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ABSTRACT

As competition for better service between corporations is getting fierce, many
efforts to improve service quality are being made endlessly. The quality of service is
directly associated with customer satisfaction and the employee performance of
emotional labor is a key factor to attain a high level of customer review and better
corporation image. This study examines an influence of emotional labor on job stress
and customer orientation in the context of a service franchise firm.

The results are as llow. First deep acting of emotional labor has a negative
influence on job stress, and surface acting of emotional labor has a negative
influence on customer orientation. Also, job stress has a negative influence on
customer orientation. Second, deep acting of emotional labor does not have a
positive influence on customer orientation. Third, surface acting of emotional labor
does not have a positive influence on job stress.

The findings of this study show that deep acting of service based on an employee
emotion can produce the employee’s better service attitude by decreasing employees’
job stress, but standardized surface acting of service cannot. Therefore, franchisor
needs to use employees’ deep acting to improve the franchisee service quality.

Key words: emotional labor, job stress, customer orientation, franchise

skeskokskskskoskoskok sk keskokoskokskskekoskoskokskskekoskokokskskeskokoskokskskokoskokok skskokokoskok sk ket skok skskeskokskokskskekokokok skoskokoskokok skl sokokskskokorskoksk sk

* First Author, Candidate Ph D., Graduate School, Sejong University, CEO, Eduon. ceo@ieduon.com

## Corresponding Author, Candidate Ph D., Graduate School, Sejong University. magicfamer@naver.com



52 J1UERot JMUHAIEAIRZE ZHE 3 Sttdo| TE A7

.M E

Mus ARe AeHog F, B, Axel TR o= vodt AASEES T3]
B 3 Wtk T s AR AlLAL A2AF Aol A3 M)A AR S 07 Wy
3 QL] AR U A S2ARE] 60% ool AuIZARIe] FAL SR A OFE ARG OH,
o= AZI=2] AMu|2AEY] FARAF HIE T0%0l 8k TAIEM, =l A Au|2Aky blE
% GDP tjH] 52.4%% xAg v 22 AAAIE Holal Itk 3], 2011). A4 Ak
T3 54L& AFEEo] 784 (intangible) o™, Ak} A o] Ajo] 28] %)) o1, whet

|

Har el Bato] ofef-e-m, MulA gake} Auate] o w7}t gol FA g vt
& A An2e] dig o] o HeHKDI Halx, 2009) & Heoltk S, AH]2 AR Al
YA A =105 fEstol ol a7 Hrfjsls T A BAZE obd, FAR
o aAo] A3 tiHshs el A AH7E FAlO o] FolA= 54E Zheth

AH] 2 A 7 WS el TR 7 Q4R QIAE= Z12 Au|A Al eAR]] 119l ¥
o)tk (Mattila & Enz, 2002; Price et al.., 1994). 17 F75 An]2 2d3o|A] o] FX]= F
Ao 2 w3 97t 17 7 B ofm|A] el o3 o4t Hrk o]of B2 AH|AS]
7192 AT 3 S BEsletel SAMIECIA st e £
lom FARo] A5 ek =7l= s R A el B ke 23
aH=5 djstal th(Hochschild, 1983). FAMIES 249 77 #d ol 95 249
ool wt AAl IS V1A d=stedor she AR AR eqrtetHChu &
Murrmann, 2006). FPa2 25rd T Wehvks 174 3 w89 2 dl=re] SHe
B gkekar gledl, 1 AP AP aske 282 ¢ 2tk (Hochschild, 1983). o]2i%t
A ariskE Y ewe] BA7F 21788 viEE Zlo] obd, 71AIA g omisnwskE w0
Y Fxst20s04) T AAelithst AEw A g]lo] & 4= glom, oo} TR Fx3
> 249 Arks =8 AR JiQ1e] el A R
(Lazarus, 1992).

ol 3t 1 F-23IE st TAMIS] AFAEH A AL LA} A Sk A A
wAdol d&Fe v F om, A Pk TS of ol w2t 7HE A
o] a7t 251 TRl AR oAM= vl¢-

T2y @A Zhiate) = T SAR ) A

N &

=

=

)

23le] g AT

g vlokstck, e B QoA Aol vhEoR Saate] = Aol FALY

o] AT AU A7 HE AAEEOR AF ARAE

o AT AL olF el APE FAAE AT
48 A

3 st 17 Ay
sha /A QAHAS G8el WEkE, ARH AL AFstud du,

(e W)

cro o

[m
o)
[
o
&
&7
N
ot
oXx,
o
o,
:t,)L_A‘
_oL



Journal of Franchise Management Vol, 6 No, 2 (Serial Number 10) 2015, 12, pp.51~66 53

II. o2& 1H

[== |

—_

rapSiat=

e BAlo] ARE Sashu, 719 el d Aol A T vl wel 2
419 26l 2219 st U sl S 249 R WS W, 1k e

of FARlo] zmahs wAARlow ARe BT W FYor FEEk
Hochschild(1983) = FARI S| A4 278 e, #AFale] 77 Aelsl 255 485}
7] 93t 744 5] 7 Alolo ] A RS 2AFHE= v

o 2R Qehk= ¥d 79 (display rule) ol 93 FAMIEC] k= 7Y deke ¥d
3¢ (surface acting) & Wd 9] (deep acting) & U] 7H@3sich

1 ek TAR o] AR A= Fas 22)o] s mlirdel wek 7k A o

zsﬂE ]v_ 74_0‘ U]—g}.ﬂ:] Lﬂuﬂ zsﬂﬂql—_ Z:/\]__C;JEO] x].ulx%_& ;_<1 Qo Oﬂ _1?4%3]_
sk vks eS Q8 Ao S UiAlslste] 1784 Qe deS skt g5t
+= Aotk (Hochschild, 1983). ¥4 9= 7S 9)4 07 R34 °©
A Y wHE 9o wolgt & 4= Sl FAR ARale] 27 1Y
% (Grandey, 2003), WFdol Wi 9= 2px19] 7S Q= T2 ¥dsh] S8 4 |
Abare]] gk s 21490 el Wist 55 fldl Aa40® wEsks Folgt B 4 it
(717155, 2006; Ashforth & Humprey, 1995).

Ashforth & Humphrey (1993) & A w=52 A3 Q2le] tjal] & 83} A5 o3, &=
AlzFo® Hekor AEOIY R (2008) = 229 74 v A¥ o=
%l-?% %”ﬂ F232 O A 2A Han, WA =7} ok arHA 7

A A0 ARE TESAIZIA Arkal siolek webA] FARI0] 7)E o] 249
H A 9 75 2|7 245, FARS FAA qtekdl A A
A3} e 4 Aok 31 cH(Pugliesi, 1999).

L

oxl MY
2oox A

0,

[.

N
ikl

FAEYA

2
—d
>~
im
é
[>
L
o
o
wn
e
[©)
wm
E&
I
.
e
1o
)
QN
ol
o
do
e
(3
>
3o
rr
N
o
=
N
1
o
22)
i
i,
3l
ly



54 UHTS0| MPAEY A DX S| 0lxlE P

o} WA QASR el Ao g2 8] of sy Aeld - AAIA 23S Rk
A7) ARsael A50% 70 AEAgole Felaic

Cooper & Marshall (1978)2 Z|F-AEY Ao Yks v|x]= Q107 elxA3}e] HAY v}
2o A golyl A g AL ;I YA golow JTRFAT. Parker &
Decotiis(1983) & AHFAEH A 0018 73 Ao Ao EAY) A}s} zA] B
718} &, e 9], AN WA 5 ARSIt B3 Schuler (1984) & AE#H A 291
5 719 B4 24 B0w THEY

> T
i,

Robbins & Judge (2009) &= 744, 22214, 71Q14] Q1lo] ~E#IAe] A4 gle] & 4
g}p}_]_ o}o:u—,l;ﬂ xLXH;Ho /\Eg-]]i Qolo] AAAel ~EH AV} EH u= ;GCQ;H A} sjel

o] A3Ael 2 SekaL sl

A

3. 14 S

Ral
o

EA

o°{'

0_L4

(customer orientation) < 117 T AES 95k M| A Al FA}e] tjaz] AH]
WA= 7198 471491 1A L RS BRE she S dvleks FloE,
T5 TEA7)7] S8 G4 SARS] ARl dsolr, ulglo) "’7“01]74] ELEEc =
3| shs A S el Qlo] el ol HEF ek viAE ZAIES] 438

otk (Saxe & Weitz, 1982).

A golt A2 QF-9F R E A1&3] gfolgto v, FAHAR] T AL A=
SARE o) 3 AEE SJnjsith(o]ofF - o], 2009). 1AL 1A
2 u o]—U% ﬁyn_q }}.:r/_.# ;d-o]_ 01749‘ u}?cg]_;ﬂ 61—9&1%1 z;do EEE 1225k gq

Al

=
)

A]

=

o
Ol'ﬂ

do
r{o
¢

o I Q¥ |

HFH

_|>LF\F
o K
n&m

=

]‘jr 71990] uATe] AAE FAEt ARAS pA0 R HFsh uAT) Al
l% Fzshe 7199 Atare|th(EAE, 2012).

P2 A 7o) Algkg el W}B‘r 7]‘%@ BE A=roz 71]]o] 1Ae] el
HelA 719 &g 5, ARIAE Algehs 20 179] IRloA QIA =1L 1A
= AN WEOR Yok 6‘%40]13% 7190l HE AnlAfelAl Fde] 7 E A
BotuAl shs AR ] AF-AQl AE R Ak ol el AR ] Tt APE7kA] o
= AT TR ] Al -l Qe A o] HE ARl 3AAl SRS T v
oJth(F5-%, 2013).

I O CT S RV

ol
FL

_HJ OHH
H

_,d
19 K
ol
FIF

H N

>~ iy o 1o

,4}\]

g 7l

o

jui



Journal of Franchise Management Vol, 6 No, 2 (Serial Number 10) 2015, 12, pp.51~66 55

A2

ObA 7]sd AT =S v o R & delMe <ad D 2

i 2 ATRFS 2
oh B Aol el ARatas wAK I vXE 3T wAE s
g

B Qo] ATEAS Dsh) slelel A% 9 A7IAY C A2 TARe] 2 R
AT 9 AAES POR BRRAE NS HERAR: AT A A7 B
A Agela, ARzl FoIe tpguow Atk 10350 AEA7 WEH] F 97
27 S5EIgL, o RSP SR A 7HE AL HE 9047} 2] o]

Ak

3. ATk

S 2l A Edlzg S7tolh A #d &
Erxe] gelogM o] sl Q83 WA %”3’3}% AL s A Bdide &



56 Y=ol NPAEHA0 DHX|SMo| olxE Pt

wal7] &l 74 £Q3kt} Ashforth & Humphrey (1993) &= Z5- 4=3)
o2 ¥4 7 (display rules)S IHE wWE7] ofHA M= A E
AR THQ1E] A s v A aiile 2L AN-E olFshs Bl FARONA A=t
o] Aal, 55, WA Y3 AFEFEHY 49 22 IRIA S AT AEYAS 4o
ZItkaL STt Al Qlo] AAwFAE 1 AFE 8 IoA] welshs thekst 99l
=2 Q8 Agd =2 AAA AEHAS A frh(Rafaeli & Sutton, 1989; Ashforth &
Humphrey, 1993). 7P -sA= A A0 EsHA= AR 194 stabgdel] Q&) 2%
2EY A7} 75skE T Carver, 2001).

2 Ao E A s 1 e Ui 9l Feb, el SAke] B
Sowgt 2 Pl YAetEs 1 2AS ke A vty U= 7YY BRE Y
Aab7] Sl 24 s Adshe FAelA ARl 2 s Ao ®E =7)a A7) Akl

o 23S PSH: RS Tk weh] & Aol e e s

P

1o

[o2

H-1: 33 ol Yol JRAEe20] $(-) 2 G32 5E 2o)h
H-2: ZHe E Yol JRAE 2] F(H) 2 G$E 5E 2ok

FAM0) TAEYE P Aol olal e We 4 gl o1~ ke gae
TPl == 4 A O QI8 TAMINA AR $14) mAE F 5 kA
2 - 17, 2010). FFwFol B A7k A W3 Ag do aq FAHlo] 7))
FEUE ATE FUG 5 Ul A A FA A e 5 glek uEasie 37
tﬂ-&l—r/]. }\1];]]/\ =] 6]:)\]—01] ilx-] -1(?_] @jr/]% 01071 2= 011:].
WIAQIOE 29 AFR T 2 Fasid 28
fo1 =R

J
In

o o
C e 245 AN 24 w}aw DA T e 1 P

H-3 7 AYsi= 2ANY0 I ()8 GEE
H4: 7 EAYSS= DAY ()8 982 1) Zo)



Journal of Franchise Management Vol, 6 No, 2 (Serial Number 10) 2015, 12, pp.51~66 57

33 &= AEE“AQ'. —17H7(|ohA-I 7L_q| A

Zmof| Fejzlol} S8 ke AEA ~AEg AL
7 oJ3kS u):cHHochschild, 1983; Ashforth &
BeAg] e AT} HEE Ja] 2P0} 7))

270w, Ae] 989 RS 9

E Ev o 1 — E
ot 2199 732 LA 7] 99 wABOR AT A A=A P ) 20

DAY ) A R 5 o] T A el Pl e It
(Wharton, 1993). 18122 ¥ 7o thee] b el

H-5 ARAEGAL ZANRG H(-)) 932 7F Folh

P
4. Hol £H

s EL 9 U2 T o] FAE 53 HER SA AT Brotheridge &
Grandey, 2002; Chu & Murrmann, 2006; H9 3, 2012; 78k 2011). A E A
0] Al s FasA Z24o] sk wirdel uket Ao R Feehs S T
abr], sl = f—A}%—‘é— | ApRA o AN Qo] ¥-g-ah, 1ol ek niEAl e s
< FEl A S dAigkete] Y e des F¥skaA wEehe Ao
(Hochschild, 1983). olOﬂ izt ﬂ%&%: Lﬂggﬂm w899 519 Ao Z4HY
o} FAg9 el a9 o] A% 2k (Cronbach's)S ZH2} 793 81o|H, AA|ZE= 827 U}
355

-Vlmm

1:L-l

42 ZFAERA

AFAE A 7)/lo] A} il T2 T8k o {AY,
A - AAA s HIAT = 315121\‘65 o AN QA 1o AFgzbgolzt Aeojdrt
(Beehr & Newman, 1978). AFAEHAE AdAT5Morris & Feldman, 1997,
Grandey, 2000; <3817, 2009; A5, 2009) o] ZAsI] B|AHE 54 HEE o] gsto] 4

31} AFE Fh(Cronbach's) .740]t}.

,1
r°*'
Iio
M
rulrl
Hu
O,
Oft
o,
o
)
H
_{
A
_[

1_



58 Y=ol NPAEHA0 DHX|SMo| olxE Pt

al

o
o

IAAGAL: 1A S5 A7) Qld AR SARS ARl s o R sl

= = TN AAE Gl olo] 1] Frufjol] Efo] HEE mHshs vt
o] &8 Fretal g o)HtH(Saxe & Weitz, 1982). wpehr] 1172923k é% O] X
&4 73“3*?‘?4% Q& FAREO] HEEA] ZEarofofet @ 424 Babin & Boles(1998) 2] A+
oA o] & IS o] g3l BAE 57 HERE SAEth A FH(Cronbach's) > .86

11

0

=X Ny

mZi

2 Aol o] & 909 SHAe] thgt QI TAIA SAS <E 1> 2k WA, AHE
4o 62.2%% A2 37.8%°] vlate] Wtom, skge 1ZE o]y} 50%= 7}7&} o}
41~50A] YR} 47 8% 71wk

AP B digldFRom, A R

th 23 Ee 5 njute] 22.2%% =11, 4 A5 5¥nk 9 u|vixlr} 85.6%2] B]F5S A
&l

%y

— 1
T= 1)) M= (%)

A =3 34 37.8
°2 oA 56 622
TZ O[3 45 50.0

oy OEH| ChRI/CHE 18 200
== 43A TiR/E 25 578
Cy=rel oA 2 2.2

2025k 1 11

56304 > 09

o1z 31—40k 13 14.4
41 —50k 43 478

50A| O[Af 31 344

IS o8 311

2932 R 5 299
(2gz=) 5-109 njat 14 1556
10 Of4F i 1.1

SEOF o OjoF 77 85.6

o ae 120 & 0jgt 10 111
£ L5 1#~2F0F < 0o 1 1.1
2718 21 o[ & 2 2.2
50 90 100.0




Journal of Franchise Management Vol, 6 No, 2 (Serial Number 10) 2015, 12, pp.51~66 59

2.1

B Hee

1, S|
21237492 (varimax method) of] 2Jgh &A% Q Q14 0]
o

/P

HETo| Efgdnt a2y

at7] §lsto] <3 2>9) o

o=

A
%k (eigen value) 1.0 o4, 291 A=

o] =&

TN 2 T N FEo] AAENCH, uAAFILE 14

ol -85k 7+ Qo] BAMIH (%) &

27

%)

ol 7 Lol A, BAwEe ) 2919l
o o] AAHGCM, U B9l 6749 £F 5 3

AP

15900k =39 e 7lE

<L >0l e} o], 47019 &
¥4 Y= 670 T3 = 370

o] AAE YL AFAEHAE
17) &Hgo] AAE o] H-4
™ 33217} 15.995%, U]

w307} 18.371%, AFAEH A7} 19.355%, 18]1 1A 3AJo] 20.457% = VFEpEo ™,
ofo|Al Zto] B 1 o]0 & et 35 Ko o] gH Qi) A, 7} Atk SAEE
of tist Uj4 A3 Cronbach's alpha #k& ©]-8-3t0] &2lIst A3}, Nunnally (1978) 7} A

<H 2> BMH QOolEM
o W ] OF [ X% ] X
°° so| | sio) |aeaya| xa | @
Li= M=o o2t o =712 Qs X 488 871=
% | 555t ot 849 | 120 | -019 | —.068
o [ L= 220)AA Sa= AF 252 9= Iz Balel=
o | 3 et 808 | 240 | —057 | —.018 |.793
7t [ o A = [=] _ = =
4| o [ L= 4F 282 27 o U4 275: 5 A% B
o 0] 0|25 Eaisict 787 | .om 046 280
w [ [UE ZASOA 0] Foiof st= ZEsE AEE L]
< | th| ) s oersie, 114 | 843 | 069 | 243
o [L}= 2ZS0A 20/= U 282 ZE0F ofLjet 271x
a1 | 20) Loiet Lerpick 137 | 8% | —124 | 031 | .810
o | e 1#S9 o7 2A 2 ZAe] ZEse E - -
sict W AME J21 20| U nfS4o0| A, 151 [ 74| —18
R R 117 | -o002 | 898 | -.084
)
AE | L= BA T2 J1B ASHAE gert —019 | -132 | 841 | —161 | 5o
A | LIE AN RAGIE CIE UF [I20] 718 AEFA
321 guen 312 | -412 | 50 | -189
Lis D752 BEAT|E 20| 2218 L7ic) ~159 | 050 | -138 | 887
12 [ L= IHS0[A 250 MHIAS Hasle A2 IS - B
Koy | 2l oty 069 | 001 074 | 854 | 857
L= 17450 92 S &0f @ 2HE ZHolzE B B
coiet 121 | 068 153 | 842
197t 1919 | 2205 | 2323 | 2.455
ZAMEHEH (%) 15.995 | 18.371 | 19.355 | 20.457




60 ZHI-So| HPAE At AR N0 0lXE B
2. EZMmEe| 24
22 Eel2olsA
B Q2] F, CIE 4>e149) Zol, AA| ARl thste] SHal Qelajo] A1)
o) 24 Avh A3 x%=64.185, df=48, GFI=.896, CFI=.959, NFI=.860, IFI=.961,

TLI=.943, RMR=.062, RMSEA=.059
Black, Babin, Anderson, & Tatham, 2006).

TOoR UEht 8

],__

7072 YRt (Hair,

<E 3> 20IQQIEA A
S-T
R0l Hap Estimat| S.E. | t-value| CCR®| AVE®
e
L= A0l w2t Ut Saln s AR 28e a71= 290t
2| an 772 - -
o | LI D20jAM Lol AX 2 e d02 EXsls 2 5.82
a | o 715 | 163 o | 931 .688
Z 9| U AF 282 A7 A 42N R75s B FEI P 5.99
H| | o oiza mescy 783 AT
L L= DZS0A =0{ Z0{0F o= ZHSS ANZE 7| 668 ~ ~
= |y | Qe s :
o | Li= D74SolA| 2Ol= Lf 282 Z0t ojLizt 471K Zo| 5.99
o | o wam 834 | 224 S | 84T 650
9 | L= 1359 g70) 8 2= ZA APSS BHIC 5.95
=01 AF2 T8 2Eo| U nr820| Mrfuct 198222 Ty
Lis 2% G20] 7k AEYAS wHeC) 808 - -
A7 5.31
AE | LI 2A 20| B AEYAE g} 758 | 166 T | 7s9) 518
t= 2A0IMSl X[AlSte CHE YF OO0l 7S AEH A 4.53
arc] 558 | 184 1
Lis D2SS BEAT|E 20| 22t Lyich 791 - -
D7 | L= 130 285 MHIAS HZsls S B 7l 8.29
XE% it = T 916 | .159 o | 931 .820
Lis D7s0| 98] S S0l SHES TAHSIES EoECL | 751 | 126 7':;0
X2=64.185, d.f=48(x%d.f=1.337), p=.059, GFI=.896, AGFI=.831, RMSEA=.059, NFI=.860, CFl=.959
® Composite Construct Reliability (H7EH| AlZ )
° Average Variance Extracted (HT2AEEZY)
A, 7} oA welofl tigt A5 B AF A, <& 3>oA 9} o), B0l A k] X
2%k0] 0.558% B 7] BARS 9o Q= o= yeht A5 eldAdo] grE ok



Journal of Franchise Management Vol, 6 No, 2 (Serial Number 10) 2015, 12, pp.51~66 61

wEsh At w919 A1EE(CCR)+= 0.759-0.931, H++ 4k = #(AVE)> 0.518-0.820
2 YeRth 72 AT gl “41 W BFAdS vl Al 7 iHe R S E I S,
AT & T AAIAE BT ¢ AT AETH @ £2XSE) el 1.00] Z3EA] ¢rotof
31} (Anderson & Gerbing, 1988). AT &9l 2 AT 7P w2 AT AER A A
A ZF AT AETHH (e £2XSE) FHullge] —.462(9—-2XSE)% —.246(¢
+2XSE)Z AT E rlshs 1& E3ebA] ko= A5t whe] 1hof ¥ gFido] A
bl B 4 Qlth E=A, o BAF 50 BE ATy 1 A ARSHEY Aok st
(Fornell & Larcker, 1981). Z12]3L <3 4>°] A7 %z_ 1%ﬂ4xk—ﬁ~ﬂhmﬂi
H, 25 AelE ] B A = 3

T TEENE £ B0l ol BleR 145}‘;}1:}, AA, Chl—square = 01%?15} S|
B A5S 3] fete] vlAlst Ry} gAAAE 12 1Y% AlstE P o7 o] ER14]
QRIS AAEIg o, & AFoA o] g8 BE Ws He Chi—square #k df=10]A]
Chi—square #ko] 3.845 o/ 0.2 p<.05 FellA] 2] 3t Zfol7} Qli= A o2 vepht ¥hd
Fdo] AFH A (Rust, Moorman, & Dickson, 2002).

of

=
o

AR o] 9% Qo150 Bish EEAA, Teli 7 2915 Al]o] ANAR] T
o WIS Solel] Sla 470e] AT WIS 79l ARARAle] MAs gtk 4] A3k,
<E 59} 2ol BAE o) 291 U B9 ARAEde (o) 9 B, B B9
= AT ARG A (+) 9] WA BTk Eit, ATAEYAL AP (o) o

29| BE | EEEA | ueiwel | ER ¥R | HeASyA | DIAXEY
LHEH 22| 2.53 76 1
HH AL 2.54 .64 279 1
HEAERA 2.61 80 —-.317 051 1
ELINL 3.87 61 101 —.260 -.334" 1

*p<.05, **p<.01



41 AFIIde| A

s, AFAEUA, AR JIAIAE TR 1Y 248 B3 Hse 4
= U3 2k B4 A3, 2R E A x?=64.185, df=48, p=.059, GFI=.896,
CFI=.959, NFI=.860, IFI=.961, TLI=.943, RMR=.062, RMSEA=.059 2% A& 7k
o] thAAoE +& 7Fs3 Fho] EEEUTH(Hair et al, 2006).

ATV AE AR <R 58 2tk WA, UE 9 AFAE A F-(-) 8] ks v
Z Zlolgh= H1S 758 Ay, H2A 3k —.356, tik> —2.608% U 9= AFAE
2ol AR Fo F-(-) & FEFS PIA= AR YERITHPL.05). wEbA H1-2 AA]
=

A, 19 9= AFAEd 2 el A (+) o FES v Floleks H2E Ass A, A=A
T A 151, t3> 7902 BAIK O R Fovt ek nx|K] o= A o7 YERY, H2+ 714
ek A, Wi g7 2R g6l A (+) o] s v Aolek= H3S Asst A3, 73
AT 128, 17k 1.3302 FAIYSE o8t G vAA] G AOE YER, H3S
1= Qiek A, B SP9lE aAA el F-(-) o S v Floleks HAE ASs 4
¥}, ARAG 2 —.354, 17k —2.656% FAHCRE F3 F(—) 9 JIS nA= A0
YERATHPL.0D) . webA] Ha= AA =ik oA, A5 AEd e a8 del] H-(-) 2
&5 v Aolghz HoE A5t A, A=A 2 —.213, tahd —2.2042 FAXSE
oJgt F-(-) 9] S wA = AoE YERITHPL.05). wEbA] HoE AR =St

<& 5> g77td H432n

7+ L HESHA 4 =t p—ak 4O 2
H1 L AR > AFAEY A -.356 -2.608 .009™ RHEH
H2 EH #9 - AFAEH A 151 .790 .430 71
H3 L 49 — nZéx|ekd 128 1.330 184 212k
H4 EH AR - dAKSY —.354 —2.656 .008" AHEY
H5 HFAEY A - DAR|ER —-.213 —2.204 .028" AHEY

*p<.05, **p<.01



Journal of Franchise Management Vol, 6 No, 2 (Serial Number 10) 2015, 12, pp.51~66 63

*p<.05, **p<.01, BEAL(E-Z)
AM: QoI 2|, FM: HIRAE A

x?=64.185, d.f=48(x?d.f=1.337), p=.059, GFI=.896, AGFI=.831, RMSEA=.059, NFI=.860, CFl=.959.

<1y 2> P2y 24 2

& A7e T 89S Tl AT AEU A} uAX G o vAE Y
AMujzaty] SARRES] AP gt AT AE S, ARG WS OBH%}O%, =4 141 g3t
gl 38 R A= Slel él*]ﬂ%iﬁ‘r. 4 @4* Bl A, g

:‘L

PAE R W19 O S AR o), R fsua—« 7110101 -
199014 275K mt s 1 Aeleld opEle 7

e =
-8 WA 7ol Bx3l ARAEYA S A 53 2
o

1‘

ol

B=JR)
N

‘lu 1—_—1\1
b
:*9

o
SATHRIES, 2010). W, U9 A1 EA19L ARl
EH TPHE DAA] Sle) e S Bstels

= b

[ TN
olrrgh
K
=]

O

ol
o
%)
m
BL'
fUl



o] AR 7 7L7<4 299} AFAEY AL 7S HAA & Ak

thEle F3kE hehdcka SIck§-9 3], 2007).
HY5(2012) = BXE AdeS Wdor 244s

N A3, B A90E WA A2k 4995% 4 1] ¥

AR Y 2ol vk Sslck ol U AP sl vl ), 2 o

AN ARSI AFAEAAS W Qolojehs Aol Tt wal, Eud

A O ) G ehgler, ol 3

R =
o o, 122 £AAF A58 T%%—w P DAY F-(-) o] BeE vk

g &5 3
A e (- )4 &= “171‘%_ s, ?ﬂ?oﬂfﬂt *45”04?9} 2 fE} A= et

yglom, ol A1X3(2008), ©14<%(2014) 5 A

Ak TE AAE FEAA B A, AANAE Yo Y ANES] YT
ATt 2HoA Al 2d NS EEE FasAY, THPSA Anjs 5f
W7 Azt o), ol aAAFLS v, 2T FAA] JFS v F
ATHE AFA S & 4 ) o AHA V|PgEL AR AEYAE UYEa aH
AFRE wol7] As| nAAR 2= viFd 5§ FAY wFel o] ded xd 4
Ak AAEte] Muls BEE 28 9 #este 39S goju, TAE il
A g A A ARz =Y YErE ¢ RS fFRsa A EE
S 58 Hosvsbs ek vhye] Zg s}

gy B 01?“ A9 el f&@*—iol

U\I

138 2011). MBI A9 ol o o

JRIF-(2006). A5 A3 Tig st v

DA - 717120100, 91449 FAHAS
119-136.

AEB010). BAAY Z2A2G A34 ik B A 9 A7) o] vAE 9 4 A
B 22 T3S BP0 ALAYUSE A R,

WA E(2012). BYTDFAAY DA Gl FE B el Ao v ool B A 374

u\l

N



Journal of Franchise Management Vol, 6 No, 2 (Serial Number 10) 2015, 12, pp.51~66 65

o
o
l—O‘Y
[®
oS
—
e
l-()‘t
e
e
AuH
>
1o
o
nj
hitad
o

ol AFAEAAT R 24 3 uAXNGFE v 9

14 AT, 17(3), 111-129.

oo 5 - o13x1(2009). SHEE F&B FAMY 24 Z43t nANGI] A HiAFdIEe
25(5), 297-314.

VY5 (2014). BRAAL FPuFol AEAAG DANFY W ol w vlAE . AFTSa
=]

o
=2
)
=
0
4
o,
X
_>;L
rio,
=
)

+93(2007). 7 T4 24 8 455
EIONRIS R
AEZ - A - 1A (2012). 2R 7190 SAR Aol AR wAE 9 B9 4
A7 24 wg SHOR F9FYIU7 21(4), 35-5L
ToF (2013 AAED A dish aAFY F7pE #A FE, 3
SN AR S FHCR AT teel A =
é*(2012) BEE A4 g0l b A e el v R AL SRR
G g ATE(2009). AulAAke] ARE R B B

)

o
W
o

2
ki
2
=i
N
e
o

9‘:’

OHT
il
o
: R
i
_p

=

oX,
it

Ashforth, B. E. & Humphrey, R. H. (1995). Emotion in the workplace: A Reappraisal. Human
Relations, 48(2), 97—125.

Brotheridge, C. M. & Grandey, A. A. (2002). Emotional labor and burnout: Comparing two
perspectives of people work. Journal of Vocational Behavior, 60, 17—39.

Carver, C. S. (2001). Affect and the functional bases of behavior: On the dimensional
structure of affective experience. Personality and Social Psychology Review, 5(3),
345-356.

Chu, K. H. & Murrmann, S. K. (2006). Development and validation of the hospitality emotion

a labor scale. 7ourism management, 27(6), 1181-1191.

Cooper, C. L. & Marshall, J. (1978). Understanding Executive Stress, London: Macmillan.

Harris, L. C. & Reynolds, K. L. (2003). The consequences of functional customer behavior.
Journal of Service Research, 6(2), 144—161.

Hochschild, A. R. (1983). The Managed Heart: Commercialization of Human Feeling,
University of California Press. Berkeley, CA.

Lam, W. & Chen, Z. (2012). When I put on my service mask: Determinants and outcomes of

emotional labor among hotel service providers according to affective event theory.



66 Y-S0l FFAER AR} DMX o] o[x|E P&

International Journal of Hospitality Management, 31(1), 3—12.

Lazarus, R. S. (1992). Psychological stress in the workplace. Journal of Social Behavior and
Personality, 6(7), 1-13.

Loseke, D. R. & Cahill, C. E. (1986). Actors in Search of a Character: Student Social
Workers' quest for professional Identity. Symbolic Interaction, 9, 245—258.

Mattila, A. S. & Cathy, A. E. (2002) . The role of emotions in service encounters. Journal of
Service Research, 4(4), 268—277.

McGrath, J. E. (1976). Stress and behavior in organizations. in M. D. Dunnette, Handbook of
Industrial and Organizational Psychology, Chicago: Rand Mcnally College Publish Co,
889-935.

Parker, D. F. & Decotiis, T. A. (1983). Organizational determinants of job stress.
Organizational Behavior and Human Performance, 32, 160—177.

Price, L. L., Arnould, E. J. & Deibler, S. L. (1995). Consumers’ emotional responses to
service encounters: The influence of the service provider. International Journal of
Service Industry Management, 6(3), 34—63.

Pugliesi, K. (1999). The consequences of emotional labor: Effects on work stress, job satisfa
ction, and well-Being. Motivation and Emotion, 23(2), 125—154.

Rafaeli, A. & Sutton, R. I. (1989). The expression of emotion in organizational life. Kesearch
in Organizational Behavior, 11(1), 1-42.

Robbins, S. T. & Judge, T. A. (2009). Organizational Behavior, 13th ed. Prentice Hall.

Sax, R. & Weitz, B. (1982). The SOCO scale : A measure of the customer orientation of
sales people. Journal of Marketing Research, 19(8), 550—562.

Wharton, A. S. (1993). The affective consequences of service work. Work and Occupation,
20(2), 205-232.

20159 10€ 149 9u FF
20154 1249 14Y HFE A5
201549 12€ 209 AA &3
391 2Jg4IArg





