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ABSTRACT

The Effects of Nurses” Emotional Labor on Enthusiasm and
Customer Orientation: The Focus on Mediating Role of

Emotional Expression Rules Emotional Regulation

Sungyeon Kim

Advisor : Prof. Jongchul Park
Ph.D. Department of Business
Administration Graduate School

of Chosun University

The purpose of this study is to examine the mediating effects of emotional regulation
and further investigate how emotional regulation affects the emotional labor of nurses'
on job enthusiasm and customer orientation. The results of this study are as follows.

First, nurses' emotional labor had a significant effect on positive emotional expression
rules and negative emotional suppression rules. Second, the effects of positive
emotional expression rule and negative emotional suppression rule were found to have
a significant effect on emotional regulation. Third, emotional control had a significant
effect on both customer orientation and job enthusiasm. Fourth, as a result of the
mediation analysis, it was confirmed that the negative affective suppression rule
played a perfect mediating role in the relationship between emotional labor and
emotional regulation. However, the mediating effect of emotional control was not
significant in the relationship between positive emotion expression rule and job heat.
Fifth, emotional regulation was not validated as a mediating role in the relation
between negative regulation and customer orientation. Finally, emotional regulation
again did not play any significant mediating role between positive emotional

regulation and customer orientation.

Key words: Emotional labor, Emotional expression rules, Emotional regulation, Job

enthusiasm, Customer orientation
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A3 PRES A8 $2 Aol weA o

H3. 3373 Ed7A2 ZAAZAHA A(+) 4FE 72 o

H4. FRZR AAFHALE 2ABZ2E A(+)9 &S v Aot

3. ARzl AFEY9 AAXFAZ HA= ¥

254 ] (work engagement)= ATAE0] A FAZ wgivided #HAE ZH7]
A 2H3} A tH(Maslach, Schaufeli, and Leiter, 2001). # <= 2]t A ¥ o] Fhuj
Ao dE FAA 2 EH(Positive psychology)e] @ oz HF Aol #HALS
H% Z7Fstal 9th(Schaufeli and Salanova, 2005). o34 gl g2 Fd9e A%

T e, QI7Ee] AR sE, HA e AFo

o W& A4 SH B
st doAe] FHA Aol BAS Zre=vta AASaL v (Maslach, Schaufel,
and Leiter, 2001).
Schaufeli et al.(2002)2 2 F < 9

& Mdsets de DEes 759 oduAer &9 )¢5 tig 44834 A4,
gk =5, Al 7EA Aol AAEolof drkal B lnh o
= FE(vigon) e AR AEAAZE At B9 ol oux] 5
3|5, Applnte] el =& Fakste oA, olelgol] AHgE ue
otk 283l A2l(dedication) > A H|AFARAZE A= Q1EE
, A, =S ovgit a—r(absorptlon)“ 2 5ol e b s
dF, doll A A7t = REa A5 gupA 2Adls Azehr] o3 A
£ 9v)star th(Schaufeli and Bakker, 2004). &% A 7l &
(flow)2 Q17te] AT 4 QU= Hae A5 A4 ez, A0 Fi3
o] x3}, 6 24, AIAZe] gle BH, WAH =5S Ze
elet 3} tH(Csikszentmihalyi, 1990). =92 HAFIoHtE 7

Ayste 244 golgte SHAA &0 7t A vH(Schaufeli

oL
N
>

ol
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and Salanova, 2005). A FgEd] doj7}t gl FEAAEL ARG Eo] &7 o]
Al Apleke]l BUE ArE
al., 2002).

M A 8FA (customer orientation)S 1S 93 U3 RS A EHHOoE

1972). ARl FARAE 2AFSAHA nHI=(AAAFE)E FFate] Aol A 7]
A &S Y= A #EAE v st} Hoffman and Ingram(1991)-2 3174
AddS NAAAD Aujz=AT2e}E aAFFEod A mAY dF5oR Fglow
Simon(1991)> A AA S A o] gt = sFE = AA, 14 =59
gk A& vhg AR AES] - & ovleH, FARASE A ko] A
ARG 1A &te] WS Fr]A HAE % vpAY g dder A

olstar dtH(Kotler, 1996).
Hocutt and Donavan(2001)> LA A& oldk A @ G-5 REESA7] 8= AlH]
2o g A Aol FAEAT gEAns FAA = ‘Bt o
5 5] A RddEY =9's uAAFg R HogFd 5 vk FAA
o® oJgAH|& WEteA L 2 =
MA oz Aelstr, Ao 1A A2 RS distar, &z 859 A%
3t =

st ggstAl whgste, SxtE westal olsietE = dH e | tH(Bellou
2010).

Deshpande et al.(1993)2 1A TS Fr|Hoz 5] & 7S 7l
e glal wE ola] PARES WASA g wAe] BAL U 3
= AdEY JAFAR BEH, aAAFdR AFAFE S 40 A7
el 7dES WFaAEe] WRSAAES Brbeke Als

=

[}
HARAGNA mAY BLE FEAT L A FFolt YA olekn Ao
shaA wAAFgel ANH B FAAe A o3 JFe vAT:

gt Donavan et al.(2004)2 XA dS v 7HA] AL (EFSTFAY,
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A3 A el 1A gk
AFEZ A = 2109
Hed sigglas WS ALgsidnh A

LARE 20189 059 02¢ 5B 2018 5¥ 129744 olF Atk 1e8ar 7hA ol A

<E 1>44
Hle HME 22 HME £8 HME
A EX} 8 40 40 40
of X} 192 96.0 96.0 100.0
A 200 100.0 100.0
<H 2>328HA
Hle HME 22 HME £8 HME
HEe UWiA s 40 20.0 20.0 20.0
QutA "#H= 43 215 215 415
ZSRpAL 30 15.0 15.0 56.5
SaAl 30 15.0 15.0 715
= 30 15.0 15.0 86.5
Qlay 27 135 13.5 100.0
A 200 100.0 100.0
<H 3>T2HEY
Hle HME 22 HME £8 HME
=1 EAMTD 49 245 245 245
i E=N=1 151 75.5 75.5 100.0
A 200 100.0 100.0
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G HME QB HME | &N oME

A 22.00 5 25 25 25
23.00 5 25 25 5.0
24.00 18 9.0 9.0 14.0
25.00 16 8.0 8.0 220
26.00 18 9.0 9.0 310
27.00 15 7.5 7.5 385
28.00 19 9.5 9.5 48.0
29.00 15 7.5 7.5 555
30.00 7 35 35 59.0
31.00 14 7.0 7.0 66.0
32.00 8 40 40 70.0
33.00 5 25 25 725
34.00 3 15 15 740
35.00 8 40 40 78.0
36.00 4 2.0 2.0 80.0
37.00 1 5 5 80.5
38.00 2 10 10 815
39.00 6 3.0 3.0 84.5
40.00 3 15 15 86.0
42.00 6 3.0 3.0 89.0
43.00 3 15 15 90.5
44.00 2 10 10 915
45.00 4 2.0 2.0 935
46.00 2 10 10 94.5
47.00 1 5 5 95.0
48.00 2 10 10 96.0
49.00 2 10 10 97.0
51.00 2 10 10 98.0
52.00 1 5 5 98.5
54.00 3 15 15 100.0
A 200 100.0 100.0
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<H 5>X 3%
e HHE 72 HUE N HME
5 RETES 37 185 185 185
44 = 142 710 71.0 89.5
fstel = 21 10.5 10.5 100.0
A 200 100.0 100.0
<H 6>MEH S|
L HME | 8% HHE | £X HUE
Lto| X AJ0f ZrOtA] 28 140 140 14.0
7tE 9l FX|Se HRE 80 400 400 54.0
HE 2 4 A0 14 7.0 7.0 61.0
=0 & 0| HHE|N 78 39.0 39.0 100.0
A 200 100.0 100.0

<E 7>EMoj g Mzt

i HME | @8 mME | &5 HUE
S|UME FAo[Ct 68 34.0 34.2 34.2
LHZF 2ISHR] QURUAE S MO|CH 50 25.0 251 59.3
B|YME RAS OfL|X|T Lpmx| Qirt 81 40.5 407 100.0
| 199 99.5 100.0
2% 1 5
A 200 100.0
<H 8>XZF
g HME /2 HME | 58 HME
T2 LUzt AL 179 89.5 89.5 89.5
FULtZAL O 4 21 10.5 10.5 100.0
| 200 100.0 100.0
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45
2.0
7.0
2.0
2.0
35
2.0

25
10
3.0
25
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10
10
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1.0
99.5
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10
5
131
131
6.5
7.0
5.0
6.5
5.0
45
2.0
7.0
2.0
2.0
35
2.0
5
25
10
3.0
25
5
15
15
5
10
5
10
10
5
5
10

100.0

10
15
14.6
27.6
342
41.2
46.2
52.8
57.8
62.3
64.3
714
734
754
789
80.9
814
83.9
84.9
87.9
90.5
91.0
92.5
94.0
94.5
95.5
96.0
97.0
98.0
98.5
99.0
100.0
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<# 10>%x| Z23= BMEH
HE HME QE HME | £X muE

Xt 10 7 35 35 35
25 2 1.0 1.0 45
30 1 5 5 5.1
50 2 1.0 1.0 6.1
1.00 57 28.5 288 348
1.50 1 5 5 354
2.00 34 17.0 172 52.5
3.00 21 105 106 63.1
4.00 15 7.5 7.6 70.7
5.00 12 6.0 6.1 76.8
6.00 8 4.0 4.0 80.8
7.00 6 30 30 838
8.00 6 30 30 86.9
9.00 1 5 5 87.4
10.00 7 35 35 90.9
11.00 2 1.0 1.0 91.9
12.00 1 5 5 924
13.00 1 5 5 92.9
15.00 1 5 5 934
17.00 1 5 5 93.9
20.00 2 10 10 94.9
21.00 2 1.0 1.0 96.0
24.00 2 1.0 1.0 97.0
25.00 1 5 5 97.5
27.00 1 5 5 98.0
28.00 1 5 5 98.5
32.00 1 5 5 99.0
34.00 2 1.0 1.0 100.0
T 198 99.0 100.0

25 M2E 2 1.0
| 200 100.0
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AN ] tE SR olelel 2ow, 73 YHE A Zgsilrk
<E 1I>EAET
A5 A% AGER
L = SAA ol 4 £ e 9ol gtk B
Az (2 de B4 AFI@T 5)& we Fdol At R E
3. s Bl A ZEZME $)¢ e Aol Uk (2017)
%L;gﬁ;g 1. = :‘:’:‘]'Z]’Q]ﬂ] 3_]7%?‘31— EHE% E-O]Eq—ﬂ L—_Eﬂjfﬂ—q 7]3]%0]
e o 20 FAEA FHE e wdE A =H e,
EETH [30¢ 9ol Boiaa 94402 derela =ged. | 208
L e @Al #4490 WgS HolA oeli =9
s,

BAA [2. 3 B St wEgE wolx Fodw x| AFQ
SRR 23k}, (2018)
3. e BAGA 2EdAAL S3w vhge seluiA ¥

o1 =93t}
L e w49 3449 SuS wejy =g
2. H= 3% 5 wAE WO Bt/ olslatelal @tk
3. s 3 FAEES EdE A 43S sdstas @
o}.
4 He AT goltfsl B FrE AT
5. = A@obd ol vigdow HAIt
S | 6 FEARee] Aoke] A4S waeldA =tk 1<l
RO T gE 2 BAS 9d 9 ore 92 gedn, (2018)
8. = FHe ol EAE FA
9. JE mEEelA BT FAE $xls AgWee
S kida)
10. = B2 8 3ol olsisk Sl=s et
1L e 52 9 A de =44 g ool gtk
12. the 58 9 Aol A =golt xS et
L e g% = Faster slo] dgAol o 15
=] [=] = [=] o ‘Eﬂﬂ'ﬂ
Axdel [2. 0 JFol el AFAS Ak
3.d A v ofv] i ZHA Sl el (2015)
L e S0 w88 ARE Asatelal wdat. | a5}
a2 U 87 deke AS ol =it ) A}
ey |3 UE BAE JwA e EAow Auzd HAE o
charc. (2014)
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