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Abstract As social interest in emotional labor grows, there are many related studies in progress in
recent times. However most of the studies are focused on preventing harmful effects of emotional labor
or seeking effective follow—up measures from the service provider's point of view. For this reason, with
focusing on the bank teller service which is one of most representative face—to—face emotional labor,
this study was progressed to suggest improvement measures by identifying and analyzing the current
status of visual installations at the work space for awareness improvement of emotional labor from the
customer's point of view. To this end, after a prior study, an field survey of 10 banks in the first
financial sector was conducted to draw out problems and finally propose improvement directions with
four aspects in link with the problems presented. This study is expected to have meaning in terms of

securing diversity in emotional labor related research.

Key Words : Emotional Labor, Bank Teller Service, Visual Installation, Awareness Improvement,

Improvement Direction

+*“This work was supported by the 2019 Inje University research grant’

*Corresponding Author : Keun—Young Yang(keunyoung.yang@gmail.com)

Received September 16, 2020 Revised  October 6, 2020
Accepted December 20, 2020 Published December 28, 2020



498 dYAdgHFAT A8 Al12%

L ME 1.2 A9 3oy

A7) M= v A o Agdae] sl &
L1 979 % 5% el 37 97E FUOL slom, A Teke AP
A2 A w2 MuaE aigeR 3 ankse] 1) AR B Y] il Al 1589 107 23S e
7RIS w4 Qs TR o] frhs Aol wob 2 siivh Ate] e A ewel Ui olslE 54
Foll whpA] Mu) 22 ARSI P eES T8 4 oR VeH AddTet AFFRAE B9 A% vty

o] stz aatehs ZIglEe] WobAaL glrt. ofefRt  o]F wiEe R 24, Al T Avfe] thEh =e
7148 A M aA FAREEE aAe Al AulaE Aljke R dE FHATR vhro] 1de] Hglem 7t

4
o
ol
o2l
o olo
)
>
=
=
0
1o,
o
-
o
=
olo
o
o
re
1
Ir
ruO
-
d
oL
-
&
2
> 2
o
N
r
A2
ro do
o
:(l){é
il

15 Al Hs el A os wE2HA Aok 24 Bl kst

2]
oF o] 2] 3t g3to] Wk w3 X &d ol AR A FAATE S AT S e 1 Sl
|22 FAbE Aol Az 23 oA ol 1 AR A AES vhdste] oS Wige R Ak
Tk ope A1 Adubel A vk Wi = Al7HEe

e VLS st QNS BAoR AR AX|Eo gl Al
A He A E 7|7 E 4= Qi o] v el ddt glels HE o7 ks dFRALE A
o] EAZ XBE 4 9= EA7) ol 213 A9 3 o]Z ZAlo A BRolE RES BB EEZslsle 2]

U5 K 7 A glE W8S B, 553 A4S
F4 Zgoleh= SHoA VQolAl & FHeHo= 28 ldskal, o] oA BAlE SolHe TR A4
sto] g0 8 7|9AAEE A o e 81%10] g EEste] nH|HS =) & Fof| HEH o= T
g $5 gk Az 012 JHE BHor dh= A1 AR A

olgfgh o=, ALE] Hukel A s 4 ks Aljbekdth
oA F= ool tigte] URIRIES] 124 Z3ho]
L% glom AE] ZAbel 3 v xE|o A}
o FA oA o] wlANTE ol g} S o 2w T} 2. A x=Fo|e?
&3t Fejo] ATEo] dAl i = Asoltt
B ATe A B V1EY Ayl Aula 21 AALEY d 2 F3E AT

AFAR] A s GARRE Zdeu 21 AlRle] &k & AALEL yASYE Bhow A 7F giE i
o] QoA AT HEE ousiAY 284921 Aol A} A2 A B} ApAle] 7ho] AL 22 A
A BAEE RAShT ATSel T2 O AT g g gsge) wele A4l w43 T B
Aol 22k o]ol= the IHA A AMH|2=E AlFihe <) A 7S TR AR o] Qe wES o))
A Aol el olelws Ao S = go1zm 198310) vlte] ALEERRL ) BAl S
Fo=A el it 14 e) IS =RE HHS = (Arie Russell Hochschild)7b 28] A4 ‘The
2 AT A Q= A A= AT \Liaced Heart' [1]1914 HS0.8 278 dosm,
ARstel ol Mo T AYREE WRHAL AIIBRE g o) wol e s 990 Ao 3}
Aol HH5 AL AP Aelrh olF T8l WA go g yHom Aesls gl Ao & o] 5
T A T ok oA Ape) WAOR B gaigof g A Afolo] 2= = AAjA Hzslo] 7]
SEAeh el WA A 29 T WA O iz 0@ opritiz-al. B @) SJted ol
AbE Abghe] gk tAlER: A Al ARl 5 g o mas 219 gl uw ke AT
ao] gHpA o R QAT g e A7t AR & Wk Hol| @ 1E oA FoAR, FAE|AE 7449 T
B AN B, A, E)3 2Ho) Rk NS BAskE UA



A QAN B AZAAE A B4 9 Al 499

7108z A A 28, o] vl 7P<1 TAerEA AW A 2 AR shirt 2 5 gk
(51 4 glow, 7 Aol 7|uke FFaL ol vk, 2 o] 3= 2018 AR A Al41E Al

S Rk ohE 2 Al ﬂ%f& Aot AARA S Foll A eAte] Bl dhste] vhgofxl Wi
o 2deid el gt A S qFE FElE 1 oide] Ao m, dA A= 2437 AR T 2170 XA R
=efupar Slok16] v 2HE AAste] Aldstar g7l ok 11 47t '
Tt & o QAR ARGl E e R A =
o] Aol A&A o0& Foluar Q= FAlEhRs HellA
S AHRL dedelet st

Seoul Metropolitan  Ondinance on the Protection, etc. of Rights

Govemment of Emotional Workers / 2016.1.7, Enactmaent
SpREey ¥ Ordinance on the Protection of Emotional
Diversity Incongruity 2 Gyeonggi-do Workers and the Creation of a Sound Working

Culture / 2016.9.29.Enactment
Emotional Workers' Rights Protection Ordinance /

3 | AnyangCity 201715 Enactment
4 Gwangu Emotional Workers Protection Ordinance /
Metropolitan City | 20167.1 Enactment
Fig. 1. Components of emotional labor ) Ervtionad Workss Proteciion Ondlin
5 [Jonlu 2017330 Enactment
6 Gimpo City Emational Workers' Rights Protection Ordinance /
AH)|2YE Ao 7 3 ARz Hal= A% 2017418 Enactment
L Ordinance on the Protection, etc. of Rights of
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= ] 7 o A, 8 |Guogu Ordinance on the Protection, etc. of Rights of

Emotional Workers / 2016,10.13 Enactment
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9 UleongbuClty | ;5617929 Enactment

7
- — 10 Daejeon Emational Warkers Protection Ordinance
23 a —5]'1:5_ E}’%Q] i{g]— Zzl_—]:]' _ Metropalitan City . { 2017.10.18 Enaciment
Emational Workers Protection Ordinance

11 | Jeollabuk-do [ 2017.11,17 Enactment
Table 1. The type of emotional labor occupation [ l&dimnn&!hﬂtﬂﬂbﬁ.ﬂc.dﬂw
12 ChangwonCity | e oiional Workers / 2018 3 30 Enactment
Type Representative occupation | | Emotional Workers’ Rights Protection Ordinance
13  Seongnam C
Non customer face—to—face [Call center consultant, etc id IFW'IH.N.Enaﬂment |
- - Busan Ordinance on the Protection, etc. of Emotional Workers
Customer face—to—face CBf:£ t:ilcer, Mart cashier, Airline 14 Metropolitan City | / 2018523 Enactment
Social welf Kor. Poli 15 Busan, Ordinance on the Protection, etc. of Emotional Workers
Public service ocial welfare worker, Police Nam-gu 4 2018.12.24 Enactment

officer, Government office staff, etc {
Ordinance on the Protection, etc. of Emotional Workers

Care giver, Nursery teacher, Nurse, 16  Goyang City 7 2019.2.1 Enaciment

(People)Care service
etc

Emational Workers Protection Ordinance

17 lNamdong-gu /201938 Enactment
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Fig. 3. Field survey target : First financial bank
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No Check Point

l.Incomingand e Are there any images or phrases related to

Outgoing Doors | emotional labor at the entrance?
| Is there any information related to
2. Guide 5taff emotional labor in the clothes of the
receptionist?

3. Kivsk » Is there information about emational labor . |

’ on the kiosk screen and machine? al
4, The Surface | |5 there anything related to emotional labor s

of Paper on the waiting list? A =

No Check Point
1. 5tandby Seats and | » I3 there information about emotional labar
Peripherals in the waiting seat?

w15 there any information related to emotional |
labeor in the surrounding bank product
information sheets?

3. Waiting Electronic | ® !5 there any emotional labor information on B g8

Ex Image

| 2. A Bank Information
(Include display stand }

Display the display that indicates the waiting order?
' 5 ) |® fre there other information related to
o) g ematicnal labor on the walls of the space

| (Mhevalec] o round the waiting?

No Check Point

» |5 there any information on emotional
labor in the counter seat?

'@ Does the eounselor have any infarnatian on

1.Counter

ermotiona |aber during the consultation meeting?
2.Counselor |5 pocs the ounstor explan emetionalIabar in the

facn-to-face menting?

Is there any information about emotional
3, Password Kiosk | * any

labor on the password entry board?
4, Other, et # Do you have any other information on

emotional labor? (and 50 on)

 ExImage

No [ Check Point

1. Toilet ® |sthere il'r'_-'infurma_tiorl about emotional "
labor around the toilet?

2 VIP Counter la ;:;:::::Lﬁ:ﬁ:ﬂu:ri I?ahnr information E

3. A Parking Stamp . g:mp‘:x;":’:r::;rm informmation |

4 Other, ste. .' Do you have any ather Information on

emotional labor? (and so on)

Fig. 4. Field Survey Checklist
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Entrance and Exit Door » Seat ® Counter L] Toilet X
Guide Staff % Bark Information Journal x Counselor x VIF Counter x
Korea Development - - -
Bank Kiosk % | Waiting Electronic Display | = Password Kiosk x |Sales Insurance Counter Addition| x
The Surface of Paper % Marginal Space(Wall) X In Consultation ® A Parking Stamp X
Ertrance and Exit Door ] Seat ] Caunter H Toilet X
Industrial Bank Guide Staff ® Bank Informatian Jaurnal x Counselor ® VIP Caunter X
of Korea Kiosk % | Waiting Electronic Display | * Password Kiosk % |Sales Insurance Couwnter Addition| x
The Surface of Paper ] Marginal Space{Wall) ® In Consultation H A Parking Stamp ]
Entrance and Exit Door L] Seat x Counter . Toilet X
Guide Staff b Bank Informatian Journal ] Counselor X WIF Counter Ed
Kookmin Bank
Kiosk % | Waiting Electronic Display | * Password Kiosk & [Sales Insurance Counter Addition| =
The Surface of Paper b Marginal Space{Wall) L] In Consultation ® A Parking Stamp LS
Entrance and Exit Door | Seat % Counter % Toilet %
Guide Staff x Bank Information Journal = Counselor X VIP Counter x
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Guide Staff X Bank Informatian Jaurnal ® Counselor X VIP Counter X
Shinhan Bank = — —
Kiosk # | Waiting Electronic Display | * Password Kiosk % |Sales Insurance Counter Addition|
The Surface of Paper ] Marginal Space{Wall) [ In Consultation ] A Parking Stamp X
Entrance and Exit Door ¥ Seat x Countar E Toilet %
Guide Staff ¥ Bank |nformation Jaurnal b Counselor X WIF Counter X
Woarl Sk Kiosk % | Waiting Electronic Display | * Password Kiosk ¥ |Sales Insurance Counter Addition| %
The Surface of Paper % Marginal Space(Wall) b In Consultation X A Parking Stamp x
Entrance and Exit Daor B Seat ® Counter ¥ Toilet x
Guide Staff H Bank Information Journal ® Counselor H VIP Counter X
SC First Bank
Kiosk % | Waiting Electronic Display | = Password Kiosk x |Sales Insurance Counter Addition] x
The Surface of Paper ] Marginal Space(Wall) x In Consultation x A Parking Stamp X
Entrarce and Exit Door % Seat X Couriter x Tailet ¥
Guide Staff X Bark Informatian Jaurnal ® Counselor ] VIP Coumnter X
Citlbank Korea o o -
Kiosk % | Waiting Electronic Display | = Password Kiosk * |Sales Insurance Counter Addition| x
The Surface of Paper b Marginal Space{Wall) % In Consultation % A Parking Stamp ®
Entrance and Exit Daor ¥ Seat ® Caunter E Teilet S
Guide Staff L] Bank |nformation Journal x Counselor x WIF Counter X
Subyup Bank — o .
Kiosk % | Waiting Electronic Display | = Password Kosk % |Sales Insurance Counter Addition| %
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Kiosk % | Waiting Electronic Display | Password Kiosk * |Sales Insurance Courter Addition] x
The Surface of Paper ] Marginal SpacefWall) x In Consultation X A Parking Stamp X

Fig. 5. Total Field Survey Results of the First financial 10 banks
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