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ABSTRACT

The Effect of Emotional Labor of Nurses on Customer Orientation:
Focusing on the Mediating Role of Active Regulation and Resilience

Da-Eun Chon
Advisor : Prof. Jongchul Park Ph.D.
Department of Business Administration

Graduate School of Chosun University

This study attempted to confirm whether negative emotions induced by patients induce
emotional labor in nurses. In addition, after dividing emotional labor into surface acting
and deep acting, the effects of these two factors on customer orientation through active
regulation and resilience were considered. The analysis results are as follows.

First of all, both surface acting and deep acting were found to have a significant effect
on active regulation. However, contrary to expectations, surface acting was found to
have no significant effect on resilience. In addition, it was found that deep acting had a
significant effect on resilience, and active regulation and resilience also had a significant
effect on customer orientation. In addition, the mediating effect on active regulation in
the 'surface acting—active regulation—customer orientation' path relationship, the
mediating effect on active regulation in the 'deep acting—active regulation—customer
orientation' path relationship was confirmed.

Unlike previous studies, this study gave academic meaning by suggesting recovery
factors that convert negative emotions such as active regulation and resilience into

positive emotions in the relationship between emotional labor and customer orientation.

Key words: Emotional Labor, Surface Acting, Deep Acting, Active Regulation,

Resilience, Customer Orientation
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N E4L oo = KMOKaiser-Meyer-Olkin)¢} Bartlett 7843 A5 AZE

KMO=0.787, Bartlett'se] &4 AA FA a2 1232.632(36), el p<00],
Z‘iiﬂ A 82 82.673%% UEIRTHSGE 3D 2.
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<E 1> 20l O 2284 AMESPED

29l
1 2 3

BAAAAHAE] .922 .076 120
BARR7E2 .894 077 .209
BAP7HE3 .940 .060 175
EHYF1 151 222 817
EHYF2 197 .091 .899
EHYF3 .159 .267 .789
BIEIE .082 .903 .076

WA 52 .008 .907 .204

WA F3 132 817 .335

ofo] Zl gk 4.125 2.083 1.232
E4H%) 45.837 23.148 13.688
2 E4H%) 45.837 68.985 82.673
FE2U: FAREA. A Kaiser A3l e vlggs

a8al F o7l Wi T a2 S5 digEe seRd 4 & EEEA
N =, AR I =3 F 197 23 e E KMOKaiser-Meyer-Olkin) <}
Bartlett 784 A5 XAXE AES 23, KMO=0.899, Bartlett’'se] 734 A4 &4
A2 2122.869(105), o2 p001, FA| A Ee 71.079%=2 UEPFTHGE 4> 3

A

x).
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2> Z2AMF F 2JQEA AFuA/FELEHD)

89l
1 2 3
Tex4l .168 .866 170
TEx42 192 .820 .290
TE5x43 .086 .812 231
TEx44 181 .701 119
el 721 372 J21
I EeE A2 .684 .285 -.016
I EEHA3 .844 .031 .044
3 Eehe A4 .845 .138 .184
I EEHAS .830 .159 .189
35446 770 .065 .343
3 EGHAT 719 .188 .389
35k 48 .687 075 419
ARG 215 167 .799
AN A G2 .205 319 .835
IR FA3 .206 .302 .768
o}ol] Al gk 7.157 2.242 1.263
E4H%) 47.714 14.947 8.417
2 24K %) 47.714 62.661 71.079
FEUH FAEEA. 3T Kaiser Aitst7b Sl wle] ¥

z2og 45 BREE AFI] sl
g3hel Held QRN FrHHoR HAFHYUG 1

M= 53
reliability), ¥ ¥ 3&24Haverage variance extracted) #<S lstich. 1 Ax}
EAFE(CR)Y 7
on, FHFFEFELHAVE) =3 7|FE% ]Ol S0 3 ete
and Larcker, 1981).

=g g Az Q9B Azl y*=67.86, df=24(p=.000), GFI=.930,
AGFI=.869, NFI=.946, NNFI=.946, CFI=.964, IF1=.964, RMSEA=.095% uUEl} AH3=7}
AR FFES Rl FHElEG TS 81 4= Ak Fornell and Larcker, 1981).

@
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agla difHg @ LW fidk 83 oA Ax), x2=330.82
df=87(p=.000), GFI=.820, NFI=.869, NNFI=.885, CFI=905, IFI=.905 RMSEA=118% U}E}

U Aty 8873 52 Ry 31 & tHFornell and

Larcker, 1981).

< E 3> FHMF tiF &AUF QJAEH AINSHEF)
W FERSF | FHA t-value M E | FEEAFE
BALAAE] 88 .23 15.617
BALAE 2 87 .25 15.26™ 931 818
BALAEH 3 .97 .07 18.23™
BRI 78 .38 12.45™
EUPF2 87 25 14.28™ 851 657
EUPE3 78 40 12.30
BREE R .80 .36 13.217
BREE R 91 17 15.88™ 888 726
W53 84 .29 14.19™
=y x 2=67.86, df=24(p=.000), GFI=.930, AGFI=.869, NFI=.946,
g = NNFI=.946, CFl=.964, IFI=.964, RMSEA=.095

Collection @ chosun

_19_



0
i

i
rH
‘mo

871
.925

705

.633
.608

.876

t-value

14.63™
15.89™
13.06™
9.08"™
12.24™
9.63™
12.42™
14.70™
14.62™
14.02™
13.79™
12.36™
11.81

17.35"

13.38™

.27
19
.37
.64
44
.61
43
.28
.29
.32
.34
43

.46

.08
.35

AAdd 3 FAA QQEA AN /ELSHES)

=

=

.86
.90
.79
.60
75
.63
.76
.85
.84
.82
.81
.76

.74
.96
.81

.820, NFI=.869,

=.000), GFI=

87(p

330.82, df=
NNFI=.885, CFI=.905, IFI=.905, RMSEA=.118

X 2=

<®E 4>

-
T

STEXHE2
TEXHE3
STExHE4

‘umo

1o°

T

B!

‘umo

1o°

T

B!

‘umo

1o°

T

B!

0

1

I

bof, bzt 40

Hojof §

=
=

ol @ Aol

[e)

g4
=

s

_Z__l

N
il

st 95% AlE] T

S

oF

go)

) H(@ matrix)

el
—

H

i

549 AlelZ ‘17 &

020 ~

GRS
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2t AAAA FE(P matrix)

=
=

<HES5> 49T 99

zel

= <
N _Lmo
™ X
n.mo
T
)] ‘HL
Ho &M
Jo Nd
B Yo
T R
B o
Mo
ﬂo
N o
"o T
-
!
+

.087

.047

.020

.038

142

131 .085 .209

.196

378"

.336 .549

.294

443"

1947

273

179

362" 543"

144

.258

293" 580" 424"

218"

458" 741" 523" .508™

296"

L 2 A& 7470 1 38 AsA](squared correlation)
1. <05, “p<0l, p<.001
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Ald 7714

A5 7HEAF

A5

7] 93l SPSS 26.0 =138 uHlElo 2 3|HE
g2l A2 TS mA A ogls UM

A AR 6710 ATTHEe S
e AABIH - ‘BHEE0] 5
D3 UHdgEo] sexdel AW dFe vl
3, eI WHdss SHHTE, s5xd

sack 1 An, THNE(=1%. p<05)4+
Ao vt we

FolR Jare vAs

pzs

a Z O]E]- T DE

‘IL‘

A&

ar !

=452, p<OOD
JJEOl 55zl 24<+4

7@:%}

3 2 olgks M DI WidEo] sExddd Bel dFFe vdE A o
T D FAHSE AAHS RIS
< ® 6> 7M1 & M3 I AEY ATEH
Ty gof
B R R A A" R Aw | Faao =24
560 314 307 73653
A=t (), W ds, ERds
EAEA
=3 Al A= [ 8 A F FolgE
317 w8 | 49.321 2 24.660 45.459 .000
23} 107.954 199 542
Rl 157.275 201
T sexd
|56k (3), A E, il
A
) HIEFSE AT EF3} AF t Feles
B 322} Hj Ef
CF) 2.017 322 6.262 .000
e 126 .055 151 2.299 023
TS 452 .062 AT7 7.280 .000
FTEAT 55x4
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Jgjan ‘FEREEe] IE a*éoﬂ Xé(+)-°/l &= 1A A olgke UK D¢ ud
q

=038, p.05), UIRAEL B
pCOOD. WepA] CEAYF] S|Bek el HHe] FFLe A A
Ao, WEaEe] sEEegel 4] JFe I
EAHOR AAPL 3

1 oleke M HF A s, waY
£4g AAsHn

3 Wddse SHHTE, ﬁ%%a*o% TEATE 3 USRS

EHAGA Fold IdFe vAA Fe Aoz YEntoup
| fFreldt FFe PiRAE A= YETH £=522,
A’ olghs UM e
2 olghs UK H=

gelataint.

® 7> 7142 & 7HE4 9FIAEY ASES
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e
B} R R AlF TAH R AlH TR 2EAH
581 338 331 71101
A= O3, Tad s, 2005
TIEA
2 A 3 A= et Al F o5
37 =8 | 5L312 2 75.656 50.751 1000
FET 100.600 199 506
S 151,013 201
TEHT: S| REEA
|53k (), WHds, 2HdF
Al
T3 EES AT | 22T AT g T
B EFLA) H e}
o= 1933 311 6.217 000
PR 1038 053 046 712 77
SIEEES 522 060 559 8.696 1000
FTEHT I HREHA
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‘—EZZQ_O] 173.*]%“301] Xé(+)-°/l &= " 2

md A olghs T 605 5T

5 ©

A olgks T et IE
st7] 9l 5

ZA 3} ﬂ%%ﬂ%*é% %%‘%‘i“ri IAAEFE S FEATE 3 U3 AR S AASHA
o O A3, 5524 =413, 00D IEeEA(4=392, 00D BF TR
Fogh GEFS vXE ASE YEith metA] el XY FHY 4
< uE A olghs UM 5o ‘FEuERAo] X I AHe IS vF A’
olgh= UM 608 BEAIR O Z AAFS 3elEkgth
8> 715 & 7146 dFI ALY ASAT
T aof
A R R A+ TAY R Ax FAV ot
611 373 367 77644
A= (3, BTy, 5524
IEA
s A Tre | 37 A F T E
EEIEE 71.407 2 35.703 59.024 7000
FET 119.969 199 603
37| 191.376 201
ZEAT IANGA
dEgk (), FEEHY, 524
A
A A% =3 AT X=3 AT T T E
B T e
=) T.092 367 2.979 003
T 13 063 375 6.049 ~000
e 392 070 349 5.631 ~000
TEAT IAAGFA
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<®E 9> /AR A5

7+ AR = | 2] o B
1 FAdE - 532 A A
2 |[uuas - ss=a A4
3 | 2EgE > suayy 712}
4 | uERE > EaEy A7)
5 |%%xdE > aAANYA A A
6 IEEHE - 1A FY A A

A2d WAL HF

2 AFoA AAG s eE TS IEHEHORE, o]F F A
7t AA=S(EZRY s, WHAS)IH aAqRAFY o] BAE wstEAE A
=& Y8 REgH(bootstrapping) EE 42 EUE ZT2A X~ EX(process
model analysis)& <3} thPreacher, Rucker and Hayes, 2007). ®4& 9|3
5000 9] REFS vte o g 95% A= WA 0”& X33t A=A
o B2 3+0)3F¢ thShrout and Bolger, 2002). # A, T3P Fo] 1A XA o
A= G Ao sExde] wWEAE HEST A, N EH AlFs 45302
2 95%°] A= FrolA F3 Ao ekt
‘07 o] AlFFZhol| EIE o YA Fol, ‘THIAT
A AZAANA SE2H 3 wpass 3 :
=3, WHgso] aAAF nX s FEFol Jo] TExdel g wAE

ox
et
N
o
N
N
N
)
[N}
[«
=~
2
X
ol
ol
(@]
i

HE T3 PAoz HAEI A, wilEas AFe 1875F2 95%2] Al T3l
A T3 Al syt AdRbgkel A2 0671014 308002 ‘0 o] A3t
of 2350} AA Kok, ‘UHFEF — T xd — IAAFH FERBAANA
T s g mirlEdrt vebdS gol skt

o® WAl Ed uAAFE Y BACA EGHAHY WERE AS
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2~

@ Az}, WA ET ASE 1318% 5% A TA T3 Ao sagin A

Fgko] 247k 003904 2507 0’ o] AFTZr] LA ekgkeh mebA] i
A s — IETEY - IAXNFA AEAAANAE 3| EerE A g v

a5 gRlstnt old g FAARJ] FAZATNE <FE 1D A A A
< B 10 > 22E#F(bootstrapping)-2 &3 wi/ & £

BE Value SE Clipw | Clpign Sig.

ZHYs — v5x4 — AR A 4530 .067 .3204 .5857 .000

yads > 552d - 1A 1875 | 061 | .0671 | .3080 | .002

yHdgs — JEags — uARFY 1318 .064 .0039 .2597 .043

* CI = 95% confident level, Value = t-value
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FE=HE s
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15 5 =126, p<0B)T WA 5 =452, p<00DS
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20l

el
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Jse 3
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522, 00D, TEXHE(B

038, p.05). Z18ja W
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1l oF
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& AARzEe AEAE FASE” SEHYFETAT, 23(4), 127-154.
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A3’ 22(3), 219-236.
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