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APE A A A= AAlE B diRIFAAIRD FAL, FE, UM, T, ol
ol s ATHE AAE, EFAQ] =3 AYS EFtH(Schwartz,
2002; o] &<, 2006914 AjQ1E). 1970 o] F2 AMF A A A& ~EHA
o] FAe HAATIAY S F v HFER SHAAA gEd AT
Fofo| Al Zt#wy] A12E9ItHCohen & Syme, 1985). A3 4 A A& AP
Aol whe) vk dd oA Aol Hw, Hrh Wy o] theksitt

AL A A A= HQlel A Zhe ALE A AR E HobekE Ve 4 Sdt )
AE = AME A AATE Hrtske 7xF FHeE FER v
(-84, 2012). AE4 A=
Aol didt A HrlE £dh Thoits(1995)E 754 ZHeA A
312 A xE TN VA ALE A &) BpAbeke] FEAES Sl T
5= A2 A3t House(1981)= AME 2 X A7} EFle] A4

w, 244 A, Aoy Ay AE, v=w Algor slo] AHE A
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(1985)¢] Aol A m ALE A A A7} A=A AA, =244 AA, AuE A
A, F7EA AAE £33 48200102 S-S FASEAT

AR A A A9 x4 L TiQle] dArbyd B diddAE #Har gL
o' Aty AAE H=AE ARHo R S E Ao®m, A A AA
(social support network)©o. @ &8 7|% 3dtt}. Thoits(1995)+= T+%4 =W
ol AL A A A F g A AZE Ele g, Bl HEREE 9
shlvh WA A 1985)L x4 SHY AR A KA E HA AselA Al
e A Ae] AR Aosiaith. WA A(1985)S x4 AN A AAE A
ke g9lem A XA FE dFe AlREY FE Hobske AR F
o A7, AA W&, AL A A Ao gk W KX Apete] HE RIE, A
A Ao} BAAE Poj 7|Zbe Ve b8, Aol A XA f-AFS|TE
A AZskE ARE Uetle w244, AAAEC] A2 ¢ Ade ARE
ety = 2xE ¥ga . Wan 5(1996)2 7i¢le]l ojw whol#aAE-&
A=A ol whel AE A A x| 7F depR| AL, AL A A A E FTESE O T=

ol o) Qo] 2 a9,

)

Beehr(1985)= 2 %ol Ad2 4 ks A3l4 AA ] 24& o
of AR AX st MAFHA AAZ A H AAE AR AF@
F-opko] Aieh @elEe] gl= AFgEOlA AT
d AA = 7h, AT, dEAD SoEFY A=
A Alolt), B A= AAFAL AWS gRErE AR HAdE 222 FA}

AA ek 5 AR o] FEFHl s opraix gt

7k EAE AA
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= Qa Aol H= As SsAAFE Ed7E A (Cohen & Wills,
1985; ¥4 %, 2001). Ross 5(1989)2] A F-olAl= Agd 427S 2= &
Al W oz ALE A A A & FAE AlSHeFait.

ALEH A2 EEI By AEAA AP sfoe] AHF 9o
= Qe EAstE FA44 Gl AR AAE FE AihE T des
e tHCohen & Wills, 1985). g o] w2X& Adolr = A3 A A7)
& AbFE e Ao Aol 2 Abol7t glov, 9130l Be Al A
= ARSI A A ATE BB g gle] Hol 9139 FAAQ s dspATE A
o tH( thel, 2012).

ALE A A A7) ARE fEsteEA el e AAdTE AHEd AT
wARel Agtpafe] thek AE#H A Azle] @AM AL E A A7 24
E7E o] WEHATHAA Y, 2011). HEAE UdoR 3 AT E
ALE A A R AATE A 230E A AFATE S, 2001).
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o FQ9e AT 229 BANAE AFE AH F Fx A4
7% 2Rt Tk A, ol A% B4 3 BEste) dgol
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A5 (Cronbach’s a)¥ 850t}

4) AEH AA A=
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el

garet Buo ARA AAE 2487 A8 T A AEE EFehel
Agstel, FRA BaolA AE A AAE 2457 918 2 0(1985)
of AW AEA AA A% F Aoz AA4F AEHH X ARE A}
gt APAOR A4 AFA AX AR F 25 TalH, U7t A}
B3 wAEe wI Jvn A 8 =9 5o ANE ARTED),
7 mEAY odld 4 gl ARl die] el 8l = so Aud AR
= Wl = 5ol WA A

AR, Wt Bew s 2o glew T wHE e 24
AR EEZ FARC Yuk 7 B “de i), “a2x ek
(@4), “WETEH), ‘2@ HolthUR)’, ‘W 2TGH) 57

7t EeRE ANA AANE Bol

jatn)

Likert A= 2 AA YT =HA =

Il
TaA g AEA AXE A AsA EA21985)0] HER A
A AETAY AA HEE 2 A7 HHol v sAste] ARl
A} AR A A W AHEY AAEE S48 6714 HeR
TS flew, AAge AY), A A W, AA g JE5 W5, QL
E

A4, AEE xEHY F A5E 370, A5 B4R A
N
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AT gakel A8 A AX el g AA)sh FEe] e
AA(I5 B AT h2 Z4stel A6 AgIHAh 1A A

2 A A9 AlFEE A (Cronbach’s a)= <& 391> AASAT. T34
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L AT W34 ATEATE 54

Ao <E 4> B

i

oA A gk gk g% A A
Ak A¥] FAE Aurd dde] 118%(26.6%), o3l 3267 (73.4%)
oz ool ngo] v U A"l wE AL 207t 1457 (32.7%)
ol 30t 2059 (46.2%), 40t= 907 (20.3%), 50t ©] A& 478(0.9%)
o2 30, 20th, 40T, 50tH ol £o® T u&S (AU gy o
kA= et YAV 1499(33.6%) 0] 3L, A £ A= 1689
(37.8%)0.2 714 wow, vgtu EYA= 126(28.4%), Uit o4
o S 77 e 1902%)0.7 714 AA eyt AEol g u)
fAE 7 EATE 1848 o2 AA 9 41.4% ¥ ow, vEAE 260
A el 586%= ZArE o] mlExe] W&ol ¥ EUrh nE&Hel= AH
o] 404 oz AAY i 91.7%E A sk aL, AT A H$ 28
goz AA 63%, 7B 55 AEL 9o AAY 2.0%E A )
Agel wE 77 Aol 404 oz AAS] ikl 91.0%E AFA
o 2 &l Y ES 13" (29%), #GTS 24%(54%), AES 29
(05%), 535 olde 19 (02%) ez ekt a8 499 48 7]
o] wpE FRoEE= 149 olgtE -3 Atgho] 73@ o2 AA ) 164%
S AA AT A9 73be] 1de] il 5 o] sk}l AbEe 2287 o2 A
o] 51.4%E AAske] 7Hd w2 &S HATh A4Y 7]7hke] 5do] dal
10 ol&kel AbEe 122 o2 AAY 275%F A e, 10de] |
S AMEE 219 o2 WA 47%5 AA 3T vpx o 2 de npE
TE2 FFAALY e AU 337" (75.9%) 0|, ol A Abell -



S A9 107941902 BFAMNNN 2FehE 459 A

i
e

E 4 AP0 ATEAHSH EM  (N=444)
EA T A ) vl E8-(%)
A % 118 2.6
o] 326 73.4
20TH 145 32.7
o o1 300 205 46.2
o 40TH 90 20.3
500 °] 4 4 0.9
= 149 336
- Ex-Es 168 37.8
°t 0= 126 28.4
skl o] 1 0.2
] R 184 41.4
Az o]n =
a2y n & 260 586
A2 407 91.7
3183 0] A f =] 28 6.3
7] e} 9 2.0
] 404 91.0
ol g 13 2.9
RN o3 24 5.4
3 2 05
F3 o)A 1 0.2
19 o)t 73 16.4
19 23~ 54
O]Jj 208 51.4
G s 59 7 104
i 122 275
o] 5]
10d 2% 21 47
. B 337 75.9
o] 107 24.1

AFEALA E4e] wE MATe Aol® FHY fI5te] A
<
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WA e e 7k WA AolE BT Aste] HURE AF
& ANsgen, BAANE <u 5>o AAsA. BAARe] waw

dde] wE HAde FELE WHA(=-2.00, p<.05), AT (=-342,
p<.0D), 3E B A (=490, p<.001), 7152 A A A (¢=4.17, p<.001)]
Al Fogk Aozt JAth F uw A= T3 (M=2.98, SD=0.89) .t} of
d(M=317, SD=0.79)¢] © ®o] Fa 3t AR ey ow, Azl
F 9 A M=2.90, SD=0.56)5.tF oA (M=3.11, SD=0.55)°] Y =%k
o gy gy oo 4§ J$AW=351, SD=0.66)°] 4 (M=3.16,
SD=066)Ect © Exkow, 7led A AR EF P4 (M=372
SD=0.65)°] 9 (M=341, SD=069) Kt} 1 & FFoz A73E AL
2 YErsth

= 5 Aol w2 M #HolSe Xo|EM
o) H(FHA) ;
2 n=118) o] 2H(n=326)
ZH39 3.57(0.72) 3.61(0.71) -0.50
U 3 9] 2.98(0.89) 3.17(0.79) -2.00"
Ly AAEAL A= 3.94(0.75) 4.04(0.70) -1.33
W #AEH
e org 3.62(0.73) 3.52(0.67) 1.27
e EAE
o) an 3.93(0.64) 3.92(0.65) 0.12
2 2.90(0.56) 3.11(0.55) ~3.42"
EER K 3.51(0.66) 3.16(0.66) 490"
] 7154 A AA 3.72(0.65) 3.41(0.69) 417
AEA %A B2 2R 3.76(0.64) 3.76(0.59) -0.14
A FERA A AA 1550(2.49) 15.67(2.52) -0.48
FxA4 28 A4 1690(2.16) 17.26(2.06) -1.26

p<.05, "p<.01, "™p<.001

veoE Ay /7l BE waEs] Aolg AN/ s dw
A

T4 (ANOVA)E AAsklt &40 M 49 7]7ke 1d ols), 1d %



b B Ay w2d A
TIF(©2, 441)=8.36, p<.001], ZFAZ A Fo HE[F(2, 441)=3.39, p<.05],
T2 AL AA[FQ, 441)=6.28, p<0ll, T23F S8 AAFQ,
441)=3.56, p<.05]elA] Frolw g o7t SIqith FA Ao 2 HAHrd v}
w3 2 gAEde] WEs A" 14 o3t ¥ (WM=3.71, SD=0.81)°]
A8 1d 23 59 o] 8HM=4.05, SD=068), A& 5d 23 FHH(M=4.11,
SD=0.69)°l W3] vrgkow & N v A ude] ¥x 2]}

Z’:
Follon, tE e v = Rol7h TAH R frolshA] &skth T
24 A AR GA] AE 1d o3k HeH(M=14.38, SD=2.17)°] 49 1d
237 59 °]3HM=1565, SD=249), A% 53 ZI FHHM=16.22,
SD=2.50)°1 wl&f & FEeler, vx24 TR AXE A4Y 1d o]
HHM=1642, SD=216)°] A3 1:d 3}~ 54 o|3H(M=17.26, SD=1.91),

A9 59 23 HEH(WM=16.77, SD=2.27)7 ol v]a] v o]l

¥ 6. 49 7|7Hol mE MAH Helse|l Xo|EAM
AL AA)

1d~5d
1 0 1d olst o] 5] 6 =7 F
(n=73) (n=143)
" (n=228) "
RS IR 3.53(0.66) 3.57(0.73) 3.67(0.71) 1.25
A &9 3.01(0.83) 3.12(0.81) 3.16(0.82) 0.4
xE Az de 3.71(0.81) 4.05(0.68) 4.11(0.69) 8.36™
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3.57(0.71) 3.56(0.66) 1.12

3.43(0.69)
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rveel

~H

4.00(0.62) 3.39
0.14
0.19
2.22

3.93(0.65)

3.76(0.68)

rveel

o
N
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ABSTRACT

The Effect of Call Center Consultant’s
emotional Labor Strategy on Burnout
— The Moderating Effect of Resilience and

Social Support-

Park, Ha Young
Department of Psychology
Graduate School of

Sungshin University

The purpose of this study was to examine the moderating effect of
resilience and social support to analyze that emotional labor strategy
impacts on the burnout. A survey questionnaire was conducted to people
who work at call center in Gwangju, Deagu, which consisted of
emotional labor scale, Maslach burnout Inventory, brief resilience scale,
and social support scale. The data from 444 were analyzed using SPSS
18.0 program. The result from the hierarchial multiple regression is as
follows. First, Deep acting was decreased burnout, but surface acting
was increased burnout. Also, frequency of emotion display, variety of

emotion required to be expressed and attentiveness to required display

_’79_



rules were increased burnout. Second, Resilience had moderating effect
between deep acting and burnout. Third, The moderating effect of
interaction of functional social support from leader with surface acting
was found at burnout. Functional social support from leader moderating
effect are shown in frequency of emotion display with burnout and
attentiveness to required display rules with burnout. Also, structural
social support from leader moderating effect are shown in attentiveness
to required display rules with burnout. fourth, Social support from
colleague had not a buffering effect between emotional labor and
burnout. Finally, the implications and limitations of the this study and

suggestions for future study were discussed.

Key word: emotional laber, burnout, resilience, social support
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