £ 0.07 291 £ 042
it 3.16 £ 0.52 3.25 + 0.51
ahs:]

AR o 315 + 0.42 0.078 0.938 390 + 0.55 0.957 0.339
TE AExF $£Fo] L Ao Yuyn, o4 3, 949 AS FHHe] AT FFo] Uk
S d¥o] YEFE YT FFo] FF Aol SE4EL dAe A$ 109 o439l A% %o
7} S Ao JEyYd. A& nE % FEol wen, o449 A% 59 vl A7 Ay
FE& FA4Y AF 718N A BT FE0 = xF9 FFo] ot AFL G4 AS 294
kAR BAH oz folsiAe &gttt e A 1] UAe d Aolr) gllm, o9 A¢ 2A

QU AY AT FE0] qol $AHLE fol@
2ot Sieh. &2 dge] B¢ AEdEe] Hx
Y FEol =%, A9 A nFo] AT
FEol BT FAALE fefsle &uch 34
# 4y 2% AAA] 3l A5 AT FEol
EUAT FAHLE FAsHe FUTKE 7).

2) @47 49 AdA 89lof wE =%

SHEEAE TS G A AEuge] 7
BxFe FEo] =T BAHoR fosA 4%
3, 949 AF AFWFe] BT FF] MR
=%, BAHdcEE fosd. neFuE e
T B89 A4S viATRe ZHTY FEo ¥S

357t AT FEOl EUTKE 8).

3) 47 A9 ¥ ald we =%

3 A AFAdxdd e e F=ot
Fel@ AolE Bgn, AFetrd e FPxFL
T Aolg vehA] skt 4499 B¢ ARAY
=ol We AxEH JFeTrd wE AP =T
Foe EF fAT Holg 2ydh & IARAE=s}
F7HSE s A=t I, T
7} FHEFE AT =Tt STRIATKE 9).

4. CjaRte] EAT} AME 2EZDRe| BHA|

(E 8) =41l oiMe| ZdH olof mE ZELE (N=574)
=5
89l TE i A4
HF+EFHA} t/F ) PA+EFHR} t/F p

2z} 3.30 £ 0.56 3.41 £ 0.56

ZFEA Epa R R P 2.94 + 0.48 2.037 0.139 3.16 £ 0.54 5.370 0.005
o 7o) 2 3.22 + 0.46 3.20 £ 0.52
A3 3.07 £ 0.50 3.27 £ 0.52

8

8He) REAEEY 314 £ 046 0.248 0.805 318 + 054 1.837 0.067
54 m|gk 3.09 + 0.52 3.26 + 0.52

e 5~109 ojgt 3.16 £ 0.44 0.798 0.455 3.21 £ 0.52 0.656 0.519
109 o]4 3.28 £ 0.43 3.20 = 0.56
2=Ad 3.16 £ 0.48 3.24 + 0.53

Al=L

A oA 316 + 0.48 0.003 0.998 317 £ 055 1.410 0.159
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(E 9) 4ot o{dof A 20l e ZHLS

(N=574)
AR
kiic il
r P r p
4799z 0291  0.021  0.169  0.000
AF87%= 0115 0.370  0.226 _ 0.000

1) 343 o4 dukd gQle| w2 A4 Eu7
AR e A5 404 ool AAH EHZ
=7 7P %R, A9 A5 20d7F AAH EH
7o) A=oh 7P w3 BF BAHSR fol@ Aol
7} e Aoz Uegt. 2EARe d4de AS 7]

WAl A AA AL YL ofFugelA
SR A% WA $P) FEo} wob 2FRA
of e AMF gz Bt EAReR fojap
dehta, o4 BFH A A 28] o}
2eFeel Wek AAH gugel s FAHes
#o)3h7) ehdthE 11,

3) W4T ool ARE 2ol He AN Buz

YRYYEE g A% FAdez skl o
Btk & ARAYESt #2545 AAF ¥A ¥
ok ARAFEE PAT o4 BE BAHE b
sth ARATEIt $245 AAF B0l L A

Eol AAH BHzel F=rt w3%k3, d49 B v

2N

B AAH Buzte] ¥ Ao deyrh 3

43t BALY f50l BANE FIP Al E vend
A WSITKE 10).

o2 UegeKE 12).

5. #BL-30 g&¥e olx&

20l

F47 el gl YBS vlAE 2L

2) @47 949 AYgH e g AHH EHzt Hy) 98 ka9l AYH 891, 4FF 899 »
(E 10> 47} oi4e) utN Qolof mE MAA EHZ (N=574)
AAE gAY
29l 77 i) 44
HA+EFAR} t/F p HA+EFHA t/F p
20~304) wqt 2.88 £ 0.47 3.23 £ 0.38
e 30~40A4 bt 3.27 £ 041 7.022 0.002 3.16 £ 0.43 18.789 0.000
v 404 ©4 3.50 * 0.35 2.94 + 0.42
- uE 2.99 + 0.47 B 3.20 + 0,42
BEAR NE 593 + 048 1.866 0.067 507+ 0.42 3.334 0.001
1z 3.08 + 0.51 3.11 + 0.42
gg ALY= 3.10 + 0.40 0.431 0.652 3.22 + 043 2.241 0.107
qE o1 2.76 + 0.83 , 3.08 + 0.37
Ak 3.04 £ 0.46 3.15+£ 041
b AR -
AL g 311 £ 051 0.524 0.602 311 +0.44 0.943 0.346
(E 11 a3t ofMel XA Qolof mME AN SHZ (N=574)
AAA ERg
849 & i) o4
P+ EEUR t/F D HE+EFEA t/F p
2 Za) 2 3.00 = 0.66 3.17 £ 0.40
oEEA 23ty gl 2.72 £+ 0.45 5.981 0.004 3.09 £ 0.41 0.889 0.412
ol 7ol 3.19 £+ 0.44 3.14 + 0.43
A4 3.21 £ 043 3.20 £ 0.40
&
183y WA 297 + 0.49 2.045 0.045 3.06 + 044 3.550 0.000
53 ulgt 293 £ 045 3.18 + 0.39
254 5~104d o9t 3.28 £ 0.52 3.172 0.049 3.09 + 0.44 2.344 0.097
10 ol 3.08 + 0.41 3.10 £ 0.45 i
2521 3.03 £ 0.51 3.15 £ 0.40
AL -
2§ A 390 + 0.37 1.164 0.249 500 ¢ 0.47 1.389 0.165
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Ad33EA #1548 A23 (2006)

(E 12) 243} ofdol JPH Qolof mE AlHH (E 14) Mot ofye| AMMA EHZo dEg o]z
£zt (N=574) = g9l (N=574)
AAH A3z a9l F partial R* P
i o34 94 ARY¥=  14.832 0.112 0.000
r D r p ARGPE 14991 0.201 0.000
ARYA= 0190 0.137 0.216  0.000 R*=0.313 F=14.051 p=0.000
ABQPE 0442  0.000 0.332  0.000 44 ARYEE 2745 0.187 0.000
,,,,, Z3x% 18.09 0.142  0.000
R°=0.329 F=29.051 p=0.000
€ HFE SYHUSFE 3o, ALES THUSLE 9
oA 3)AEM(Stepwise Multiple Regression) < V. = 9|

AN B AFNN 4HE 2de felsigon,
GAIN 2] Aue 201% oL, Ao
wele] e 22.6% ol

PN AHeFe] FEE e Rl
4TAYEA Aoz ekt & ARAYEst
5% egol & Ao Uei odelx 2
wF 9B PAE el ¥iE ARLTE A
o2 vegth & 4RLFEt 2345 Pl
$e Ao UERItKE 13).

s
B
X
3L

o rfr

=

bl =2

pm

=

(Z 13) 41 oy ZACF

of ¥&s olxls 2

ol (N=574)
TE ER F partial R p
@8 ARdE=E 5657 0.291 0.021
g4 ARSTE 27459 0.226 0.000
6. AHH gHzZtol dEFgS ojxle 29

G oAl AlAA BHZdel e nxE= 29
AHE7] Ha dubA 99, AYH 891, dEH
89 ¢ =TS SYPAsR s, A Buge
FTEUEE 3] ohA 3] AR (Stepwise Multiple
Regression) S AAISIET. £ dFx A3 w4
2 fFosgey, dAdx =do Mdu¥e 31.3%
ollon, dAdor male] duEg e 32.9% o|dt}.
e AAF B 4%E viXe FI% HF

o

=2

£
:H

£ A7e7Es ATAUE Ao et = 3
PAYE $24%, ARLTEI B34S, AAA

2Rl £ Ao Uehich alysl AAF Bug
o BE VAL fIP WrE AFaTEst P
£ Aoz vut & ARLTES $84%, 7
HwFel FFo] ¥L5E UMY BWYo] L Ao

TET A
2 YehgtKE 14).

=
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ZAL 3] Y =T FAxEe 99 AS
53 whdel 3.16H 22 vetdta, Ao A% 54
el 3.223 02 v} Aol A wl It &
%t ol FHERUE A8YFE A Aot
e SAF(2000)2] Adet dXgle Aotk E
AFAe] AAH BHAE FAe] BS 53
3.0735 vehlida, o4 A5 3.133 & Jehlef
ool ot wUTh AH T FARE oz A4
F BRAE A o]FE 5(2004)9] drelMe 5
A e 1.74388 JvEh] E dFddRe A
EUZl o itk olet e Axe Wy Tz
o] 5ol g el vla] JFaFo] Bol A BH
e Amrl & Aoz Yy,

AR =TI AAH Eugdsel #AE AvRY, ¢
B3 A4 BT AR T WE AAE Eude] 2F
&) ABABATL UE ALz Vet & R xFo
7SS A EUge ot Ikele Aoz
vetyith ol A w%e FAxrt AgEE 2Egs
o] A== FolAlthe HFES(1998) Aret Axst
Aoz, wulA Abglel AAl 7H-S WAEAT 3,
zFo] AN AR TE ST 2N WAHRE
I MR el B g PRI MY B
A e AF2EfA 9gE dol Aog AR
dH(Rafaeli®} Sutton, 1987).

A9z 29l F =T 9L vXe 89 ¥
A A3 34de A dHol 585E AHxTY &
Fol B2 o Uelym, 49 A Aol ve
F& A% ¢80 FAHCE % Aol7t
€ A& Jeitlh ol d¥o] ¥&FE 257310
Fol g5l nlxdtn AT & 23R Eapr
W2 Hoz ARG ()FL 5, 2004). BEAR
d e AFxE FFES AN NEQA B A

=

T«

=
[
A



5 FFo] ERAT FAHcs fosie gt
age nE B¢ FHx=Be FFo| ol AN
2 #F93 Aot e Aoz Uit ol 7lER
9 A%+ WA =T FHHA AL A =y
7oz Adns 7AAA Hu 433 AzteA
g g o7 3 Hol FAMFHoz HH 817
W7l 2oz metdrh(HAel, 1982). & A
o] AL ARuUZo] P T FFo] ESt1, 449
BE 1Fo| AT FFo] ERAR FAHoe=w
frojaiAle st

YA 89 F o JFE uE 22l
A 24 Ad, G AEF 2F3e B3¢ 2
AT £F0] EAT BAFoz fosiA] At
2, A4 A FviRe 273l A+ AT F£F
ol 71 %1, FAHCEE st n&ded
AT G A vBFHAN BH T £
o] &3km, o9 AL AN AT FFo
=3t 25738 A0 1038 ol A8 2y
5o £FEol wkon, oA 54 vkl B¢ 7
BB $Fo| wUTh FAFE @49 BF /9@
Zpol7b g, AL 2¥ARIQL B9 2Ty
FEol #¥3th =23 953 89 F AT 9%
< PlAE 82 ¥4 23, d9 A AR Axo

2 A xeEe F=rt fo3t Aols Byn, A7
Tro W2 % I3 Aol& Jelix] 4t
o g9 ZA5 AFHERC wE T HFa
Tro| ME A FY e EF K3 Aol B
[k, & ARSIzt F7HESE AT AEr)
7, AFeT=rt F7HEEE AP esY F=
7} Zrbelgnh. A 23] 22448 gaez @ Aed
(2001)9) AFAME JRLTFEs} ATl HEs)
Fol BTAZ} Yk AR Vet B A7aHY 9
Aste Aoz et

date] dubd gQle] AAA EWZ | wAe o
e AMEA, AL G AS 404 o)/de] AA
A BHztel A=t B %3, 949 A% 200171
A ERzZe Fxrt 7MY w81 BE BAFHOR
Fol@ ztel7t de Aoz Jeikth by d¥o)
we Ao vjEQ ALE tdeE FHAER AFF
AAH ERAL A 2 = IEE s
Aol Pashltl, AEARE AA HF vjEA Al
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- Abstract -

A Study on Response of Job
Stress and Emotional Labor
of the Sales Workers
of Department Store
Cho, Su Kyeong” - Jung, Hye Sun™*
Purpose: This study purposed on inves-
tigating how the emotional labor affects the
physical uncomfortable feeling of the workers
in the department store. Method: The method
of data collection was used of questionnaire for
574 workers of one department store located in
Seoul. The period of data collection was done
2004 to November 30 for
about one month. The working career of the

from November 1,

participants was over one month at that
department. Result: The degree of emotional
labor for participants, men were 3.21x0.53 for
the total point of 5.0 point, and the degree of
the physical uncomfortable feeling was
3.07+0.48 for total of 5.0 point. The degree of
emotional labor for participants, women were
3.22%0.42 for the total point of 5.0 point, and
the of the physical
feeling was 3.13+0.42 for total of 5.0 point. In

order to analyze the factors that affected the

degree uncomfortable

emotional labor and physical uncomfortable
feeling, the multi-level reflecting analysis was
used. As a result, men were insecurity of job
the

degree,

in
the
responsibility of job influenced the emotional

influenced emotional labor feeling

remarkable women were

labor. Men were insecurity and responsibility
of job influenced physical uncomfortable feeling

in remarkable degree, women were

* Branch of Nowon, Lotte Department Store
** College of Medicine, The Catholic University of Korea



responsibility of job and emotional labor
influenced the physical uncomfortable feeling in
remarkable degree. Conclusion: The results of
this study show that various strategies to
remove the factors of job insecurity in order to
reduce the level of emotional labor of the
workers at the department store should be
devised. In addition, the special way to
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minimize the physical insecurity should be
contrived and carried out. Since the workers of
the department stores had higher emotional
labor, the factors of stress need to be analyzed
and should be removed.

Key words : Job stress, Emotional labor,
Sales worker, Department store





