creative
comimons

C O M O N S
& X EAlI-HI el Xl 2.0 Gigel=
Ol OtcHe =2 E 2= FR0l 86tH AFSA
o Ol MHE=E= SN, HE, 8E, A, SH & &5 = AsLIC

XS Mok ELICH

MNETEAl Fots BHEHNE HEAIGHHOF SLICH

Higel. M5t= 0 &

o Fot=, 0l MEZ2 THOIZE0ILE B2 H, 0l HAS0 B2 0|8
£ 2ok LIEFLH O OF 8 LICEH
o HEZXNZREH EX2 oItE O 0lelet xAdE=2 HEX EsLIT

AEAH OHE oISt Aele 212 WS0ll 26t g&
71 2f(Legal Code)E OloiotI| &H

olx2 0 Ed=t

Disclaimer =1

ction

Colle


http://creativecommons.org/licenses/by-nc-nd/2.0/kr/legalcode
http://creativecommons.org/licenses/by-nc-nd/2.0/kr/

[UCI]1804:21031-200000183285

= E

o}
of

A )

o}
of

o
=

2

gy

=

2019

‘m__.O

~NH



9 =B

o}
of

A )

o}
of

o
=

201849 12¢

3]

‘m__.O

~NH



201
9
d 24 229

-?4 [e)
il
€

-
<
s
ol
Tor
il

4

op



Hr

1ii

Hr
2=

v

Hr
ol

2a4s) 2

a72)

10
10
- 16

NEECILT EEC., W S SRR et S

o.

&
Nd
il

fvze)

Nt

21
97

/}j z‘sg qj:rL

—_

4

N

<H

i
il

—

NI

34

it
e

42

44
48

5

fvze)

X
_ZTI



49
49
ol

1

;OO
alg

]%%7;"

N
o}

pu—

0

godl

fvze)

X
_ZTI

o2
- 54
- 96
63

Njo
ol

0
g

fvze)

X
_ZTI

N o <

xr
i)

o

67

N

5
it

_—Aﬂ

o
N
it

89

90
- 91
91
03

BE(HEA)F S b N TEEEE . R £H ... Gt

s
Nd
il

fvze)

A

i
il

—

NI

™
S

N

<H



Hr
2=

a3
ot
4
e
.51

ze]
-
T
Tor

B

—
fite)

o}
o
H
ize)

X
et

B

o

p—

)

0
;00
alg
il

0

o
T
o)
e
4

N

<R

B

—
fite)

o
Nr

il

—

NI

B

_ZTI

B

53
54

:

M
TR
X
o)

0

oy
0

X
_ZTI

B

99
57

X

vze)

-

=
o
+

p—

0

e

vzl
_Z_ﬁl
=)

—_—

0

Coll

~H
o)

Xe]

oy
0

X
_ZTI

B

;

By

ToR

o8
60
61

AJr

B

Njo

63

o
N

B

o
N

B



B

N
X

o}
N

il
0

)
e
)

Y
i

il

—

NI
o)

o

T
ol

™

o

—
fite)

il

p—

o
A
2=

o)
Codl
O

_ZTI

™

39

N
N

™

62
64

R R

TP E T AT RG] e

ki3

1% 5. Phantom®elS o] &

_iv_



THE STRUCTURAL RELATION ANALYSIS OF EMOTIONAL LABOR,
EMOTIONAL DISSONANCE, BURNOUT,
AND JOB SATISFACTION OF BANK CLERKS

Myoung Hee Kim

Graduate School
Pukyong National University

Advisor : Seong Moon Cheon

Abstract

The purpose of this study is to investigate the structural relation of emotional labor,
emotional dissonance, and burnout that affects job satisfaction of bank clerks.

To achieve this research goal, 374 bank employees in Busan metropolitan city,
Gyeonsang-do, Jeolla-do, and other regions were surveyed on emotional labor,
emotional dissonance, burnout, and job satisfaction. The finally gathered 340
questionnaire was used for structural relation analysis. The SPSS 21.0 program and the
AMOS 21.0 program were used for structural relationship analysis.

The results of this study First, the job satisfaction of bank clerks is influenced
directly by deep acting of emotional labor and burnout. However, surface acting of
emotional labor and emotional dissonance do not have a direct effect on job
satisfaction of bank clerks. Second, emotional labor of bank clerks does not have an
indirect effect on job satisfaction through emotional dissonance. Third, the bank clerks’
emotional labor has an indirect effect on job satisfaction through burnout. Fourth, the
bank clerks’ emotional labor has an indirect effect on job satisfaction through
emotional dissonance and burnout. These findings suggest that the bank clerks’
emotional labor increases emotional dissonance, which can eventually affect the
increase of burnout and job satisfaction. So, it is necessary to verify the effectiveness
of various programs and programs in order to enhance the job satisfaction of bank

clerks.

Key words: emotional labor, emotional dissonance, burnout, job satisfaction
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