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Abstract

The purpose of this study is to define the relationships among the emotional labor, job satisfaction, and turnover
intention of beauty industry workers. The data for this study were collected through a survey, and a total of 197
questionnaires were used in the statistical analysis. The survey items were classified into 4 domains: demographic
characteristics, emotional labor, job satisfaction, and turnover intention. This study extracted factors that compose
each measurement domain to define the impact of emotional labor on job satisfaction or turnover intention. According
to the research results, 3 factors - positive norm, sincere behavior, and emotional incongruity - were extracted for
emotional labor. Individual aptitude satisfaction and work environment satisfaction were extracted as the factors for
job satisfaction, whereas a single factor was extracted for turnover intention. By analyzing the effect of factors
related to the emotional labor of beauty in dustry workers on factors related to job satisfaction, results showed that
positive norm positively influenced individual aptitude satisfaction, sincere behavior positively influenced individual
aptitude satisfaction and work environment satisfaction, and emotional incongruity negatively influenced individual
aptitude satisfaction. Among factors related to emotional labor, positive norm and sincere behavior negatively
affected turnover intention, whereas emotional incongruity positively influenced turnover intention. With regard to
the effect of job satisfaction on the turnover intention of beauty industry workers, results showed that individual
aptitude satisfaction and job environment satisfaction negatively (—) affected turnover intention. The results of this
study show that people presenting a high level of individual aptitude satisfaction displayed positive job satisfaction,
whereas people showing serious emotional incongruity for work presented high turnover intention. This implies that
in order to increase the work efficiency of beauty businesses, it is essential to examine and manage the emotional

labor of workers as a measure for increasing job satisfaction and lowering turnover.
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I . Introduction
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II. Background

1. Emotional labor
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2. Job satisfaction

A9k (job satisfaction)> AF3] A S LY
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Nma wga AAHQ OB o] A5
Atk Shin2011)& 59 9 A AAH AL
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3. Turnover intention
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SHA ¥ &=(Mobley, 1982) THAo]th. Mobley(1982)+=
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Zekothen)®] A 7HA2 TR 9oL}, Bt
g LR Ba7t USS AAISHEA oS 2
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FHAY AAL FAAE Aolea sk 47
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§53 Ao g7 7H5te(Shin, 1991), of
A% QR A A2 73]9 S, ARe 240

29 o|Fo] ME AEAL i, AZE B
2 F7)Helets £71%5S 97% TeHMobley,
1982). e} FAAA} o] A 7k 2 02 A
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£ 2 ool T2 R} g7 diel, o4 4

v 2Fof| A " Qs Aojtk(Dalton & Todor, 1993).
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g BaAE d FLT 98 Boha sy
Ahn & Jun(2010)2 TEIA L2 EALYo] 2259
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II. Methods

1. Respondents and data collection

B odtE $Edo] 9A51 s 08 A
dgck BANE HYe2 KRS Bede
o WOFEE AT £ A7) AR 4
B 29 249714 o] 2ol
EHoF A A ol o=t

u)
02 GRS S i slgA
1:5] H

IIL4 ol I
2 ofN rlo zE |»

[\e)
=
[\S)
o
[\S)
e
=
S
-1[1:

.—‘1

= © =2 =2 -
4BAS 5 2008 WEst BAIT x}ae A
o3 19737 & AT BARHY AgE sk

2. Research hypotheses

1) Relationships of emotional labor, job satis-
faction, and turnover intention

B oAPE gAEAY B AHEE
HRukz, o g ol Aolo] ojug JFUA 7} 9
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HLS. 0] 84|29 SAA) AR 9 25
AU A0 JFL 1A Aol
HL6. 518420 FAR0] R R2sE 5
SRS F()Y FgE v Aol
H oG ATE 2 BARY R REL 049
Lo Y% d3FE v Aolrt
H2L WA 29 FAbAre] 3AFEL ol
4ol $H2 FuE w3 Aol
H22. vl A4 29 EAA) Ay A9lE o
Aomo] $()9 JFL vA Aol
H23. o8 AH 9] SAHo] AR 23 of
Aome] A2l JaFe v Rolck

2) Relationships of job satisfaction and turover

intention
Aoutzyl o)A o x

4
A

EIRECLTE ]
EASY RS

SR EREEY

Ao 59t ol o}

u) A
AR} Aol = A 5]

Emotional Labor

Positive regulation
Deep acting

Emotional dissonance

[
N 2 X0 o rlo

L ==)

r2 o

jocs

=

oo o oxt 2 o
R P DY

H1

H2

T 49
FTe E AR 4T ¢ e nR e &
< A7 e 2SR

H3. v gAfu| A Q] FAARS] Akt o] 29
wofl o3 dFe A Aol

H3.1L ol gAu| A9 AR 7H Q14 Aduhs2

ojF o of F(—)¢] 03%% n)d Zlofrt

H3.2. m]§AH L] FAALS] 2 e nhs2

o efro] F()9 Y& A Aolrh

o AR AyE Hger 4y vt
Ao figt d3ng e Fig. LI} 2ot

3. Research tools and analysis methods

B AFolA ALSE HEAL AFEAY 54
(1383, AA=F(15E%), AFEUHE(1189, o]
Aor@Eed)e 47 Jdos P 4
5 SIRSIE 7] Glel 2 Bl ‘Zd
o 294 G W TR 57
Likert =2 ZA LIt & AL A A&

’—|T]-

o A

ol MR AL (Table 1)of AAIE o] Sl
AnEAY BH daAel DA SHE,
A9, A& o, is A=, 494 292 54T
sEga A9 S48 A4, 9% e, AR
A%, A, 49, 19 TRAL, 4 1Y 7Y o
B A2 S SAT 8LY, F B
TS A ko] BE dEEFES AW
o L& (Brother & Grandey, 2002; Hochschild, 1983;

Kim, 2009, Lee, 2007)04] Ao}l 4= 2
2ol gHwE GA4e FHT, ANB9, 23

Job Satisfaction

Private aptitude
satisfaction

Job environment

satisfaction

¢ H3

Tumover Intention

<Fig. 1> Research model
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{Table 1> Composition of the survey

Ni 1] tatistical
Contents umb.er © Details Advanced research Scale Statis c.a
questions analysis

Gender, age, marital status,
education level, average monthly

Variable in salary, turnover numbers, form of .

. . . . Nominal | Frequency
demographic 13 job, work field, job experience, .
characteristics job level, 1 day working hours, 4 scale | analysis

major insurance status, rotation
work status
Emotional Positive regulation 6 questions, Brother & Grandey(2002), Factor analysis,
labor 15 deep acting 4 questions, emotional | Hochschild(1983), Kim(2009), reliability
dissonance 5 questions Lee(2007) analysis

Lauver & Kristof(2007),

Private aptitude satisfaction 6 Factor analysis,

Job 11 uestions, job environment Price & Mucller(1986), reliabili
satisfaction gaﬁsfacﬁ(’) nJ A Wheeler(2007), Song2011), | Likert |, ! Sisty
g Ahn & Jun(2010) 5 point |
Turnover Shafer(2002), Steel & Ovalle| scale | Factor analysis,
intention 8 Turnover intention 8 questions (1984), Ahn & Jun(2010), reliability
Lee(2007), Shin(2011) analysis
Testing of Relatio.nshjps 'amogg emotional Multipl‘e
. labor, job satisfaction, and regression
hypothesis 1-3 . . .
turnover 1ntention analysis
BHz32 Bt ARuEy Ay ARES) {Table 2> Demographic characteristics of respondents
o Anunzi ped AYATS(A & Jun, (n=197)
2010; Lauver & Kristof, 2007; Price & mueller, : Number of|Percentage
1986; Song, 2011; Wheeler, Gallagher & — Bl fespondents (%)

; or}g, : Wheeler, Gallagher Brouer, Men 34 173
2007)& ?&XGM ARus gAqg AAdgurs  Gender 163 | 827
3 ARagusos FAsat o4 et B Below 20 T s
€ @%-&%‘%% ojFrEE A APd+E 20's 126 64.0
(Ahn & Jun, 2010; Lee, 2007; Shafer, 2002; Shin, Age 30’s 43 21.8
2011; Steel & Ovalle, 1984)S EU|Z 87§19 A& & 40’s 21 10.7
Fo 2A - BYEte] AFL3HgT) Above 50’s 6 3.0

B oolpe A4E BAL 9] SPSS 180 g Maiwl |Single 150 | 761
o ~ o " , staus |Married 47 239

HE o] &oto] WIEEA, Q&4 Cronbach's « .
. 23| B S Aalste]l WAL o] oakulA High school graduate 60 30.5

— S = [Se) = .
A, HeEe g S dds = oo Educational[Junior college graduate 78 39.6
2 Azzlqy
s dsstat background|4 year university graduate 48 244
Graduate school graduate 11 5.6
IV. Results and Discussion Below 1,000,000 73 37.1
Average  |1,000,000~ 2,000,000 63 32.0
. o monthl;

1. Demographic characteristics of respondents salary ¥ 12,000,000~3,000,000 A 122
£ AT B4o] AGE 19799 SEAE o KRW - RI0K0TAX000 7| 86
Above 5,000,000 20 10.2

TEATE S4e S L (Table 2)9
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{Table 2> Continued

Question Category g;gzz;iﬁperig;)m £
NA 84 42.6
1~2 times 71 36.0
ggnnt‘)’;zr 3~5 times 37 18.8
6~9 times 3 1.5
More than 10 times 2 1.0
Below 10 people 58 294
Form of | Between 10~30 32 162
job Above 30 people 49 249
Franchise 58 294
4 major | Did not join 113 574
insurance
status Join 384 426
Hair 123 624
Skin-care 30 152
Work Make-up 27 13.7
field Nail 4 20
Manager 10 5.1
Others 3 1.5
Below 1 27 13.7
1~3 66 335
Job 3~5 34 173
experience| 5~ 10 38 193
(e 915 19 96
15~20 9 4.6
Above 20 4 20
Step 87 442
Designer 57 28.9
Job Director 28 142
level Manager 17 8.6
Others 7 3.6
Missing value 1 S5
1 day Below 8 5 25
working | 810 55 279
hours 10~12 83 4.1
(hours)
Above 12 54 274
No rotation shifts 174 88.3
Rotation 2 rotation shifts 11 5.6
work 3 rotation shifts 3.6
SIS Others 4 20
Missing value 1 S

- 671

51

Ade (347, 17.3%), 4163, 82.7%) =2

1 - EANGAH B4 A o149 Hlgol o Bt

= 2004126, 64%), A& o] F+= w]E(1507,
761%) T =22 ARYZ(78%, 39.6%), Y%
U2 1005H | wk(737, 37.1%)0] 7HE B3k
th. oA Sl L5847, 42.6%), A A FEH=
1091 u|9H(58, 29.4%)TF LM x}o] =(58%, 29.4%),
4] B o2 719] Qbsk(1139, 57.4%), AFE
ok 3 01(123%, 62.4%), B> 1 o] ~3d
UP(6604 33.5%), 21 9)= AE(87, 44.2%), LA
ZHE& 10A17F o] ~12A12F 1| RHS83 T, 42.1%), Lt
o8 oR= WY IRSA Fa(174%, 88.3%)0]
M 22 WEE ARG SR A, nE
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2. Results of factor analysis

1) Emotional labor
AR B ot 29184

cipal components analysis)< ]%6}9&3131, 2] 1. 3]
Z(orthogonal rotation) B} © 2 &= | 2] ™ A(varimax)
We olgstanh A4S Ak gA 1 o4

o) k& 2He Al el Aol FEE90 0, Kim2009)
Kwon & Jeon(2011), Lee(2008)2] A+1E #i13}o]
o8 27 AT, WHYS), FARRIR G

= 4
st

ARe5T BAE SHFES] e aolR
& ool qlold W4 A4S 7 JRIAT e
Wgol ojs) 2 AREE AEE 2A57] YalA
KMO(Kaiser-Meyer-Olkin) #t& T3}ttt Ak
W50 KMO9| 72 8352 Lo 78 Hojz
I 9lt}. Bartlett®] 34 7;,‘ Ao Amggo| tho
Aol ARAE A4es] 9 Row
A5hol A\ AH oot AU B A8
4 Qth(Jung & Choi, 2004). X A3, A A7}
1125.9280]0], o]2Hg0] 00002 Q1849 A}
go] Agan FER] EABTE AES Y
g % gt
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{Table 3> Results of reliability analysis and factor analysis on emotional labor

Emotional labor components
Items Positive | Deep | Emotional Comms)n‘ Cronbackis
regulation| acting |dissonance characteristic) - Alpha
My job has to express some sympathy to the client. .805 .105) .023 .659
My job has to express a friendly emotion. 788 215 .009 .668
My job has to maintain calm even in a surprising situation. 758 302 —.024 .665
My job has to express more positive feelings than my real feelings. 732 .130 207 .595 4
My job has to calm clients that are embarrassed or having a hard time. .629 .330 129 521
I hide my negative feelings when I treat a client. .610 .062) 407 542
Before work I try to change my negative feelings to a positive feeling. 278 780 .044 .688
For the best service I try to express honest emotions. 358 727 .033 .658
I practice various emotion expressions to provide good service to clients. .064 11 .200 .549 7193
iotrt}lfl ;OCEZZEOI my mind before and during work to provide a good time 334 632 - 014 511
My real emotions are different from emotions when treating a client. 075 | —260  .682 .538
During work I often behave pretentiously to hide my emotions. .016 267 .674 525
During work I often express exaggerated feelings than real feelings. .018 382 .646 .563 698
OD;;Z?V;?rk T express a different emotion than my real emotions (tired, 069 2660 634 47
I often hide my honest feelings when treating a client. 231 | —.194  .625 482
Eigenvalue 5.054 | 2041 1.546
Dispersion(%) 33.693 | 13.604/ 10.308
Accumulated dispersion(%o) 33.693 | 47.297) 57.604
KMO .835
Probability of pay attention .000***
Legend : *p<0.05, **p<0.01, ***p<0.001
ato] AFE BAL AAStTh ARE B4 4 2912 Shin(2011), Song(2011)9] AFE Fu = 3}
7, 7 =59 Cronbach's alphat= 8400 2 e} of AAAUE, 2R AuE 0 2 W) 2
o Q9B Noz &5 7 AYEQ Cronbach's Dukzo] g3t Q98N AT, TEAE EA4 7}
alphat -1 854, A9 793, A H =3} om, KMOY e 8912 =2 =35 B

.698% U EFETE Cronbach's alpha®] 7 - .60 ©]AF t}.

Bartlett®] +8 4 HA Gk Eﬁ} 1277.862, 2|

il

ol SAYE AF=oe 51117P = A2 F.00002 a®Ao] ARG EAZE fle A

7+%(Jung & Choi, 2004)3}31 9lom@ 7+ aole] o gyt AHE &

w0 A AR o

&

o

w2 Cronbach's alphaEs F3F ﬂili‘)ﬂ% A7} 3t Cronbach's alphaz} 9028 Utelyton, Qo1& Al

Aoy BEY 5 9k

o7 F&H NAA4YUEY Cronbach's alpha7}

AT gt Qo184 Adt= (Table 3)7} Zch 890, A3 ATZ 0] Cronbach's alpha7} 8758 1}

Ehiget
2) Job satisfaction
Auorzol Qo8 Axl 1183 1 o]Ae] 7F 3) Turnover intention

& 2te TN ARl FEHNeY, &8 270 ojZ oz aQEA A, n{X

(¢}

1 ol4gel g



Vol. 20, No. 5 AL G [ R 53
{Table 4> Results of reliability analysis and factor analysis on an intention of job satisfaction
Items alz)l;ii‘/tictii: enviggrlljment Comm(.)n. Cronbach's
satisfaction | satisfaction characteristic alpha
I do not regret in selecting my job. .848 .163 715
I believe my job is valuable. .833 .146 745
I am interesting in my job. .830 215 735
I feel pleasure and rewarded in performing my job. 739 311 .642 890
I have passion in my job. 719 338 .630
I am proud to tell other people that I work here. .625 242 449
I am satisfied with the company welfare facilities. 169 .870 786
I think the salary system is appropriate. .065 .829 .691
Recruiting and promotion system is managed fairly by ability. 408 747 725 875
I am overall satisfied with my working environment. 358 714 .637
Training opportunity is provided equally fair. 328 .689 .582
Eigenvalue 5.742 1.596
Dispersion(%) 52.201 14.507
Accumulated dispersion(%o) 52.201 66.708
KMO .891
Probability of pay attention .000%**
Legend : *p<0.05, **p<0.01
{Table 5> Results of reliability analysis and factor analysis on an intention of turnover intention
Items Tmnoyer Comm(.)n. Cronbach's
intention |characteristic| ~ alpha
Currently I am seriously considering to change jobs. .863 744
I will leave the company if the conditions become worse than the current situation., .834 .668
Currently I am planning to leave and collecting information. 817 .659
If I receive an offer from somewhere else I will leave the company. 812 .622 906
There is not much to achieve from this company. 789 .695
I often think about leaving the company. 751 .564
I want to work at other companies. .675 455
1 do not wish to continuously stay at this company as an employee. .668 446
Eigenvalue 4.854
Dispersion(%) 60.676
KMO .898
Probability of pay attention .000**
Legend : *p<0.05, **p<0.01
& 2 olAYE 1] acler FEESGY o3 Bartlett®] L&A AAZ w3 901.657, o3&
o] tizt 8y A, FEANE ZAF L 00022 2R Ao] AMETY] EAV} fle oz
Aom, KMO9 gt 898% w2 &5 HAth eyt AlZle B49] A3l o] ok 90602
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3. Hypotheses testing

1) Hypothesis testing 1
7k

ol ARaEe] o

Ay} 2 n2eke 479 7}
AL A5 $15te] thE3] AHEA(multiple regression
analysis)& AAsleh MaE Ay e o
¥ (enter method)& o]t o, thF 3L
of tgt AxtE Table 60 A= o] Uk
H78H Ang Anny, FATEE $93
E 00194 EAZFCR $931H, T7 334602
MAA o] () F&FS mAaL o, A
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2) Hypothesis testing 2

7HA2] diRt SAEA A AmEd, 3
ol ol ome] 2(—)e FF vk 7
H2.1& 928 00394 FAA R
ghol —3.035% H(-)9 9L wHx gon
7Hdo] e E o, WY oA oo F
(M9 9Fe vAnE 7HE HL2E ROE
000, TZF —4.5192 714 o] A= ot ®3 244
F257} ojF o] A9 = vAv= 7t
A H23E 9938 000, TEF 4.1872 7H4o] e
= QTK(Table 7 2). utebq 2R T A4 3]
e ugAUAY BARLSE o] Holws}
Room, gRRRsb} ¥ FARARE 0|49
E7} BrhE S & % ok ol A3k Kwon
& Jeon(2011)2] A ool AEREL AL

Fol ARad W o|yEe] nXL §F Ao
A A e AW ol Mo mo] #(-)el o
e Atk Aot Axse, Yol o4

{Table 6> Results of multiple regression analysis on the effects of emotional labor on job satisfaction

Probability e .
Dep.endant IndePendent R Fvalue | attention 7 value Probab‘lhty Hypothems
variables variables attention | testing results
change of F
Constant 6.443 .000%*
PnYate Positive regulation 3.346 .001** Adopt
aptitude - 205 16.564 .000%* -
satisfaction Deep acting 3.689 .000 Adopt
Emotional dissonance —2.705 .007** Adopt
Constant 4.345 .000**
Job Positive regulation 525 .600 Dismiss
environment | Deep acting .097 6.944 .000** 3.668 000%* Adopt
satisfaction
Emotional dissonance - 1.299 195 Dismiss

Legend : *p<0.05, **p<0.01
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{Table 7> Results of multiple regression analysis on the effects of emotional labor on the intention of turnover intention

Probability - .
Dep.endant IndePendent R F value attention 7 value Probab}hty Hmm651s
variables variables attention  |testing results
change of F
Constant 9.898 .000%*
Positive regulation —3.035 .003** Adopt
Turover = 242 20,577 000%* P
Intention Deep acting —-4.519 .000%* Adopt
Emotional dissonance 4.187 .000** Adopt
Legend : *p<0.05, **p<0.01
owo] 9oat L s o7 ABATE  AA=FL ATUE D o|FE 3] JFBA
(Hochschild, 1983; Ashforth & Humphrey, 1993)9] £ Fystaz st= BEFog dEon, A
AIE AR Fi e AWE gorstd vhEy g

A, vlEAAA FAARS] A Ak
3) Hypothesis testing 3 Fol vAl= YN = St AHAF g
7hd3el] Wgh AR Adhe Table 3 of H(H FFE vAH, AHYA= HAH Y
2o S A FERUE] A+ I WAL A
ARRSONAA GRS, ArguiE)ol ojfe]  Rxshe ARIAAGNS ()9 dF= vA=
wol F(—)9 FFE vAths 73S BE RO AOR UEE O, g I R 2ot A5
GE 000004 FAHOR fofste, Tgtol 22 RS nAs dFolM= AR fofdt
—4.185, —4.6982 R(—)9 FF& wAL gloen  AIh yex] Zepgleons b HIL 2 A
R 7hdo] Ad = glek(Table 8 2F2). ohA] DafAl,  BET 5, W EAdA SAAS] SOl =
ARAZNIAATE, A FgduE)o] ge5 275 HAAIUSE gopA s, AUYPNL w&
ofF st Wou, HRgLo] dips o 5 AAAUSI} ARG USE gobdlth E
7t Ete As d ok ol dake At o gARRPE ARe S ARIAA NS S Wkt
3 ol olrete] AAE AT AFAFKim, & ot
2005; Tett & Meyer, 1993)2} 1 A3t7h YA ghet. A, USAAA FAAY A kg ol o4
wol njAE FFA e A, A= ol
V. Conclusion Ao B(—)9 dFE vAIL, AR 28 ©f
Aofro] H(+)9) 9F& A= AR YER 7}
= AN e v SAIA FAAEE dFeR A H2s AU of= vEATdAl A 5

{Table 8> Results of multiple regression analysis on the effects of job satisfaction on an intention of turnover intention

Probability - .
Dep.endant IndePendent R |Fvaluel attention T value Probab‘lhty Hmth651s
variables variables attention | testing results
change of F
Constant 17.766 .000%*
Turn . . . .
UOVEE L private aptitude satisfaction | 322 | 46.001 | .000%* ~4.185 000%* Adopt
mtention
Job environment satisfaction —4.698 .000%* Adopt

Legend : *p<0.05, **p<0.01

- 675 -



4=

il

9|

[}

=) ofof

= A

ul§ A A FAAE] 2 e F

A7t £ &45 o HojEr} Yrow,

J

A

|

Tt

56

o] o]4 9=

N
=
Ak

NI

o

]

EART

tAtts AojA 7|29 Aot A}

9

e 4+

N

o] ol 2ol o] 3(—)2]
eh} 1A H3

=
=

=9

=

A AR

=

A ek whebA, v EA A 3

[}

L

=
A
ol
ol
oF

i

B
T

ol

juzel
Ko
o
™
)

Fof, W ot

°

aL

o

Al

=

=

A=
B Ao oo} gy T} B AT gt

1

kel
=

EYE AR

]

=
&

=2

3 2

o

ol4re] @7t

o ol 0|9} o}
e

Ao} vhoty]

ujm
—

=K

9 a7

=

=

n] AT GA S A

L

L

gk F4 A0

el

e

i

AR E

=
°

AA

oy

glof, wloja ¢, uFue] Qo= Y, Ful#a|e}

o g4

Al

o

[ A &Y SARRKEA &

S

=
I

28} E4ol

SFEATT A= ooF & Aol

7
)

References
rence and the experience of emotion. Psycscan

Developmental Psychology, -(10), 249-280.
Ahn, D. H., & Jun, J. A.(2010). The impact of hotel

Adelmann, P. K., & Zajonc, R. B.(1989). Facial effe-

=

=

0w 2y A
S5} o 4020 §9
3} o9&

]

S
A

o
EEe

‘]

g

o] Wakth upabA 279 el A &

o =4, &

oK

T

F & B employee' perceived organizational support
on organization trust and job satisfaction, turnover
intention. Journal of Foodservice Management

Society of Korea, 13(2), 277-298.
Alderfer, C. P.(1972). Existence, relatedness, and growth:

]_

o]

3%1/\

2

)
=

i

2] o]

AAFE©]

[¢)

=

et AUA,
o

]

#4240 Ba
 ERELCEL:
3} 44, 29 wee A

S|
4

)

50

Wt

[e]

A
nn

JECE

)

H, Ay AelAdel

Human needs in organizational settings. New York:
labor in service roles: The influence of identity.

Academy of Management Review, 18(1), 88-115.
Brotheridge, C. M., & Grandy, A. A.(2002). Emotional

Free Press.
Ashforth, B. E., & Humphrey, R. H.(1993). Emotional

- 676 —

bel, 22)9] of

9

VBT HE

el E&o] HEF At A, 1]

]
2



Vol. 20, No. 5

labor and burnout: Comparing two perspectives
of people work. Journal of Vocational Behavior,
60(1), 17-39.

Cho, H. I, & Kim, J. C.(2010). The influence of
emotional labor on job burnout, occupational commit-
ment and job satisfaction in golf instructors. Journal
of Sport and Leisure Studies, 39(1), 87-101.

Cho, W. J.(2010). The effects of job characteristics
and individual emotional characteristics on emo-
tional labor of school dietitians. Unpublished
master's thesis, Yonsei University, Seoul, Korea.

Choi, W. S.(2011). (The) Impact of stress and working
environment on occupation satisfaction and life
satisfaction of skin care experts. Unpublished doc-
toral dissertation, Keimyung University, Daegu,
Korea.

Dalton, D., & Todor, W.(1993). Turnver, transfer, ab-
senteeism: An interdependent perfective. Journal
of Management, 19(2), 193-219.

Hartman, S. J., & Yrle, A. C.(1996). Can you hobo
phenomenon help explain voluntary turnover.
Journal of Contemporary Hospitality Management,
8(4), 11-16.

Hochschild, A. R.(1983). The managed heart: Commer-
cialization of human feeling. CA: Berkeley Uni-
versity of California Press.

Hoppock, R.(1935). Job satisfaction. New York: Harper.

James, L. R., & Tetric, L. E.(1986). Confirmatory test
for three causal model related and job satisfaction.
Journal of Applied Psychology, 71(1), 77-82.

Jung, C. Y., & Choi, Y. G.(2004). Statistical analysis
using SPSSWIN. Seoul: Muyok publish.

Kim, C. L(1999). An evaluation of employee stress
levels at different job position within the beauty
salon work place. Journal of Korean Beauty Society,
5(2), 459-473.

Kim, D. H.(2009). A study on the influence of hotel
employee's emotional labor on burnout and job
attitude: Focusing on the first class hotel employee
in Seoul, Unpublished master's thesis, Anyang

University, Seoul, Korea.

ol -

0]01Z 57

Kim, H. S.(2005). A study on the relationship of job
stress, job satisfaction, organizational commitment
and turnover intention of hotel employees. Korean
Journal of Tourism Research, 19(3), 203-225.

Kim, K. H.(2009). An effect of skin scuba leader's
emotion labor on burnout and turnover intention.
Unpublished doctoral dissertation, Catholic Uni-
versity of Daegu, Daegu, Korea.

Kim, S. I.(2011). The relationship between emotional
labor, job burnout, job satisfaction and turnover
intention in life sports instructors. The Korean
Journal of Physical Education, 50(3), 333-344.

Kim, S. P., & Yoon, S. J.(2002). Commercialization
of human felling and beyond. Yonsei Business
Review, 39(2), 205-234.

Kwon, K. N, & Jeon, B. D.(2011). The effect of the
emotional labor of recreation leaders on job burn-
out and turnover intention. Journal of Sport and
Leisure Studies, 46(1), 667-678.

Lauver, K. J., & Kristof, B.(2007). Distinguishing
between employees' perceptions of person-job and
person-organization fit. Journal of Vocational
Behavior, 59(3), 454-470.

Lee, K. S.(1995). (A) Study on the determinants for
the voluntary turnover of aerobics instructor. Un-
published master's thesis, Seoul University, Seoul,
Korea.

Lee, S. Y.(2007). A study on the emotional labor,
emotional exhaustion and turnover intention of
call center tele-communicators. Unpublished doctoral
dissertation, Hoseo University, Asan, Korea.

Lee, S. Y., & Yang, H. S.(2008). The relations of
emotional labor to emotional exhaustion and
turnover intention in call center workers. Journal
of Korea Contents Association, 8(4), 197-210.

Lee, Y. R., & Hong, S. H.(2010). An effect of the
emotional labor on the burnout and the job satis-
faction of the hotel employees. Korean Journal
of Tourism Research, 25(1), 185-203.

Mobley, W. H.(1982). Employee turnover: Causes,

consequences and control. Reading Mass: Addsin-

- 677 -



8 u] g A 28] B A EE

Wesley Publishing Co.

Morris, J. A., & Feldman, D. C.(1996). The dimen-
sions, antecedents, and consequences of emotional
labor. Academy of Management Review, 21(4),
986-1010.

Price, J. L.(1972). Handbook of organizational measure-
ment. Washington: Health and company.

Price, J. L., & Mueller, C. W.(1986). Absenteeism
and turnover of hospital employees. Greenwich,
CT: JAL Press.

Rafaeli, A., & Sutton, R. 1.(1988). Untangling the
relationship between displayed emotions and organi-
zational sales: The case of convenience store.
Academy of Management Journal, 31(3), 461-487.

Saunders, L. E.(1981). Exploration of the usefulness
of 'Tmportant' work realted needs a tool for
studies in job satisfaction. Unpublished doctoral
dissertation, University of Minnesota, Minnesota,
USA.

Shafer, W. E.(2002). Ethical pressure, organizational-
professional conflict and related work outcomes
among management accountant. Journal of Busi-
ness Ethics, 38(3), 261-273.

Shim, S. W.(2009). A study on the job satisfaction
factors by types of emotional labor for tour
conductor. Unpublished doctoral dissertation, Sejong
University, Seoul, Korea.

Shin, J. H.(2011). A study of emotional labor and

job stress effects on job satisfaction and turn-

SRR S BECEEEZERY

EREE

over intention of hotel and food service em-
ployees. Journal of Tourism and Leisure, 23(1),
85-103.

Song, S. H.(2011). The relationship among emotion
labor, job stress, and job satisfaction in accordance
with prosocial behavior of hotel chefs. Unpublished
doctoral dissertation, Sunchon University, Sunchon,
Korea.

Steel, R., & Ovalle, N.(1984). A review and meta-
analysis of research on the relationship between
behavioral intentions and employee turnover.
Journal of Applied Psychology, 69(4), 673-686.

Steinberg, R. J., & Figart. D. M.(1999). Emotional
labour since the managed heart. Annals of the
American Academy of Political and Social Science,
56(1), 8-26.

Tett. R. P., & Meyer, J. P.(1993). Job satisfaction,
organizational commitment, turnover intention,
and turnover: Path analyses based on meta-analytic
findings. Personnel Psychology, 46(2), 259-291.

Wheeler, A. R., Gallagher, V. C., & Brouer, R. L.
(2007). When person-organization (mis)fit and
(dis)satisfaction lead to turnover. Journal of
Managerial Psychology, 22(2), 203-219.

Yi, E. S., & Sim, K. S.(2010). The relationships of
emotional labor, job attachment and job satis-
faction of senior sports leaders. Journal of Sport
and Leisure Studies, 40(1), 443-452.

- 678 -



