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384 52 LAANGH= Weko g WElsHItHBellamy & Taylor,1998; ©]Ao}, 2006 A&,
2014). o]t T HE o] 2t} SR Qloto] FEUENAL AKX F)o] tist A5t g =

TEEEY A2 AR I Gl At A RFAQ A A EAL
sto] AYsH= Aol Atk A, AdH EFAAS TTRE SAREY A8, 95
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o] et AT Aol A= FARA F

A&H0E =owo] LItH(Davies, 2001; °JAY, 2020). olet #HAH HEZSQL 7igo]
Hochschild(1979)9] ZHgEo|ct T3 iEoA A5Hoz gL gL

= ARlESto] oste] A E= AL A Ho| gt wEbA 2] BeAES ZEAEY 4
= HIAIAIACE & 9210 & QA THEE - A4 35], 2019). §HH, 7]&9] iPJQPL dxAos
Hochschild(1979)= 224}19] o] dFo 7 wdlo] 71535t 7|7 0]4 AME0] Hol| 2235
At 283 22AE50] 22 Y 7HH o) REelEE Helets FYE 2ot 7HL=1 oz 7y
&= AAISFIH. Hochschild(1983)= FAZ R A 52 22 E Eeus oY P
R 19 AL Yl Wl 202 eIk o] = 2Aels = 71 2g
o2 ERWSo} YRBAE A Steirt. s
o) st o] 229 ol R BHE E25] o) A0 2HE
HHEFE S 0] R0, 2020). EHP = = 7RIS A AHiet 22 0] 85k A AtelY
7ol A WAYSH= A o] thFEolH, o]t A4 119 EUXE = A2 ARH o2 &
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Humphrey, 1993). $tH, WHIF Y (Genuine acting= F2 ALY AAE ZZ o] Qisl= A
FHol weh vl T WES BA Ao MO A 1S S A oJuTT
(144, 2020). WHB = 22Ul 55HLE Fot= F¢7F Bon, WHPFAE 5l
F5 8T Al 38R AF s FRFst7]of] SARE 7RIS A3 A1, 259 59

Ao ZAAQ = AoE AHA JrHEE2, 2012). Morris & Feldman(1996)
2 7129 =98 WHAA TS BAUTFH J-o| dZsto] AYstaat st oo
Feldman(1996)2 AA =59 MFS ‘1A A LAY 719] A5 2F-g0] o]Fo]X|&= 3o A
ZZ]o] 22| L UoA HEs S AEE g ot A9 BA, 8o A’z
A OISt H -85} - vF=A | 2020). TS 0] g A9st7] 95t Morris & Feldman(1996)
2 LS AFRAS viel 3o, o, T X319 47HR] A o2 FLE50] A|A]
SF T} Morris & Feldman(1996)9] =29]= 7|9 A 5ol gt /igS Al&Eg}sto] Hot g
SHA| A Qlstal A} skttt Hlof 2olE XY itk AA7|3 AP AT B SPONEH, T4

2
s
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7
2]

ol AR 2HRE T Yokl Ao BL ElolE P 2Fsle] 9lFo] EA
SH= U] P9IE oJulattha & 4 9lom, ol A%T GFo] urel HEo] Aol EAshE
BE w550 R S F Tt YHlY) B ES 2T 982 ATshE 4 UK Y

<, 2017).
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(Ashakansy et al, 2000). I1Z49] ©
o] ol FAe] el
A4t @ 2R gol A o)A =
olo] %152 THe ATl
glol SUFAA, ASIEAA
CHEAE, 2009; AlA7, 2014; H 4

e welA Aol A4
o thste] shabgol Q48] AlASHEA
= 22 7me) A ST g0l NS LS

S, B 50 459 SARES FHOL oo I
gl 2%, 2019). ole BHNA PHEFS 14 5L WY
Qo] el % HThE 5O Hg B3 4TAEo] Jote] F2 WAL AYL W 5 9
o ol RURROAR SO WS slol otk 3T Huiel o ) Aed o
o gt BT $O HTAES AT FERE SANSAAL SASH BA 5 9
. olo] £ AFAAS 1A FELE SAAE B AT WU AL SFH o

o [
£ WHEAR BRI WY E AFaA Ao]o] nhEAE AR St

rEI

24 7HYS0] Yot B0] FHEEOR RRE] AHNE YT 2ASS 2247
Of Rtth(Morris & Feldman, 1996). ©|2{3t 2752 HIB o & kEAEo] AAl= 44
SHeA] 028 Tlotshs 20] 7Rstel, EAO] ek AHRES Bot WU 37
24317] 9i5to] 7450 el Zuz Aol e FPH O N Wa o] 72
th(O]A] QA 9], 2021). o] 23t SHOA AP eF 8 o RE Iedt= 2UE2 F

2 /35t SFHRARA u|7t HEE] o] Zith(Morris & Feldman, 1996: 987-989).

BB SR 4EY) AWL ST} e Aol g o}, Yo yEEe) Hl
=, 7R 204, 742 b4, 7 2xste] ] 714 /Yol £2 e Rafali &
Sutton, 1989; Hochschild, 1990; Grandey, 2000).
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dol dut 4%
HEY NI %Wé 52 op7|ohe A AR Q4] o] gt

=4, A B E 2] F9]X(attentiveness to required displays rulesy> 23] T2 A0 ZHEH Q
FEE BHE BH] 9 Y] =S AT YulTth PHYS 2% DAA 8
Ti= S A A= o B2 52 AAIAR] ov A2t AA AR 8S 7]&0lA
H ot (Morris & Feldman, 1996; 75, 2015). 18|11 @72 7448 HESH= Bl 7 Wolx| 11
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Azko] LolW4E o Be 579 H414 U XS £25H HrhVan Maanen & Kunda, 1989)
wjeb A o] QAISHE FHRRC 7o) ALt 24, o Be ALY BAHLES FHskD
ook A4lels o2 FeiA ct

A, AP ERY A (variety of emotionshe AR =EA7E AFE Sl o4 27
H1FoF She HEE julsis ol thleidner, 1993). YHHH 02 A EAE {7

age
S92 9o Wa e e AAL XA AL AT 250 AP 2420 G50 e
o491 o] Wastch. ool el BT Aol A HA ok sH 7ol AF HHlE AL

£ 55 BRI o B AU B 2 7sA Hek 1T 0% s o4
=

EEAE O B2 AR S 2R HER, U 2 £EY A RES YA E. o=
Ao dict AP RAL T, 3 HA AN A AE RIS & AH R SHA 528
==}
= :

2]

A, &2 FZ3Hemotional dissonance)= T =FAE0| AARE 7= AT X F+5
< 78 A A (display rule)o] YX|HA] F= AEE Qulste Eo g, A4 =
Q= gl == JidolE E 4 Ath(Grandey, 1998; Adelmann, 1995). ZA=BA oA ==
A EAFHL AA 7ol O]X] SHA] = A% olE2 WA A= Aol 5= 2R #

Ao ek oA 7T AAA P HIE Feels 7
1 B A2 Aokl s} AR, Lol ol A3 AokE ABII oIFL A7
Hje}, 9252 HlR lQE S ARy RAg o] o2/ He Aow A Utk

(Ashforth & Humphrey, 1993).

AR AR AR 0 2 7Y 7jQlo] Bh= T Al AEF Ao tis A dsHA thAshA| gt
= A2 ol E tH(Cherniss, 1980). |29 A FAZ A= ARSI EZ|AE 4}
202 HyEA) gt S5 4ol LA Hlo] 977 AYH AT, =07t A
0] 227 19lo] 494 5 2 S The AETAZ Qlstel B4 ol
! € F84 AT egte Ae WA = AT McGrath, 1976; Schuler, 1980;
Cordes & Dougherty, 1993).

ARL 37 371K 842 TAAHECH A HA= JA A2 & (emotional exhaustion)©] T},
A2%19] 59|10 R 719 AIA| A Q] & o] ZHE|Q} FA A3l AHgo] AR = AH
= L Jjdolch AT AR 0] = WA QAL H|olABlo|th Maslach & Pines(1977)= Bl
2512 A7k Y 7jQ1e] Aol B H0 RE T AU A ABIE SeHolAES AR
o] obd Shtel BARA 1FET PEL HATHT FAHA0H, ¥ Yolt Fejold Rt of

X

yzh s=249, AT, AAole 715 "idol oA A=A Hote FHE Bdoal 49
SFTHMaslach & Pines, 1977). H]Q 7—M~ st = JHRleAA Y 5= e AF <= B
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WSOl T DO BIRE FAAEY QAL PR HE, FHRAY FY, 7
FEZIO A 7HA] 8Q1ES TAHLCE ST 1181l o] & S457] et £33 AAIX &
(2014)9] K-ELS(Korean Emotional Labor Scale)2} Brotheridge & Lee(1998)2] ELS(Emotional Labor
Scale)e Zy5to] ZA5HITH

AR4209] AL HAA GH, WA, B3 249 ) A0 FRol0) SHAGE 1
2{U} Pines & Maslach(1980)0l W2 &% A5 Q= ZF DAl= A= AdEo] o, =

HR o7 ZA SR et A5} tHPines & Maslach, 1980). o]#g AP AL =90 ETj &
B AL A= MBI(Maslach Burnout Index)?] &3S &850 R AR 9] 1A 3714

T 545k, SHAE B Wol Malstaith & AtolA 1Y /\] TEHEE SAAEO] Q14
Stz A eso] 4%l v|X = WS uHostr| fJsto] 8%

(2014)9] K-WVS(Korean Workplace Violence Scale)E &-&3}]
9 o] AR = ()3 Er

_II)I'
—LJ
ﬂC)L
oo
-
i_g‘
o
e
wr
M
M
odk

o =3 S
(Cronbach’s @)
e |10 TIOIS SRR 224 Ol YIS IAS 28 o1 AL
(=] (c()) 7|_9|5 ]}l—?(R)Z)

' 2. Fote 512 BR Shisks 124 o Y FE=YUIR ELS
axymsio] |1 AR/DZOI 2YHOl ZHS BEISIA go2in ohEoR sttt | (Brotheridge &
Foly |2 YR IAZ UfSHS TEOIM Lol £XIE AEE A7 ee, 1999)
0676) |3, atymiol 912432 QoM ZHHO L0 THS 2 31T | (mgm 2, 2014).

1. ABI/T0 ZBS 4710 BHOIX 28 0f Lf 20| 246t £ (H HE)
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Abstract

Emotional Labor and Job Burnout Among Public Sector Workers in
Goyang City: the Moderating Effect of Client Violence

Hwang, Huiuk
Lee, Jungchul

The protection of the rights and interests of workers engaged in emotional labor has recently
received increased attention. This is not limited to the private sector and is also expanding to
include emotional labor of front-line officials in the public sector who respond to civil
complaints. However, despite this interest, public officials believe their emotional labor and
sacrifice is taken for granted due to their image as a volunteer and provider of public service to
the people. As a result, policy support is limited compared to that given to workers in the private
sector. The focus of this study was public sector workers in Goyang City. The level of emotional
labor experienced by public sector workers and the effect of emotional labor on job burnout
were both analyzed, In addition, the effect of client violence experienced by civil servants on the
relationship between emotional labor and exhaustion in front-line work was empirically
analyzed. The results indicate the type of management tasks required for effective personnel and

organizational management within the public sector.

Key Words: Emotional Labor, Job Burnout, Client Violence, Public Sector, Goyang city



