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ABSTRACT

The Effects of Nurses’ Emotional Labor on Behavior
Intention: The Focus on Mediating Role of Emotional
Regulation

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

Graduate School of Chosun University

Nurses are experiencing a variety of emotional labor in meetings with patients and
carers as well as in their relationships within the organization. However, many studies
on emotional labor have mainly studied emotional labor among members of an
organization rather than emotional labor arising from their relationships with nurses
and patients. In this study, we would like to examine the effect of emotional labor
between patients and nurses on work engagement and customer orientation for nurses
working in the context of hospital service.

Regression analysis was performed through the SPSS 24.0 Statistical Package to
validate the hypothesis predicted in this study. The analysis showed that the emotional
labor of the nurse had a significant effect on active regulation. Also, emotional
regulation had a significant impact on task enthusiasm and customer orientation.
Specifically, active regulation and support seeking regulation had a positive effect on
work engagement, and active regulation and self-suggestion regulation, and support
seeking regulation had a significant impact on customer orientation. However, it has
also been showed that the emotional labor of a nurse does not had a significant
effect on self-suggestion regulation, avoidance/distract regulation, and support seeking
regulation.

Key words: Emotional labor, Emotional regulation, Work engagement, Customer

orientation
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7l Qe FAA R et m HAH 1
(Schneider and Shiffrin, 1997), & A&S A5 2Ale] dia] A4 ARaL
= 3= ¥A o]t} (Saarin, 1997). Nolen-Hoeksema(1991)& 5% }
< AW FAE 22 ddst=d 23 a
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=

ARA O R AA-TE =5 A7E AT HoA AFE Pt 54T 1A
xdolal o3 TS TH TS TR = A FFolA ws F F
2S 2#] gk Ashforth and Humprey, 1993). 18]al 744 F3 9 7]Fo] &
TE5 A =sAE old g JIFe HxE gAstEE =89S g ¥ol g«
3

7153 93-S 3(Diefendorff and Gosserand, 2003). T3k 12743} o] {7 o

N FAEE #2990 nASe 0E ©, J1gel FAdew Aawe A I
M A7Hn wd@ g pAES Fa8 540 wobWtHMorris and

Feldman, 1996; Pugh, 2001). 74 x&x7} #Adxs T3 Al SA4ZAQA TAS
xdsty A A xdd dstd = AAE
Ao AA BHS 222 X

o AL —

k2]
(Sutton, 1991). wiebA oj2jgh WE&S EHz vadt 22 7Hdes dAsd

I

HIl: 2t3A9] AR =TS 5522 A(+H)Y 4F S vF Aol

12 ZA=F0) AV|GA ] HAE Y

AAHE o] &(Hobfoll, 1989)2 7HQle] 25 A (A2 -FA1A oy, Al

b, kel A9, A0 A9, B 5)E BESI] S8 wmE @tk AomA,
NS A Al REL AL A5ud o 2A A% dEA Ao
R2g A Arade} sEdzd ARE £ dvk: Rolth@BE,
2010). Webd ALRE ol Eo] odtu, AUAEE AN YL BEST A9
RE3 a2 A% $AA RS WA AN 4T LN eTde F
of wEo} A4AL AgEHE ANE FAtE Aow tEhtn AHAAD, BF
2, 2014). =, FAA AAL Aok Brh wA] AF 4T e uA 7
ARt FAA PARE PRES AT, AFH LT FE e PAA
4 oAl el Audow g Wl ouAzt A savs EwWA
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E3], A7|dA A" A ZA] ] Hochschild(1983)= AFojtj~9 74w
ol wal] A7|AIHe olokrlstA ol gk Wl o A%

Al Arj = AEgAEe] 22x FAGsta dvtal AZbeks A RT whgo] et
shal, AR on A& FAEH ol dFE Fds=H =wo] drkal itk
Mulz AeAEe] A9 AVIGAIA AR EHE AL Goln, g olof &)
= AtgEEoH e T AB[zo #E FE 2SR HAT = WA al
of JAolAM nAES FAA HE=E olsisty Hdglel =¥HeH= AFEA

WS olopr| @) oA e Al FAREC] AAL Yuas wgel A LA

3
ol

S 2220 A7 dAE B HAS 2dsEE Wl & & k. uA
Sista gl wibell= ARl HAoly Sy EuE ude] ths) wjesta 1
Aol J&S olafistal AMul2E Fsjof vk AR, uAE Sists A3
oA EHer FAA Aol T s yAY AFo] Yt 1EE A
H| 2 Algolehs AP ZA e i IAu w7l Ak AA F&oly 7|7
o] olagl & Fall AAS A= W olH(8-F, 199%).

Rafaeli®} Sutton(1987)°] ‘Lp¥ Ao g <Zo]7|(fake in bad faith)'2tal 3t
W e FTAYe] YA S WA sl ET fH R Rdde

vz, B2 kR 58 ®2d el dAAAHE AlRelnRE Rd gt A
Aol WAl #AA kel FEol Y & 9o #A FxIE dHsH dd
(Graney, 2003;214%, 2009). =, Avl2= AFALdE] =71+ A8 71HlA
et A AAE e YR A& A
ARb o or dAATHE mHo] M2 A Ade] 23e 9T = 3
= AHdo] 4tk (Van Dijk and Kirk-Brown, 2006; Zapf, 2002).

Rafaeli and Sutton(1987)¢] ‘F& Ad o= o] 7]|(fake in good faith)’ ¢l 4l
AT WAL =T FEAVE 7ol et e A R2EY iy &
4 AAE REATIY st AaR ks HRE olFY] Ad =EHes des
ol7] wWitel, o] HAolM sAH AAS =2 5 dvk= FHol Ao dwbH e
2 "ol A% des Fdss Aol 7ol & 7

o W4 A Aol Wk Fest FASA @] Gl 7

-
PrL
als
=¥
of ™
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et = oy, 220 A S WHskstr] Y e gEA] A A
o] wo] ity o] %] 7] wl# o] tHGrandey, 2003; Trougakos et al.,, 2008).
w244 gl 224 dollA AR A AFAES oAEA LA EA

o

AARE Fdst oleler A mdEC] dF EEAY oAwg FATE A=A
3k A7} o] Fo] Ao (Rafaelie Suttoon, 1987, 1989; Sutton, 1991;%] 7

Mo 4 Fdlol wel A FHoR A TAHS

222 271 “AAl(genuine)” #HAI Td 3

ule} “FH(expressed)’ A BAdAR Qs #A Rxst AHE AIAT F+ )
:‘

ow ol Y2 AA }J:%X}E ANA 2EHXA o7 & T3 Bz Al

o
o
S
—_
>~

i
o4
_—
A
o
4
%2
R
ol
_r_,
),
Q
jab]
=
I
—_
e}
e}
&
s
o]
@)
=
192]
(@)
=3
a
[u—
O
oQ
o
—
=
Q
=
2]
[u—
e}
e}
o
)
)

o2 AAxgol el MEA 443(2000)= #AAH =E A

=
G-, AR A el M o R o] HHAE Aeeto]

’

N
N
2,

o

oM,

e
o

o,

2 243 Hed, odd FARA PR ANF - gAHeE §
Aol ®7] sl BEAolem gtk whebA HEALS] AT A7)
S

of A FE vE Ao ot theat 2E M-S sk

2006). =3 AAxzdE WA Qe AAS AT AF LA Hre WY

4
Denham(1993)& 74 %A A ANH, Q44 P54 dfow TR
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3L, Ekman and Friesen(1975)& 34, 914 & 4% dH=s b= WA ol
A &k I FHo AFE(Zeman and Garber 1996; Zeman and Shipman
1996, 1998)° A= 7Rl x4 O vesh By So] AHSES Felsta,
ol d= AL vFE FAHZHE A o =

< 2t 2,
2 FE3a 9k Rippere(1977)= AlgSo] HA A (negative) 7%
JEE UEl L S W 2 AMEEo] AAS tﬂﬂﬁ}ﬂ flste] oW PF& 3t
Aol s AR ks, ‘FRARE vl A Ao ol s &
ApRkel A zbak= AIZE ZE7)) RS ‘v %‘“3}7]’, ‘ot skl 9
4 WRo] AREHE YL st B AR A ol gk oy shA AT
3k o9} vl AFES A th Gallup and Castelli(1989)2F Thayer et

al.(1994) S #4824 #AAS xH-str] Q3 Az A4 dAHxd, A%
g5st7], FEAd A, FHJAEY =%, A34 0337 saAT7], A
3y 5& AAEA T Morris and Reilly(1987)= Y] 7}A] 3 o= 723 744
24 WHos 74 Wstd & 7] B, £ 24 &5, dE 2d8S A
shlaL, thjel] #EE ATES AAA ATFA, el FE, EA AFA FEo
2R3t Parkinson, Totterdell, Briner and Reynolds(1996)+= R & AlgE
o] F@ ALEEE 2000 Ao AAZA WE o] AXNA:FEA 29 3w A

A5/ 54 AL Wt UE 4 Ao 34431, Parkinson, Totterdell(1999)

AApEuie A gAxA Pgel B9 ol te) Az e 7ol
—_L
-

AT Ao wm FAH DA HSAH ol sEA R st WA 1
St = Hojur] 913k 3|y Aol Fo EilHom st WS AR
=3 Ak 7)o Bl B ATES A= o] A A AAE Ao
A4 A8e Hojuees =9& M 2w F U Bz Uy &
e Agtsta v wEkA o5 7P Bol AMEE A S FAA dAAxd
AeFe AA s3] FA, A/EAA WA AAFTH FA A HFE T
3laL 9t (Carver, Scheier and Weintraub, 1989). & 7112 Aol st x| &4
ol TAHAR AA4E il EeS = T Uv BES FHAES FFoEA
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FEfell M o=

E RIS P

ol#1 g H

Zlo]th(Walden and Smith, 1997).

shel

S

-

T

[e))]
AN

g &= o] th(Saarni, 1997).
2}

=

-

t}(Bower, 1981). 1¥] 1L
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st Zlo] dF9 &FA 9T & 4 vt Fk(House, 1981). o] Rel= A
A FT HHE VMSoly FHIJIEERYH EwS 8= AoE o= FAA
AARE 3ot d T2 WHolga AAStaL Atk whEpA A X F B F
A4 A FAE el A =weol E F e ol skt
(Nolen-Hoeksema, 1991). 44 =5AA59 25 AAFT4 4AHAxHdLE A% &
S JA A =goly Y2E et WHolEie Aolth ol mAEeA =
21 A4 AAE EEZstAY, A4l A4S Ffrstel oY 7HA =% & T
stAl fvt oled WS Bl s A& AAS T AAHS 2dste W

Moleh & 4 ATHEF, 1995),
webd, AT S A% A
of e AR o 3

ATt
H4: 223/ A =F2 AAFT F(+)9 9% 7d Aold

2. ZAzH0) ARGe)9} ARG HAE Y

A del(work engagement) A7 AEC] AFAZe] witiHE JiHoR

2]
BAlS zb7] A #el g o (Maslach, Schaufeli, and Leiter, 2001). & Al 2] 8ol A
wale] g ol A = 4 Al E 3 (Positive psychology)e] 3oz #F4d
olo] #AlL L F7Fstar vl (Schaufeli and Salanova, 2005). &4 Al g d&
THYLY A digt SAAH S NS T e, Ao AANH T,
HAe AR doA FAHA Aol WS ZeEv AAsL U

(Maslach, Schaufeli, and Leiter, 2001).

il 22 AFAES gidez g ARde o2 Schaufeli et al.(2002)2 =
Fdo s nHs= "= Doluxer & 2)& 5 tist Al 3)2Fa5o
sk =5, olg Al Al 7EA] Jid ol AAlEojoF gtthal sFH T of 7] A ek &

#(vigor) ARl Algabgo]l date b ol oy A, AN 17
ol =9, A e wWel dul"s orsta gt F4l(dedication)
ENEES

SAATE A oM AN EALE =3 Aol E Do), A4F
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A, AL oudtl. g B F(absorption) AFo] thdt fdd 5 Ao
Wz AZbE & B2, i Al et A zbs) & HE ojv st

2 tH(Schaufeli and Bakker, 2004). =%¢} FAF3F 7l <l 2 (flow)S <17k
o] ¥ F Ax Hio AE AH FHE, AR SA
x4, A7l Azte]l gy AH, WAld EAFS Ze Ade dEHga st
(Csikszentmihalyi, 1990). &2 FF Lo H )= 2 7
dote AR AP olgd= SHAA AFol7t Atk (Schaufeli and Salanova, 2005).
AgdEo] dort e FAAELS AFEEo] FAA ol AAINe] HUE A
ZE AEStE €540 5A S Holil tH(Schaufeli et al., 2002).

AN A A (customer orientation) LS 913 €I X E AEHHo =
F=st7] f8l 71d e 51 aAe FE39] ©]3 '3}% Zolekar A o) sk A tH(Levitt,
1972). M2 AeAES DX FH vI=E et dFE TR F
Pgsl= A #AHYAE 9] st} Hoffman and Ingram(1991)8 AN LS T
A AMuH| = AlFAeE A FFEolA wAE FEoR
Simon(1991)2 LA FA S o] vigl= tm sl A, 49 U%°ﬂ
ek A& RS 3AL A e -} 55 vlety, FARAReE A 7he] A
SAEANA A &) WS VA HAE % vpAYE JiE e ddgew A
o] star 9l tH(Kotler, 1996).

Hocutt and Donavan(2001)-2 =
c22ke] Aol FASAT B EAMH A AF A= Tt
17171 918 o5 FAAE Y wE'om AT = vk FAA
Hj 2 wetol A a X gFd L gkxbe] &4-5 oldfsta A AHFE FAACR
AdlstH, A sk WA AAm SAE gistar, fape] @ qtol] Al&eta H g
Al Rbget, ghAtE wiEtal olsete = L &5 o|th(Bellou, 2010).

Deshpande et al.(1993)2 1AL E F7|H oz Felido] A+ 7]
Natr] el BE oldl] BAMRES wiAlsHA] @i e HAE AR
st AldEY JAAR AoEY, uAXFY I AFAFES A %

71 918l 71 ES HAF A= R 2

fow, i FAAES "It webr 564 RS e skl th(Hauser

Lo
BN
o
o
r>~l
oL

u

[‘0
fd
N
=
By
1?(r|'
2,
©
)
fd
=
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et al, 1996). Z1¥]3L Brown et al.(2002)2 AR A S ‘Mul2 AlF & Aol A
Aol e E WA HE AR~ AEAEe] dAolgtal AHostHA A
Fgol MAA AAF Mu|s FAAES] AFl o dFS mHTha sk
aga AAAR B4 B2 AAR &5 e #AE FI AAAINS e
Donavan et al.(2004)& A4AFF ] NS vl 7HA BHEF55 3y, 1A
SRR W, A2 AT ST ) A BAST )R S A ST
AFde, 2AE]], aAXFE A THA 7Y
al.(1989)2> A H| = AFAES] AFA7t =555 aAAFgo] F7tette At
AS AAE7] = sk

AR Y& &2} & wfok a4 = EER= g =,
Henning-Thurau(2004)& ‘A H]2 A FAE0] A3 435 #8353t Ao 1
NE2] & (needs)E TFA7I= BE'E A5ttt A FAH dgt A=
= BE¥ Aol uA wrSEo} I BAGA, AMBls FHE T A
23S n 2= Aow et (Brown et al, 20020 Kelly, 19920 A &2 714+3
2002: o]+, 2000). webA ofefol o] 7EAH S HA A

f

N

(o3

Sou

H5: ARxE{(A5Fx2, D)AZIEA, (A2, (DAAFTIE AF<E
oo F(H)9 9Fe vE Rl

H6: ARz E (A5 Fx2, DAZIEA, (©IAFHZA, (DAAFTIE LA

4o B+ FFE 1A Rl

UA A 6714 TP ES AFEH7] S v o] A EE S Al
Al AR o w FtsAbEe] A4 e AAReTS xR A
o FFgS WA, o]y tEALE HAHxEHol Ao i A Fd o (work
engagement)®} FAEo tigt 17X &A (customer orientation) &2 oA A

o dst thgdt 2o nye Ay

_18_

Collection @ chosun



_19_

Collection @ chosun



ABAE AR Felstgon], WE 4 @Y BRFE PP A}%é}%iﬂﬂ, !
Fol Fold $UAEY AT EARH 542 Auny FAHCD v 2
W, ofgol 195Mow vheon], due 2057

o7

, 30th7F 584, 40th7}F 26, 50t) ©]4e] 67
< 10 wmgke] 1309, 10 o] 20 w ko] 479, 200 o] go] 179 elgler,
ARk 7FE AL 1819, T FTAF o] Aol 229 o]t HF ¥ dEUEo] 38
W, 4dAIEo] 1439, st Eo] 22W o8 YEow &% JEHE B
497, wdl F7F 1548 o2 YERth 5 A E lﬂﬂrﬁﬂ s

WEo] 467, FHAA 30%, ¢ 309, 454 307, 99 2o ehto

H A5E 1008E472009Ed 0] 4 00‘3}%~300‘3_ﬂ°] 1327, 3007400%+d o] 49
%, 4004 17B00% fle] 127, 5009He o Fo] 6E o UEhgth FEALE Aejs
A ® B ze el el golAvh 289, AHE 2 A5 AR 81
o® A4 wgow, 1 BgoR ‘B F Aol wFHNl 0P e

gk aEa g B8 5 YolNE $HW 998 Ugelth RAd e A4
= 69, ‘W AskA wad

1:_‘
Aolthela $ud Wkl 504, ‘FUAu BAL oluxwk ymx grpem

B
>,
(i,
g
o
3
4
o
Ay
ol
Sl
o
flo

o olglel pom, 7H BAE A =AY,
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W 4= =3 73 ALEH
1. Ui ghxlol A Aol Ze wre Ao v wol®
7+ A
T |2 v Bl AEREE 5 e el o 7yF
=
3. s Aol A ZERMIE 5 e Aol A | (2017)
L Uys EAe 348 2Ue nejn =3}
e 298 3% 38 wAE B dEaA oldaaE
gk},
ZA = - - - - =
3. 0% 34 9488 B2 d 43S st | AR
gt 343
= Ila= ‘ 1o o=
o L UE S golriel ge Bp= g (2004),
. 2. U= A:AFold Aolgtal nfe& oz A7) gy
3. U= @xiele] FHote] AstS weawA Fit) 2on
= owE B 7d g e de gear
9 |2 Uyt gwd 4o} BAS FAF a
B3 U e g s ZA S 9hA 3 S
A9vele vl e
- - (2001)
4 L UE 28 2 A olsel Jze Fatc),
. 2. U4 B8 2 A v w46 fial o] ekr] gt}
N 3. UE 58 9 A =gt 2oL Fah
n L He s Fased glol ag ol
=T
oo 2. U Aol gis) ARAS w7t &N =
- 3.0 gEE WS 9w 9a 7bx] = dolr) (2015).
1. »}{—_%x}-‘;—ql A &3 AR= Asotdal Ao}
o w2 3}, s
) 2. Ut #@x7l 93t AL FolFdm wdE)
B ER o T e E e IR TR 201
AL s
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3. A4 4
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V. 714 AdA

1. 7712 A4

 ATelA o5 TRl tid HES s SPSS 240 B A7IAE B8l 37
EAE sk AR TRl tid sl (HI, H2, H3, HA)3} B3 8]71%
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