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{Abstract>

The Level of Emotional Labor among Workers in One

University Hospital
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Jin Yong Lee™"

Department of Public Health, The Graduate School of Konyang University
Department of Preventive Medicine, College of Medicine, Konyang University

Purpose : The purpose of this study was to investigate the level of emotional
labor and to identify affecting factors on emotional labor among one university

hospital employees.

Material and Method : This study was based on cross—sectional, self—
administered, and Internet—based survey. The survey was conducted from
Mar. 2 to Mar. 28. 2011. Total subjects were 812 employees working in one
university hospital. Total response rate was 61.5%. Modified evaluation tool
was used, which was originally developed by Morris and Feldman, to measure
the level of emotional labor among hospital personnel. In order to identify the
affecting factors on high level of emotional labor, we conducted logistic
regression. The SPSS statistical software package was used to perform the

statistical analysis. All statistical tests were 2—sided and a p—value<0.05 was
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considered statistically significant.

Results : Average score of emotional labor was 3.06. Employees(3.39) who
are working at the emergency department and hemodialysis room indicated the
highest level of emotional labor, followed by wards(3.14), department of
administration(3.14), department of ambulatory cares(3.06). The factors
affecting on the high level of emotional labor were the highest level of

schooling, types of department, and types of personality (p<0.05).

Conclusion : The survey results showed that there was significant level of
emotional labors among hospital employees. Therefore, the efforts to reduce

the level of emotional labors are needed.

Key word . Emotional Labor, Hospital Personnel, Consumer Satisfaction

I. A 2

7195 34 v A EHRE 71l gk £ QS Aol 98l ald
AL BT, v, XA, AR RN AAS 23 vk 53], AuAad
W 2L 3 A A w=E AANIAE FE O 52 NSRS ofEoe A
o] ALt AALY] wTol uAel et FAFES] AAREA FAlSH St (o]
21, 2009). AT 7ol HASNA oE= A AAFEEH] FAA Bl |
A mpgd e ol AAsHA] ke g, e 7I9e Fixs Vel F-&atr] s FARRE
wR1e s A m=HsARE AR i e oAld Ass dod 5 9l
t}(Morris®} Feldman, 1996). o]x18 71919 Exe} 11712 744 of 237] &) =l

A
o e 9gFEa FAEe de dFerR sk s A wmsole st
(Grandey, 2000). Hochschild(1979, 1983)& “Foz #o] 7Hast daxmgolt
AAA Bes whEr] A =79 de] B FAACE B Tled Ao Al
A gEs wE7] Y3 799 T (the management of feeling to create a
publicly observable facial and bodily display which is sold for a wage and
therefore has exchange value) 21 x5S Aoz Aot Aelshd, 7
s BRI WEA7]a, T2E0] TS vy WA itk =ge 7] SlE) AR
o S JAAY 2dsky w¥she A Lt 2009). ol#sh A x
o AFEA, ABEIA A, A1EATE, JIRA B & oS Wl s v
T 3 T

o
ATh IFolM I i1A 54391 A et 2w

1r



)

a WgFaela, =54, B4

S

, 2009).

of H]

A5 7 A9 dof i AEAE W= FES HQlth(Hagihara, 1997). 7l

[¢)

. The Level of Emotional Labor among Workers in One
University Hospital —

— Hyun Joo Kim et al
T4, 2005 ;5 o]&F4, 2006 ; xEA

i

s

1ok (

A4

™
ion
i~
ojiy

N

oz 9

A
A

, 2007), 7Jth

3

A

bR At
o AH 3AY

O

5749 240,

)
=

hvi]

L

i

oA

=
=

)

s
Rl

FA12

ju
R

o

O

MRIAE 7

q

S
a1

|

o

P g2

sttty 4 A 9t (Wharton® Erickson, 1993).
4

34

A 2A7

o FF3IE o]0

0

%o

=7

R

iy
A
A]
131

15

k]
jal
L

R

AT

°f, 4
=
e

shaL 7199
C}EEE
3}

°©

A

El

5

). o
A FAbR
o

PN
=

=

of, 2002). °]& ¢
&
o
Cl

1

1

Rl
) .
i
[e]

o

]

X

Ao A
PN
-

Al

7

S

1tH(%
EE
off b

—_L
L

1]
It (Morrise} Feldman, 1996 ;

A

[¢}

1

hu

Eis

K

Al
2008),

]

o
o B £

TE, WEg, FAlE,
719 o]

=
O

oM MulAadat B2 oty o] o]

A=

o
S
A

s

2006), A ¥

=

PN
-

AR

[¢}

FFS v]Fown AnHow
13-4

(HAZ, 2004 ; H3A

el
ot

I3

olth. 9719 ol

3

2

g

il

o o#7F %l

ol A

©
A=)
2 A
A3 nAREO R olojdn FIHOR

I3

oo o E)| B MulAy EARIQ)

o
el s FRE R SAR

234, 2006).

o}
O
371 o
9

S



1.8+ Y

of T el 9AF F UEEY TAR F AL A AA 907ES o
a9tk 20119 39 2903 39 2890717 oF 47k gl AEEA} AEA}

oz
o= galel RS Adaidn A h34 078 3 20114 38 P
057 A 812961 BEAT HHESo] 555°(68.3%)F AFHGOH, B
3 gHoR BARAN ARw ARSH 4 MEA 5655 A9t 4995 (61.5%)
g BAe Agan

n\l
o,
i
offt
lo
|\
o
ol
&
Ho
o)
=
@)

=

ay

w

o
)
N
[@N
=

ab)

5

(-
©
©
S
1o
re
—LI
ﬂl i
~N
BN
L
U
g

£
U\[

U1=(1998) 9] E4E —’Fﬁ Heste] Agetolon & 157H TIOE O]—rcﬂﬁ‘:K—r

= D = B A== b ) s s P e = 5?37}*] Likert 53 %= 4 ¢t

o7 HIUl =555 Aol =2 AS oulsit) ofH AFteA] o] ERo AlE
= Cronbach’s a= 922 YElTh

A/BE A4 54L& FTA(Framingham A Type Behavior) = 1% ©]&3}%tl. FTA
9= Haynes 5 (1978) ¢l 2=l 7dsl zp7b7191 AwA HAARR &0 5 (2001)
o] MA% TS ALGSAUKEE 2>, FTA =& Ado a3 AF 5749 49 &
b a7 d3prt B § =l el dist A 470, ARbell £71= SA Y #dd
A H2 F 10709 2F o2 o]FofA Sitt. Ao a3 582 1-44 A=
247} 0, 0.33, 0.67, 148& F1, o #d b3 9P or o, FO}WQJQ
T 7HE 1, 088 47 Fo] kst Framingham value® o] 83831t A3,

o] A% 7]%L Framingham valuel 23S 71702 =& #+& TAY /‘él.ﬂwﬁé
T, FAMT 2AG 3 S BY AARETIOE FEEelh FTA E? i
FA o AT A HYs 55389 Kuder—Richardson AlsE .830]%a1, v X
g2 Cronbach's a= .76°|31t}. o]yl AG-oA= 10i&3e] thall Cronbach's «
ol g3ste] AFEE =439l 71 A3 Cronbach’s a= .72% vERst]

O

uy Mo

_11N|

132



A

A A

University Hospital —

T2

3L

. The Level of Emotional Labor among Workers in One
=93 TAA (Student t—test) ¥}

| Cronbach’ «
tol
F Tt

5]

°©

9|

]

Es

o

= 9

5171
Al

°

— Hyun Joo Kim et al
A4

AE A== SPSS 17.0K

= 4
=

Al
=

<
T

NEE
9
ol

A

g

ol
M

2

KR
=

(ANOVA)

1l

=

A7 AN ZAAEZE 7]

2

s

7)o}

T

R

L O H =2 F]
Ee ot

_]

8

ks

3Fo] wAFEA (Chi—square test) S

[¢)
o olf

H =
T

f0°

el

HH

[e)

=

i

°

to] 22X A8 3]9F4] (Logistic Regression)
2 0.06%2 A4

=
R

o

b1 9
ol

°©

S|
A

steick. o] Aol §

S

42

ol
g
ol

mk
Rl

A

ZAA 4997 (61.5%) 2
o] 7 =9k11(82.0%), 2#2

ol
=

31.6

00.7

59.8
01.6

74.3

499
31

24

159
85

127
32

812
98

GdEo] 7PF EdtH(31.6%). AAISE FAF A
CHAHS)

[e)

<)

36
206

138

171
53

stlrk

S

3% 1>of AA
M

3
L

& <

=
21T

=3
H

2l ch

HE 1D

<
Xr
[0
oJ
ok

el

0l

]

|

KJ

133

00.4
82,0

41




AR A ws s BAT Aa A4 SRAY A eE Fde 3
oh AR I3 7E 3.02, A7 3.06 22 @Akl vl ozt I Eol o =9k
U sAACE FofebA] ekskrh AR 2540 olsrt 3.04, 26~354] ©lékrt 3.09, 36

Al o]Ako] 2977 25~354 o]a7} A xEo] M =okoLt oA EAHOR F9
a4 okttt e ARUE o)}t 3.03, tiEo] 3.03, tFY AE/EYo] 3.22%,

ighd A /&Y Fxwol 7P w2 FoE YEwen FAXHCRE {23ttt

(p<0.05). ZFFAEE s 1 QIFFAA(3.39) 0] /M =% 1 o

0% WEG14), FF@AEH) (3.14), A (3.06), IFEAD(3.05), SFHA

(2.89), FH (1A (2.8]1) +o =2 UEPFTHp<0.01). AZAEAL A3

o] 3.22, B AZAf3c] 2900 AY AARH] 7150

gor EAAoR §oath(p<0.01). I AEAE, n&9H, = 254, &
2 *

T
i
s

2 2R % el B BAwEe] Aol BALOR folaha dotrh 2AN)
el Ay B4 W e Yt <E 2o ANk

fo dm —2 rlo =

oX, oY,
Hi
AN,
do
olr
rlo
offt
)
2
o
Hu

i do
O
ot
_>|~l_‘
O

<
T
£
>
52
32
L
ol
ol
X
=

2N ord 88

Alest A3t HFehy, SFHA 9 AJFEA o] # S AR
ogf s 7oz g A /EY Ao T -Fol 5 FEO] 1.8481%
SHEAE AR (AEEA) ] vlE] A W AFFENAY] AANE o] B
stEo] 7.254, W&ol 3418, 7t 3.358), A (AHF)o] 3.35H), A
2.23%), EF5-A7F 146w =3 44 5L BY AA78S 71502 AY 44

o s

32
=

134



— Hyun Joo Kim et al : The Level of Emotional Labor among Workers in One
University Hospital —

E2  ZATYe ¢ sS4 9 ZEES9 Y (n=499)
= - c - 2=
s @ s @) HIE (%) Mean+SD tor F : p-value
A 499 100 3.0610.58
9 82 16.4 3.0240.61 637 -
a4 o] 417 83.0 3.0610.58 ’ ’
2 499 100
254 o]3} 149 29.9 3.0410.61
oz 20354 ol3 271 54.3 3.09£0.59 1,136 322
=T 364 ol 79 15.8 2.97+0.49
2 499 100
AedE ot 206 413 3.03%0.58
si=az UE 221 44,3 3.0320.56 3.407 034
T gEd Ag/EY 72 14.4 3.2240.63
2 499 100
nE 320 64.1 3.08%0.58 L 088 -
2EAH | E 179 35.9 3.02£0.58 } )
27| 499 100
- A4 406 81.4 3.06i0,?9 % P
UEEH | wATA 93 18.6 3.02+0,53
27 499 100
1w 42 8.4 2.94%0.49
= 1d~10d vk 346 9.3 3.07+0.60 990 372
ooz | 10d ol 106 21.2 3.06£0.58
27 494 98.9
1d ok 91 18.2 3.0120.64
8 FA 1d-10d g 357 71.5 3.0610.58 775 461
oo | 10d o) 44 8.8 3.14%0.51
27 492 98.5
29 420 84.2 3.05£0,57
o Fol/38q 38 7.6 3.04£0,64 495 610
AR/TEA o) 41 8.2 3.14%0.66
27 499 100
27 31 6.2 3.0610.57
a2 QgEXA 24 4.8 3.39+0.66
HE 159 31.9 3.147%0,62
Sosy E55A 85 17.0 2.89%0,51 4.477 000"
AeAY 127 255 3.05%0.57
RRcleELkeE)) 32 6.4 3.14%0.55
FA (LA G ) 41 8.2 2.81+0.46
27 499 100
AY 4453 243 487 3.2240.61 ; R
HASH By AA%Y 256 513 2.90+0,51 0.520 000
27 499 100
"p0.0s 7 p(0.001

135



B 3D

(]
= 0 I~ ! N No) o) — B
S 0 8
T| o S] i S 2 2 R S S
T . : : : S S
W |
HID | oih|o Qiam| =i ~ — N <t o
mo_._nSM8M3wm%w%NQNm%@oh%nw%olow%ﬁ/loobumm
A0
H_Ll CiSladielYN ol R oR 9 n T o oS oo R
KIF /L DTSS0S S R IVAN IS =R I 'a ¥ IS N ol B el Bl B R B RB 2R
<
zr
g on <0 W =
P
x v @ S T
= o o ) - — o RH R g0 | g0
- T ol 13 B ELE N ro T T | ok ok
(30 S e [FOE B e s TR TR | R
> T o REE = | E = > oo NN | RR
cCR2E 0w TEEpolEwe TE| o agxddie
o = ) ) T T —_y i — — =
Tl e e R SR SRR PR T RN T R
NN O jm N | X jans i L Bl = N e ZT = | o} Oﬁo o Erl vAL %P | TP < mMm
ar
Rr R0
T fm d fom ol
X0 ar ) o =0 oF B3 X0
il 50 ol <0 180 rnJ oF
il ok oF Ik ur
o X0 ) Kio o) 00 fJ = Rr o+ Ar
K Bl B X
o " v <
Bl

" p€0.001

" p(0.05

136



— Hyun Joo Kim et al : The Level of Emotional Labor among Workers in One
University Hospital —

<HE 4 ZACHAS A S0 S 0|xl= 28! (n=499)
PAPS I
E A 2 2 % C.
R o@95/ C |é@
g8 o(r=\) 1.39 0.861 2.233
36A] o) 1.00
254 o]3} 1.62 0.932 2.804
26~354] o3} 1.49 0.898 2.472
AEdZE o3 1.00
EE 0.96 0.655 1,401
g Ag/EY 1.84 1,058 3.198
71E(r) 1.00
nE 1.18 0.818 1.702
H|78 712 (1) 1.00
A4 1.31 0.836 2,066
1 vgkr) 1.00
1-10d w)gt 1.63 0.851 3,130
10d o] 1.47 0.713 3.034
13 wvke) 1.00
8 M 27 1-10d =k 1.24 0.782 1.968
104 <)% 1.69 0.813 3,492
29 (r) 1.00
F/A4 0.91 0.438 1.899
AZ/BEZ o4 1.14 0.533 2,440
78 (A )0 1.00
up 3.35 1.255 8.921
SEA 9 AdeFAA 7.25 2312 22,735
HE 3.41 1.620 7.159
EZ=H A 1.46 0.654 3.258
Az 2.23 1.047 4,764
PR (L HHA) 3.35 1.333 9.362
A BY A/ 1.00
A% BA53 2.56 1,787 3.678

137



oic

o

2

il A%

S

b1 9

7

N

ojiy
N
i

o}
H

%o
A

1
fu

L 2ERA) E

file)
ToR
2]

pzel

wir

2

AEAM (Type A or B)& 4y

A2 27} 7}

&4} ol 9ol F

Ry

&

)

= o

o7 W37t AgHoz 7}

ok e

fu

1

5

o

o3
A
=

2

-

]_

9

bol AR5
247} 4

i

o]t}

Q
.

)
=

27}

7]
491
bl @A, Agobd,

o

fu

fu

S

—_L
=

_"

S
Al

b sle)sh
o)

REs

12
=
=

o
o

o}
o

ol

o)

==
5

3, A7 7

sk
o

ostal, WezIALe

€

29

A

1

=]
H

g

9

of

%5

A

—_
o

ojl
Hlo

<

o] 3.22,

e

=

Yol £l o

e
2>, ZAE 317

(€]

d

7

hyA
L

o

L F2 AL ol FolAH,
o] 2.90°2 YElom<

[¢}

1

CER

[¢}

A

B
H

Az}

o
&

4>, o]

Ay
ar

W o] ¥ 8ol 256Mrk

o

%

S

[¢}

9715

A
[¢]

A

3

|

159, 2005) 9+

fea

°

A A

15

9
pal

=

22 WA e 2]

1

Ha TH_IeA

15

x

138



. The Level of Emotional Labor among Workers in One
University Hospital —

— Hyun Joo Kim et al

FRRPRERDTXLBRBFFLLTD WY KG T
Jvmoﬂx_oﬂLAT@.MuT_ﬂAlMﬂwrﬂmﬂ%E:IﬁMMﬂLﬂWLﬂHw%ﬂIATﬂnﬂI‘OlﬂH
B o T oo T/ o 7%3&13%?%@ %HT_zoEootlJuuL lAqu
s s M T T KR TR e 0T R B M oo g M
oK X \)Llllﬂﬁ - T <N OMEX [l s o] RO ﬂ\ﬂ
o O =X ﬂuAAxﬂ RN ,‘:AEnnlaLlﬂLi
S o, DM ZEE P g e s B T B N e
Et o EE UHH % oT Of ~ i.A ,N.._ o _ <0 _ﬂwa .Ag ﬂ_ol JI EE o Ho _— 5 ﬂﬂ_ ﬂ_u
T AR S o PRI o T gl W ® s
AR Sl = o A = Vi s S ST
R ST N LNy P TR e TTE Ry
ur 3 4w o o= M 5 ok Loy gy B N g o O oo T=7F 9 =
yOtWJNamoﬁTdﬂﬂq.ouqﬁowlmﬁleH._Mﬂ_iiLoﬂmomLoﬂluAlﬂmo,m.‘_]iﬁl_xi
S A TS R TR ST b
oo.ﬁom_;ﬁwoﬂ\hﬂ_mﬂrmaﬂeﬂ_mﬂl.ﬂ_%ETWLﬂomﬂMEOFEELC]MMﬂuqmoﬂEM%
F o) — g = o ¥ T O i_H_Mﬂmo ﬂuxi ﬂ,_m,_l_,_AIMM 2 K . o
PRI g W@y o N E RS g
Ewﬂum.mx1@.ﬂﬁ%ﬂ@ﬁ@ﬂ%ﬂﬂuhigﬂﬂﬂmAW%ﬂuﬂ
K- o~ — = 7 = o — Bl M ~ mp — o ) ot —
H 2w T T X < = X = = =
R BRI S N S i I i
S Ay o o To oV = K — A= B }_i_lMM‘UIQuH ~
._I_ﬂoMOO« AAzT;&EO}L z‘*o_/ﬂo{o_#o ,mwl LEIAT,.WLLI
SR B ol CUNNR e TR S - B M- S = S S
wmﬂlﬂu ELﬂE;o‘._\l_ﬁIMﬂBEﬂkllrﬂﬁLoEoEaEEo,UI] izot,mﬂ .
R B I = i
- B U e ﬂﬂ_zoﬁu:wUrM;bo*ﬂmonxn W oo M o P o I S
4<u|_.3.),oﬁ RS g KOF = T Bogr oy RF o T
SR MO ETEARCL W e Nl Mg s Vo P rede B %
— 0 ! )

LWEQOS.Ltwosﬂm%%ﬂ.aﬁoﬂuxTJ%%ﬂ%ﬂwwﬂw%
T E RS F T r E om0 whnl oy
Far g X T X S B R T NoHo Moo O .
" 7ﬂ_Hﬁediaﬁiiym%sfr%%i%ﬂﬂiaﬂﬂﬁéwﬁﬂﬁ
TR e Il LR R S L
7 — oH ~~ <d =0 e [y

uu%ﬂx,mﬁvéﬂei KNS e S frunuﬂﬂﬂévysmﬂﬁg_}t
K o I KI o) o] lo ﬂNXAoEEﬂ o X ﬂdﬂﬁﬂu]ﬂ;o
R T mp T IR Gl gy B ST @A NG gy
azcﬁ%a.ﬂfeg}%o_ﬁw@%% = W TR 2w o i
@ﬁl:ﬂi@@ﬂ%ﬂx%%? Mo RO W R R S A K o
B K om = RO mo o oM < o ADoK ﬁL_EﬂnAEuwunﬂmozEHOJl =
kg X OSSN I Eore XL
= Z PRV I ~ ol /T bo ™ .~ ol - ~ A
o R W RO ST E D W A K o Mo M R R S m W ER W oo R Y e

1

9
o

139

Az Ay

RLA

=

stk 11 AR

S

Avt o

oF

34, vg 59
$17 ¢

°©

4% o

S

=3

et ghxkel v
=

1

°

o et 9%
2 sk b



o|J
N
#

o7
H

J_.NO
NH

—_—

0
X

,mmw,o

Jo=

9 FA
A

3

Ak g o

, 2009) 9] 3.41,

o}

PR

3te}l oleflg], 2011)9] 3.23x.t} ut

2>, AFA o

Ay
an

ATF A (4
& AT (A7, 2003)) 30594 ARSI,

3.060] At

FAPE

4

,WO

EE

o, W]
M mael 2

= =
= =
=

=

3}, of
914

[e)

PN
T

© o)
= =

ojpy

of wh} A

w3

Jﬁmo

he 4

sg 5]

o] 2Ee] F

A2 el 5

3katel B

Els

b %

7}3]

A7y A

o
=

213}

=

=]

T

A8~

Bl

=

=

R

=

=

st

o

o]t}
24} Az

=

=

3}
=
=]
EU

}‘\g
| wlZolth(Steinberg 2}

o A% A

g

2

=

=

Qe
oA ek 9}, Wb

i

fe4

I 57 3elA

FAPA7L
1A

=
-

]

A

/‘\_:’1_

Eat
o] 3]
, 2008).
719 o]

E{

L

i

3

[e;
ENCEREE A

,ﬂ_

a0l

S

]

to] 20109

z

O

o
17
w2429, Aula 4RE Adshs eaw

MRS
1}

13
7

[es

=
=

o

ojell thit e

= gy FAow omy|we] et
o] Au| A Aol A5

o=
IR

P
T

AMEIA]] FARAL

e

=
-
-

A 62.9%7) ©

4
b #h(elAY, 2009 ; T

g

o} HlE o
Figart, 1999).
7182 A4

bl

S

X

140



. The Level of Emotional Labor among Workers in One
University Hospital —

— Hyun Joo Kim et al

0

-

R

FAAES o

Zolth
bk A, o] A

)

o

=

sk

ol

S

A77t B

i

k)
hal

of gA whd

g
o

=]
Doﬂ

of whet ZARA e

7] o

e
a-

3H

2

3

FAe] o

o

o o] ] A3}

o

<)

L

L
ENER

1
=]
LN
=
U
]
=

=

[¢]

7] o
Al A
A
/BV

ol

|

FAE o] oA
A

Ao
J

°

S

A A <)

A7171)

.

g27)% FAREE 1

1A

TR
K

o] o] %0} 4

T
g

o

S

3lont ofe o

ol

el

= AF

W

ofn
;OO
Bo

Al 28] FAMA

=

T

L

i

o &

al

273}

s
a-

q

S
™

A &

15

k)
ol

ol

Y.

r—

=K
or

Fe Azl

°

=
H

10] 3.39, ¥ B4
ol

M7 2.89,

A2}

3

X

)

=~
o~z
T

=

7

Folek, A 49

=

AL

’

PN
T

o]
=

7]

& "AE Zo® e

fu

fu

]_

He Ao® ekt

2po} A5
o] WA

o

3l

ol

Rl

3 =7 FAAF GA] AS]

ol ¥

)

=

ol 3.14, &7k 3.06, XzAHo] 3.05,

o] T2
w olo] tha welzh Alser

Ayo] 2817, ¢

o

)
™

el

I A5

]

L

o

57 5}9)
141

<

bol A Wl

o) FA} B

ok s =

°

Wt A7 B

o)

5ol

5

9
pul

of f

[e]

}2)]“

o] MAT F Yt



W

Zolty, 181 #A% A3}

sk
=

ok

242 A

Zio]tt,

sk
=

o] 0] 4o}

16
i[d]
_N_
K

59 Ws} FAe AF5] 2002; 550 142-168.

Aag. TRMNA AT AL

H

27,

:[L

2. X FGH5 2008; 11(2): 57-76.

9129219] BAHAE] AR

o
91512 2007; S: 55-74.

]

A
f=

=
)

o
—_

o

=
=K
i

9] 4]

7

5
o/

3.

A%e}, A

21(2): 129-141.

2009; 13(1): 51-70.

0]-88-51% 2003; 9(1):

oF

86—119.

2. gH7F7 2011; 400 234-253.

1o

A
=]

=
5

ofiy

SHOE, HA8=5 2001; 38(1): 72-83.

tigk4l; 2006.
2/¢17+ 2009; 16(4):

=thsh
7

1
9

27

/

o] X
T 7

237—260.

ZA}. Available at:

)=
A

ez 20109 93

9672

http://www.mediherald. com/news/articleView.html?idxno

51%] 2006; 11(4): 1—-18.

07 57

chekle

I

L
T

o137 E 91 2009; 15(2): 23—-35.

T

B

142



— Hyun Joo Kim et al : The Level of Emotional Labor among Workers in One
University Hospital —

HAAYw 297199 UFrHA"e] SAMS A wE Au A Al gl uAs JFF
[BhAFERQ] =], FAE - Fotdistn tighel; 2004,

HYA, A9, daF Al 7Y FAYLY] AFEAT JIR1A FAEG] s
of mlX= J3F. fferg 5s/< 20065 19(5): 1943—1966.

S AT AP weE AEHAVE ANk nAe 93 245

T}, HJAJ8H=Z 2005; 14(1): 145—-167.

o

ol xd3|

Grandey AA. Emotion regulation in the workplace: a new way to conceptualize
emotional labor. J Occup Health Psycho! 2000; 5(1): 95-110.

Hagihara A, Tarumi K, Miller AS, Morimoto k. Type A and B behaviors, work
stressors, and social support at work. Prev Med 1997; 26(4): 486—94.

Haynes SG, Levine S, Scotch N, Feinleib M, Kannel W. The relationship of
psychosocial factors to coronary heart disease in the Framingham study.
II. Prevalence of coronary heart disease. Am Journal of Epidemiol 1978;
107(5): 384—402.

Hochschild AR. Emotion work, feeling rules, and social structure. AJS 1979;
85(3): 551-575.

Hochschild AR. The managed heart: commercialization of human feeling.
Berkeley, CA: University of California Press. 1983.

Morris JA, Feldman DC. The dimension, antecedents, and consequences of
emotional labor. Academy of Management Review 1996; 21: 986—1010.

Steinberg RJ, Figart DM. Emotional labor since the managed heart. Ann Am
Acad Polit Soc Sci 1999; 561: 8—26.

Wharton AS, Erickson RJ. managing Emotions on the Job and at Home:

Understanding the consequences of Multiple Emotional Role. Academy of
Management Review 1993; 18(3): 457—486.

143



2521 48 s dz =<
NG
e & 2=y BN =2 gz MR
2N Tgn o 22
1 e AR8TE gap) et A 7S S0
s A7 B
2 R A el e S A el s=
A7) B
5. A3 ) RS P51 71 el A
LA} gt aol7} 9
i e By 22 Sej] el Aa e dae
5. B Belsh A 2 Wl Eebsels v
el
6. APABE Sjein] Al S THaA Tee Aol
ojebs] olgiela et
7. et w5 ol g 4Ee A 4
G el Lo W 3
8. U Tl ¥ mol S} wASd wsA
Sogfu A4 oy
0. P nd 2l RV} st 250
A=
10, = 58 we 2ase] A $48 e
]
11, 8 IS n)2a gishs A oz dojrt
12, e B2} 35S sisjel 5449 748 S0
13, U B 35S gaiel 24 7 o
2AA0 2 FElsit
14, U A3 ol A S5 Asur 98 Sojo
3 4% 2748 2 W) gt
15, 1 23 ol Eojols vl o] slal A
e w7k 4971wt
w2 2 s7gd 4 28
S
. R 0
z ¢ =  azg FM omn

_dg s ATAcE 48 Wiel ARl

e e I i el L

L ZE A ol ard) s 7)4o) gl

Lo B e

1
2
3. o7 Aol
4
5

strol dotg vl el ojmal e Al

6 Azl A e e
7 s B Felr Aol Be Aol welda A
Sk}

o

9g st BYl 599 s = 9

0. Avh} 9& W Gt she A4 Ml 55 ke
o] $ekaha HskA ot

10. o & 7cheor & o ERd A

144





