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A2 ol &4 A7

1. 1A # 7 (impression management)

D dde]e id %2 Ao

AP BEQION Al Bol= A4S Egol w9 WIZFetAl wbE sk Aol

ol ‘Bel'e] Agelx] ANe] AFE F v Ao Fgww Fa

Ag AolFnA st AL WS FdaA AN

(Bolino, Kacmar, Turnley, & Gilstrap, 2008, DuBrin, 2011; Rosenfeld,
Giacalone, & Riordan, 1995), A8 AFA=2 AFAZE 22 A 2
dol Aol ik Bl A4S qrAste = Ao® AHost=t T5H 9
7S HoltH(Rosenfeld, Giacalone, & Riordan, 1995; Schlenker, 1980).
AA o 2= Aol Al & Hol7] 9fal st s (Liden & Mitchel, 1988),
BALRRE FYE et A BAS @7 fE Ttz el AlxEske
35 (Deluga, 1991), 22 WolA BRele] Qe JFE& vAg= o =<l
&% (Bolino et al., 2008; Elsbach et al, 1998) S o & A< Ht}

olxd T =4 el FatA A Az BAA LA =
Ao g HolEolx= A dutAolth(Bolino et al, 2008; Ferris et al,

2002; Higgins, Judge, & Ferris, 2003; Rosenfeld et al., 1995).
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Liden & Mitchel
(1988)

FAL A & Boelr] 9l sk W

Deluga (1991)

Elsbach et al. 22 ol A EFle] Xzt JEs
(1998) nxHE grryoz froly 3%
Bolino et al. 22 ol A EFle] Q1A JEks
(2006) nxHE 9rAol g%

(A 9] d7Age] A8 Ao dAyArE Ae)

el FdS dubdo g Ui Fed 24 FEloE FEH

(Jones & Pittman, 1982; Leary & Kowalski, 1990; Ravasi & Schultz,

1998; Schlenker & Weigold, 1992; Tedeschi & Norman, 1985), ¥ <119

Me FepE e JidA Aol QIgdERtE Yo w St

Wayne?} Ferris(1990)= -3} 213 AAbe] Asabg Al dAst= 143
!

g AFE wgoR, 4



A4 AFdBE = AEstste] 1A A F] st98ds TSR
Adoj# g = FEA g9et o4 P2 EFEATH(Stevens &
Kristoff, 1995; Tedeschi & Melburg, 1984). %7 <lA#e] 9= gl

sHA ded A7 A dez oA eded, B s e
sl

(Howard & Ferris, 1996, Kacmar et al., 1992, Wayne & Kacmar, 1991).
oA gy o= W, 79, AIsh A sor BEHE d9R
W Apale] EAlE oluE 3| EIAY BEEy] 9)d AFS® tHGardner
& Martinko, 1988; Higgins, Snyder & Berglas, 1990). ¥ & to A= <14}
HE AL A AR owAE AlolFr] Sl Fah A edo] gmAHo
2 Fste d9= A7 il ddHow AuAo] v ol A
B = FAEEAA A9 st

Hdola Qddels F2 74 JAEF 43

O

o

N

Fag A A5 elA
o} F o] A th(Kristof-Brown et al., 2002; Peeters & Lievens, 2006; Weiss
& Feldman, 2006). W A7E H7 Aol Al £& BEFES Hol7] 9 Hsle
ujglo]d Qg el BES ok A P o] BANE FRE Gt
Setn gusnz, B ddAt A 579 Agnd s sela

PN
T
& F7bste] gwelE ddold QYRS Mo A gvel F A
7}
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2. A =% (emotional labor)

AL A A7|do A ‘5o 7hulE A H] A(service with a
smile)”oll Wit 71dl7}F A mel 22 o] FQ3t FFo=w g
2kt (Grandey, 2000; Pugh, 2001). ©o] & 4} &= i 9

5 A7 ANx7F ¥ dFAE HochschildZ #9919 A A The

EdS 2deE AR AT F AT Y] dFE T
71 Sl&l AAle] 7hAE AbEste Aol
M@ o= Hokth Hochschilde 774 3%
i FAPE=E 2ol W 9 (surface acting)9 WA 3 9 (deep

acting)olth. WAL= FHHol 7IdelM 278t AAES HAF7

o] AAS WA T H = AAA 8ol as AAS g
Ashforth®} Hemphrey(1993)% Hochschild(1983)7} #| A8k = 8¢ <} W
Aaeo] ojo] Al WA WHFQ 2143 9] (genuine acting)E F7FetATh
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& A} A 9]
Hochschild T/MAoZ Holx= dF %W AA 18-S
(1983, 1989) Z2A3= 7
Ashforth &
Humphrey qae S Hdste 39
(1993)
Morris & A3 2AE Al 2Fo] Q5= AAS
Feldman

xdst7] 8l st =y, Ag 2 FA

(1996, 1997) 71 sish e ] ]
Grandey Ao EgE AHst7] 9 A
(2000) xdE A E AA

& Lee, 2002, Chi, Grandey, Diamond, &

A
.
=
=
o
DN
=
—_
=
D
3
o)
=
(@R
@]
=
DN
=
o
@

Groth, Hennig-Thurau, & Walsh, 2009), ¥ 3 9= g9 chdztk 2 A
Hl 2 Aol gk el e FAA <l dFS v A v (Brotheridge &
Lee, 2002; Grandey, 2003; Hochschild, 1983; Rafaeli & Sutton, 1987).

TA Al A=A AyE Ay B Brotheridge® Grandey(2002)% 238
ge] FEY AHA FTHES dide® xidfe yAade o A=
£ SAsA=, 2T A g, HdAs A dFHe 2E
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3. 17 ¥F7(customer empathy)

D sz Ad ® 49

&7 (empathy)2 EFQle] #HAA EFQle] AFES Ao AAFH o]s
sbar, AAlE BRSSPl wa AAZtele A o] th(Eisenborg &
Miller, 1987). =& Adite]l A4 A& olsista oo W&dt= =
HS o n 3t (Decety & Jackson, 2006; Eisenberg, 2000; Singer &
Lamm, 2009). oJ¢} 2& &2 el et olsf & =ola W4 A
ANEg Adyete Aozt & 4 JdoH(Bylund & Makoul 2005; Shin,
Stotzer & Gutierrez, 2013). & &7 E}elo] A¥s= AAHS TH3E

QFo) Aol or Ay FhBaeh( A8, 2006).

o

Zjl

(affective empathy) 22 #FHH(Cox et al, 2012; Davis 1983, 1996;
Wieseke et al., 2012). AA% F7e Elo] Ao} WANEHE 21X

A AFe Yoz o= AS  ¢v] et (Barrett-Lennard, 1981,

ok

Autx o g2 2AA3F FZ(cognitive empathy)d A% &7

rlo

o

Giacobbe et al., 2006; Homburg, Wieseke, & Bornemann, 2009a), A 4
T2 ERlA gk A#AAQ] =4S wekst H[do]d ol E FHEs)

= AL ondtp(Aggarwal et al, 2005; Kerem et al., 2001).

AFAES AAA T4 AAA IS BEF L= oA d T
22y H2d o T3S P & ol o dvke Hel wostn
A tH(Kerem, Fishman, & Josselson, 2001; Smith 2006). w&}A ¥ ¢
NAE TS Bl Y AFS A= FfiHse AAA 37

.,_,
o

¥}(Duan & Hill, 1996; Moore, 1990; Redmond 1989) ©E}<le] Az} #

_13_
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Barrett-Lenn

ard (1981)
Bl ehdol dial M ztal AN A wgel U
Batson (1987) -
Al i
zn . i
Davis (1983, | Ao 2 ERRIAA W&ot 58, 2YTE§,
1996) A dd, N A aE
Duan & Hill | 444 43 Q44 g4€ 2gshe tAad
(1996) TxE
Algg(;ggg Cga gL wAm AR Wed + dE 59
al.
Goconpe o | 38 HEAF DA AN geE AF ol B
EEO S I Ba AdzA wolEoln 1 S wAA
al 000 gag 2 gs s
Ahearne, o1l Tioh Dol Al o1 _
A | Jelinek, & I FAh A el dEl e
_ e #L A E A
=™ | Jones (2007)
Argo, Zhu, & | B} A A = A4 AEHE ddsta
Dahl (2008) olgfat= ¥
Homburg,
IeSERE - ue) gl olesha shebd & gl vy
(2009)

(A 9 AFAEY A5 vgem A5A7F 4

_14_
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FA O] AN Aol wiAY Fopm dolohA = nAF Mulz AlEa A

o2 MEA Aol dEa

Mz AT Al A A
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Wieseke 5 (2012)

7= T3S ‘FYdel 1

ZA7F =

RETA
[}

Al

Ea

Flom, AH]

)

2 AN

—
fite)

=3
"o

Mo

A= o

=

2. weA

)

= 49

el

o

bl ok

)

o A e Ho

=

ol
M

—
fite)

o

=3
"o

R

+

}o (Clark, Murfett,

)

(=

shel 2

| o

fa
3L (Wieseke, Geigenmiiller & Kraus,

Rogers & Ang, 2013), &72]

700
ﬁo
I
™
—_
fite)

olo

el
o

=
=

o] FtH(Simon, 2013).

A TH Wieseke,

o~
T

d
Nr

Geigenmiiller & Kraus, 2012).
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ABSTRACT

The purpose of this study was to analyze the effect of
supervisor-focused impression management behavior of the airplane
cabin crew on perceived customer empathy. It focused on verifying dual
meanings of the crew’s emotional expression divided into surface acting
and deep acting. In this research, I suggested the interaction between
supervisors and subordinates in the organization as a cause of emotional
expression by crews. Furthermore, I considered this cause and the
reaction of consumers comprehensively. The results of this study can be
summarized as follows.

First, supervisor-focused IM(impression management) behavior of the
cabin crew had a positive effect on the crew’s SA(surface acting).
Among the factors of IM, verbal IM had more influence on SA. Second,
supervisor—focused IM behavior of the cabin crew did not affect the
crew’s DA(deep acting). Third, the crew’s SA had a positive effect only
on customers affective empathy that one of the perceived customer
empathy factors. Finally, the crew’s DA had a positive effect on both
customers’ cognitive empathy and affective empathy. It was found that
the crew’s DA had a greater effect on perceived customer empathy than
SA correlated only with affective empathy.

In the case of the crew’s SA, it was meaningful that it was able to
give basic satisfaction and affective empathy to customers. The crew’s

DA did not correlate with IM. When the crew used DA, he or she

- 48 -



made an authentic effort to meet customers’ expectations. The crew’s
DA was an act of self-centered effort, however IM was other—person
centered act. Thus, there was no significant relationship between DA
and IM. Also, the crew's DA had a major impact on both customers’
cognitive empathy and affective empathy. It was reconfirmed that the
crew's DA was an important factor.

So far, domestic full service carriers have completely controlled crews’
emotional expression. Customers recognize this as a perfunctory service
lacking authenticity. It is likely to result in low customer evaluations
measured the degree of empathy in this study. Consequently, those
carriers should change from formal service to gain high-level of

customer empathy.
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