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U e A3kdA A9 ddS & g
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BAH(%) 15660 15290 14519 13586 13119
+2(%) 15660 30949 45468  59.055  72.174
1% % (Cronbach’s a) 855 820 79 766 748
AANF = 852

KMO¢$} Bartlett 774

KMO=.831, x*=3,616.211 p<.000

“p<001
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GEI 19 gARAE S8k Aol A WS 73 12 12 A% 134 60
W AAe Al BE WS Folatt} 60 101 0™ 116 39 58
A LS HEolRE, U AL 2 HAHT 45 812 10 0 12 71
we oA U7t A Aol gisA REs =zt 239 ™4 179 069 043 atll
- YA 5
g}__}ﬁﬁ:}%o& 3k o zA ZA A gt 101 766 201 119 099 0662
Aol e AAZIE GAW, AAoRE BE
ol e o e A 0™ T 23 06 18 65
978 BolAuY £ WE AL VEAS W -
JAGAAE e S AU WEAL W e w8 s 59
2e Aolrli QS W P @2 AzEA @t 100 10 0 8 M9 -1 6
U= Qo] BEE shx 3 Aozt % 213 68 1B 117 68
e AgS A AAA7IH =¥t AS S0 143 243 64 102 305 597
W7t Ale Ae g siAEts Adsiaen ==t 118 222 616 173 321 516
srel BEE A9 STaF AR A el o 12 s 08 3 66
A AR BHEIF SolARE @A wpgel HE 00 Bl M8 AR 39 55
Z = == A O A QO A
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3} Al EkHFAl S o Er=E 2= _
G yEEh AHRAS A el SEs A & 39 29 20 0B 66 5
AgS WA FEud = Qg 373 293 12 1% 575 574
q 34% 3434 2027 2744 2432
E2H(%) 14561 14515 12195 11433 10.341
=4 (%) 14561 29.076 41270 52704 63.045
212 % (Cronbach’s @) 818 863 8% &7 T34
AANE = 906

KMO$} Bartlett 734

KMO=912, x=6,643.857 p<.000

" p<001
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item factor Rt
RS
= v gFolut HAol dAle ATl vkt 814 663
© Ay A By oAE =T 801 642
= @A Fdgsts 97 &okdd vEAE =AY 801 642
iﬁzz};‘: ;j‘% v zZpgle] b GEE el = W 786 617
L}L: iizﬁﬂ doll sl o] a ee Fwsl T 734 539
3 4 vk A
w7t sk ARE A% A e Fastt 720 519
L Ek 3.622
TAH%) 60.360
FA(%) 60.360
218 % (Cronbach’s a) .868
AA 8 = .868
KMO¢} Bartlett 74 KMO=.887, x=1537.885 p<.000
“*p<001
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CH 8> EAAF A9, D dgol B HRURY 54 ol BH  (N-608
EESE=TD S
3 VAR | esvw | owevw | 5 e
3o (a) 3.86 3.56 3.59 3.82 3.57
o] 233 (b) 3.94 3.65 3.75 3.96 3.55
W (e) 3.66 3.36 3.24 3.62 3.38
TAHA T 3] 5-(d) 3.78 3.38 3.46 3.73 3.51
F 4532™ 4,288 11.943™" 3.197 2.228
AFS - a>c,b>c b>c a>§§)d>c, b>c -
2oy 574 352 356 376 353
23 A% 7Hb) 3.76 3.25 3.47 3.84 3.46
AE7He) 3.80 3.43 3.54 3.76 3.49
nfy A =
= 9] 2] 2Hd) 3.84 3.57 3.44 3.70 3.38
A (e) 3.89 3.73 347 3.77 3.65
F 1.030 6.553"" 0.588 0.333 2.205
AR A - b<e,c<e
3d " gHa) 3.74 3.34 3.51 3.83 3.45
5 "] vkH(b) 3.76 3.40 3.52 3.70 3.49
7d v vHc) 3.76 3.60 3.46 3.78 3.45
2m gz | 109 vEHd) 387 3.60 334 3.80 363
10 o] /de) 3.95 3.64 3.59 371 3.60
F 2.493" 4.265™ 1.389 0.543 1.547
AL A - a<e - -
A A 3.80 3.48 3.50 3.77 3.51
p<05, “p<0l, " p<001
3) FAHT, A9, 2% Aol B2 el Wy 54 Hol
AT, A9 2 deo] B2 dud Wy 549 HoE BAw
B < 9> Asnw 7 AuEz A Wl dolrt gl

TALA o] mE G A = Aol &
p<.05), A&

7 ee o o Qew, el BEE Aol gl Aow e
Aok g o] FAA R Aol vlo] Aol vdnrt gk
duch EA vehgrh 4849 Sol7 vdret
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(F=5.341, p<.01), ¢l
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<E 9> FAAE A9, 23 dge e AEE 4 A Aol (N=608)
3}

AR a4y 5
an zpol4 oA A A& 2173 A v e R
gl of(a) 3.84 3.58 3.40 3.40 3.60
o] 2.8 (b) 3.93 3.62 3.23 3.39 3.73
E— Yy d(c) 3.63 3.39 3.13 3.23 3.54
9] 5-(d) 3.74 3.51 3.34 3.43 3.64
F 5.341" 2.805" 4.253™ 3.230" 1.878
AR A a>c,b>c - a>c c<d -
> (a) 3.79 3.52 3.19 3.33 3.48
27 AE7Hb) 3.68 3.51 3.18 3.27 3.49
AE7He) 3.77 3.50 3.27 3.32 3.59
3] e 373 3.49 3.38 333 363
A (e) 3.92 3.60 3.48 3.61 3.92
F 2.297 0.479 3.333" 6.107" 9.021™
PEAPE _ B b<e a<21()j§2c< a<2](:)j§2,c<
3d " ¥H(a) 3.70 3.48 3.11 3.23 3.48
53 "1 ¥H(Db) 3.79 3.50 3.19 3.29 3.49
7d " 9H(c) 3.87 3.62 341 3.43 3.73
L IRE PN 10 wvH(d) 3.75 3.59 3.44 347 3.73
10 o] 7 (e) 3.85 3.51 3.51 3.54 3.80
F 1.759 0.903 7.870"" 6.682"" 7.3157"
NER X - - Aol | acepce | ASeATebs
A 3.78 3.52 3.29 3.37 3.62

"p<.05, “p<.01, T p<.001

SAEA SO W& FRdAE AFEe] T AFE=8603, p<.001)¥} 25
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CE 10> FAAR, A9l 28 dgel mE Hyde) 9 ATnE 54 ol 4 (N-609
2 5 o) /2| SLuk= 2|74 o] I
T el R Er e
glo(a) 3.34 3.83 3.43 3.76
o] 4 (b) 348 3.80 3.56 3.79
o v d(c) 3.21 3.46 3.43 3.54
A —
3 H-(d) 3.35 3.63 3.35 3.63
F 2.576 8.603™ 1.676 4.981™
AR IEA] a>c, b>c - a>c, b>c
2% (a) 3.25 3.68 3.31 3.63
ZHAE7HD) 3.12 3.46 3.17 3.53
A= 7Hec) 3.30 3.71 3.39 3.60
29 Wy = #EAHd) 3.39 3.67 3.52 3.67
A (e) 3.69 3.94 3.83 3.99
F 9.933™* 7.060™" 14.676"" 10.232
ren | ek | ue | g | b
3d mvk(a) 3.16 3.55 3.25 3.56
59 wlgk(b) 3.28 3.67 3.29 3.60
7d W Rkc) 3.28 3.66 3.50 3.63
am g 10 v ¥H(d) 3.54 3.77 3.57 3.80
104 o]’d(e) 3.63 3.91 3.71 3.90
F 9.775™ 5.255™* 9.895™* 6.979™
AL A %<<de’7 izeé a<e a<e, b<e a<e, b<e, c<e
A A 3.34 3.69 3.43 3.68

“p<01, ™ p<001
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e gy 48 5 8 SR 8B Ay A T OW) mew 30 B ww an w
3.372 796 1

3.289 .860 232 1

3.067 .898 287 515 1

3.804 654 247 136%: 121 1

3.483 783 1475 -.040 .066 A1k

3.501 731 283 121 147 382k 438 1

3.772 .900 .047 —.094 =134 213w 213%x 204 1

3.507 .696 118 -.043 -.001 3725 389k 308 351k 1

3.778 651 239 031 124 AT0%x A28 27 2% 2545 D13k 1

3.524 705 087 -.036 -.020 252k A58k 3465 4963 509 4133 1

3.292 759 .039 -.061 -.011 192 2745 164 -.024 PAREL] \225%:% 2425 1

3.365 .609 083 -.071 .065 312 406 273 122 AT 3k 409 522 3865 1

3.619 .649 2075 025 1083 A2T5x 3533k 1803 1903 A58 D22k 399k 338 576 1

3.339 7158 156 =111 -.038 L339 A05% 254 225%x 432 480 40053 2415 A35%x 526 1

3.688 124 2245 .004 .037 A01 5 .35 2973 .225%x 394k 521 3493 2705 440 522%% 6305 1

3.431 745 134 -.001 .014 3033 359 1715 1063 2993 367+ 350 266 4465 A79xx 584k BEGs:k 1
3.676 634 185 .000 076 A13#x A02x 266 236 4335k 568 3983 3043 A96% D63%% 60Dk T26%x B8Ok
“p<.01
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R=461 R2=212 F=40667"" AR?-.165 AF=126.353"
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(&%) 1.882 189 9.958 0007
B 138 036 152 3.851 000
) =47 -.064 036 -.076 -1.761 079
AARA -010 035 013 291 771
BOE S 416 042 376 9.865 0007
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R=337 Re=.114 F=19343" AR*=061 AF=41.63""
(44 2.425 195 12.417 0007
R 1% 037 216 5.289 000"
] =A%3 -.032 033 -.033 845 398
AAZA 019 037 024 513 608
Ao} a2 172 032 214 5.453 0007
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AAZA -.004 035 -.005 113 910
Qe Es 336 039 372 10.027 0007
R=434 R2=.183 [=34885" AR*=135 AF=100534"
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<E 25> AT ETH Y we AR uHe] A= JF
CRaiiht ikt B SE B8 t sig.
(35) 3227 135 23.890 0007
e 9l 147 033 185 4421 0007
1 =A% -054 035 -074 -1.572 117
ARRA 043 034 060 1.268 205
R=197 R*-.039 F=8.155"
(34) 2.089 165 12.628 000"
e 2 9l 076 031 096 2.431 015*
) =A% -.076 032 ~.103 ~2.388 o7
AR 037 031 053 1.208 228
21842 385 037 397 10434 000"
R=431 R*=186 F=34406" AR=147 AF=108865"
() 2.268 157 14472 0007
e a9l 102 031 128 3.268 001"
\ =A% -021 032 -029 -662 508
ARRA 020 031 029 648 517
2%%9 308 030 380 10.135 000"
e R=423 R*=179 F=32804" AR*=140 AF=102709"
o ) 2726 158 17.273 0007
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e 2 9l 129 033 162 3.968 000"
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() 1974 165 11972 0007
e a9l 103 031 129 3.363 001
. =A%) -.032 031 -.043 -1.015 311
ARRA 043 030 061 1417 157
AEVEE 379 033 416 11364 000"
R=456 R?-208 F=39650°" AR*=170 AF=129142"

“p<.05, “p<01, *p<001
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<E 26> Ao AgH A wep AFde] F o nx= JEF
F4HQl =yl B SE B ¢ Sig.
(%) 3.186 161 19.830 000"
Rl .186 .040 195 4.682 .000"
1 == -.129 041 -.147 -3.150 002
AR DA -.015 .040 -.018 -.388 698
R=.218 R?*=.047 F=10015"
(74) 1.480 194 7.629 .000™
REEEY .083 .036 .088 2.318 021*
5 A= -.100 036 -.113 -2.740 .006™
AALA -.053 035 -.063 -1.499 134
Aol & 548 042 470 12,935 .000™
R=504 R?=254 F=51410" AR?*=207 AF=167.319""
(%) 1.792 .200 8.952 .000"
PIRsEE 147 037 155 4.005 .000™
3 == -.113 038 -.129 -2.990 .003™
ARG -.007 037 -.009 -.196 845
o 1A 410 .040 381 10.353 000"
5 R=437 R?=.191 F=35627" AR?*=.144 AF=107182""
:; (7d4) 2.437 202 12.036 .000™
- Y 3 9] 174 .039 183 4.502 .000"
4 == -.113 .040 -.128 -2.822 .005™
ARARA -.018 .039 -.022 =475 635
&4 .226 .039 .226 5.827 .000™
R=313 R?=.098 F=16409" AR*=.051 AF=33953"
() 1.482 207 7.149 0007
W &) 9 152 .036 .160 4.221 0007
_ =A=4 -.073 .038 -.083 -1.950 052
0 AR -.058 .036 -.068 -1.586 113
37 A u) 523 045 421 11.543 .000"
R=.469 R?=.220 F=42469" AR?*=172 AF=133250""
() 1.348 .186 7.265
Y ) 9] .088 035 .093 2.554 011"
5 == -.100 035 -.114 -2.840 .005™
AR -.052 034 -.062 -1.525 128
el B X .603 041 .516 14.789 .000™
R=549 R?=301 F=64900"" AR?*=254 AF=218723""

*p<.05, “p<.01, T p<.001
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ABSTRAST

The Impact of Emotional Labor, Resilience and
Psychological Well-being on Job engagement and
Job Satisfaction of People Who Work in the Beauty

Service Industry

Jeong-Ha Kim
Department of Clothing
Graduate School of

Sungshin University

As demand for service is on the rise in the service sector, emotional
labor workers are trying harder to show positive emotions to create
better customer experiences. The workers do their best to hide their true
feelings, gestures, and tone that customers and the company want. But
due to environmental factors, more workers are suffering from emotional
exhaustion, which has become one of the social issues. Especially, most
people working in the beauty service industry, a future—oriented industry
with artistic and professional skills, experience emotional exhaustion. Due
to the nature of their job, they provide services through face-to-face,
focusing on satisfying customers, and meeting cultural needs at the

same time.



This study aims to investigate the effect of beauty service industry
employees’ emotional labor, resilience, psychological well-being (PWB) on
job engagement and job satisfaction.

A survey was carried out on employees engaged in the beauty
industry comprising skin care, makeup, hair care, and nail care.

To assess their emotional labor, three factors of surface acting and
deep acting — hiding feeling, fake feeling and deep acting — were used;
for resilience, five factors such as self-extension, communication skills,
empathy, life satisfaction and root cause analysis (RCA). For
psychological well-being, five factors such as interpersonal relationships,
self-acceptance, life goals, autonomy, and environmental mastery were
used; for job engagement, three factors such as vigor, dedication,
absorption. In order to assess job satisfaction, only the factor
‘satisfaction’ was used.

SPSS 25.0 Statistical software was used for data analysis and six
different analysis — the frequency analysis, factor analysis, reliability
analysis, descriptive statistics analysis, and multiple regression analysis
— were carried out.

The results of this study are as follow: firstly, it showed that
resilience, psychological well-being, job engagement, and job satisfaction
of people in a higher position at work or people with more years of
experience in the field were higher than those of people in a lower
position or with fewer years of experience or depending on the type of
job.

Secondly, in relation to the effect of emotional labor on job

engagement, it was found that deep acting had a significant effect;



hiding feelings of surface acting had a significant effect on job
engagement. With regard to the effect of resilience on job engagement,
self-acceptance, interpersonal skills, environmental mastery, and life goals
had significant effects on vigor and absorption of job engagement;
self-acceptance, environmental mastery, and life goals had a significant
effect on dedication.

Third, with regard to the effect of emotional labor, resilience, and
psychological well-being of people who work in the beauty service
industry on job engagement, it was found that self-acceptance, life
goals, and interpersonal skills and hiding feeling, a fake feeling of
surface acting had a significant effect on the vigor of job engagement;
deep acting, empathy, self-acceptance, and life goals had a significant
effect on the dedication of job engagement; communication skills,
interpersonal skills, environmental mastery and lift goals had significant
effects on absorption of job engagement.

Fourth, for the effect of emotional labor on job satisfaction, it was
found that deep acting had a significant effect; resilience affected the
relationship between job satisfaction and other factors — root cause
analysis (RCA), communication skills, life satisfaction. It also showed
that psychological well-being affected the relationship between job
satisfaction and other factors— self-acceptance, autonomy, environmental
mastery, and life goals.

Fifth, emotional labor, psychological well-being, and resilience of
employees 1in the beauty service industry affected the relationship
between job satisfaction and other factors: self-acceptance, autonomy,

environmental mastery, and life goals.



Sixth, job engagement of employees in the beauty service industry
was found to have a significant effect on job satisfaction as well.

Seventh, emotional labor, psychological well-being, resilience, and job
engagement of employees in the beauty service industry affected job
satisfaction and other factors: self-acceptance, environmental mastery,
and job engagement.

Eighth, the mediating effect of resilience and psychological well-being
on the relationship between employees’ emotional labor in the beauty
service industry and other factors: job enthusiasm and job satisfaction
was investigated. And the result showed that depending on the level of
resilience, it had a partial mediating effect on the relationship between
job engagement and other factors: deep acting and hiding feeling. It had
the full effect of resilience on the relationship between emotional labor
on job satisfaction and job satisfaction.

The results show that the emotional labor of employees in the beauty
service industry directly affects job engagement and job satisfaction. It
1s a very important factor that emotional labor indirectly affects job
engagement and job satisfaction when it is related to resilience and
psychological well-being.

It is expected that this study will be useful to prevent negative effects
on the emotional labor of workers in the beauty service industry —
providing an emotional learning program, creating an autonomous work
environment, and a working environment that can help employees restore

their true feelings after emotional labor.
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