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XI catAo-l E‘“ﬁ 2'5 I:||_|'—| h|'_|E -|-_|_2|‘ Io'lE
Var. 1 871 -.065 -.095 151 .016 -.022 -.086
Var. 2 866 -125 -.088 189 .028 -.052 -.042
Var. 3 836 -121 -.098 191 .084 -.098 -118
Var. 4 834 -133 -136 .180 .060 014 -.142
Var. 5 .830 -.059 -.189 157 .023 -.100 -.037
Var. 6 824 -.224 -.059 135 .048 -.012 -.034
Var. 7 -139 781 161 -.168 124 151 152
Var. 8 -124 724 .352 -247 130 127 113
Var. 9 -.198 722 .340 -114 .046 165 136
Var. 10 -.181 721 .345 -.226 189 072 .027
Var. 11 -.106 717 118 -.230 .100 220 .088
Var. 12 -.155 .709 238 -147 .043 220 252
Var. 13 -156 .3l .852 -.175 071 115 .081
Var. 14 -.169 247 .839 -.145 .091 122 .106
Var. 15 -.163 230 831 -.187 .091 115 136
Var. 16 -.145 .350 831 -178 .064 .109 072
Var. 17 270 =199 -.167 J77 -.064 -.092 .000
Var. 18 .306 -242 -.181 734 -.036 -071 -071
Var. 19 .356 -.198 -110 728 .073 -.159 -.065
Var. 20 200 -.311 -.284 726 -.086 .009 -111
Var. 21 .140 .039 .066 -013 .864 131 115
Var. 22 .084 127 074 -.039 .833 103 224
Var. 23 .010 .208 .100 -.028 815 177 .091
Var. 24 -.078 213 143 -.077 165 823 204
Var. 25 -.077 .256 122 -031 .083 818 192
Var. 26 -.048 176 120 -.150 239 .756 189
Var. 27 -.130 113 131 -.090 .160 153 853
Var. 28 -.233 .160 .084 .000 159 210 .796
Var. 29 -.023 .302 132 -112 214 .296 717
19| 4959 | 4201 | 3616| 2768 | 2433| 2415 2296
X244 %) | 17.100 | 31.587 | 44.056 | 53.602 | 61.991 | 70.318 | 78.236
Cronbach's a 942 919 951 871 .853 .858 855
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< E 6> FAH 2IEN(FIFTETBA)

29l
29l 1= CR P-Value
7zt

Var. 21 .864
™ol " Var. 22 .833 13.922 0.000
Var. 23 .815 13.896 0.000

Var. 27 .853
™ol Fo|™HE Var. 28 .796 14.340 0.000
Var. 29 717 14.714 0.000

Var. 24 .823
4™o| Bx35} Var. 25 .818 15.790 0.000
Var. 26 .756 14.056 0.000

Var. 7 781
Var. 8 724 18.755 0.000
XS AEHA Var. 9 722 17.674 0.000
Var. 10 721 16.370 0.000
Var. 11 717 16.607 0.000

Var. 12 .709

Var. 17 A77
xooks Var. 18 734 14.568 0.000
Var. 19 .728 14317 0.000
Var. 20 726 14.651 0.000

Var. 13 .852
o|xlo|E Var. 14 .839 33.519 0.000
Var. 15 831 24.699 0.000
Var..16 831 23.985 0.000

Var. 1 871
Var. 2 .866 18.341 0.000
= Var. 3 .836 18.532 0.000
1% Xg8 Var. 4 .834 18.403 0.000
Var. 5 .830 19.029 0.000
Var. 6 .824 17.155 0.000

X2 = 678.104 d. f =329 p = .000 GFI : .853 AGFI : 818
IFI : .946 CFI : .945 RMSEA : ,061
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< E 7> RBBA EAEE BEA)
pd ¥ o=
a® |, | #® ome 0 om | a
M= I Hx3 | OtE — ol | X|EkAM
ae | PEH qa | o !
a-ge e 1| .130* | .106** 069* | 110** | .115** .078*
pAd ¥
-’f-gleE 478 1| .152*> | .096** | .154** | .156**| .106**
7nI'I°-| ** *%* ** **
Hx3) 445 .636 1| .080 130 131 .086
EI L] = -134 -.373 -.350 1| .102* | .104** | .077*
o=
ﬁé:’-li-lﬁ .348 531 .554 -.656 1} .165** | .101*
O|Zlo| 249 .397 414 -.563 731 1| .106*
InkZ]
x %tj'g .086 -310 -.222 .606 -417 -.374 1

H3d FEdgtEL2 FaAFIL, AAH $5 FEREL EF LA **p<0.01, *p>0.1

Al 38 HEAT

() AFEYY) 4= 23

Aol o]gd AT deE e AATEEF Y AFE=E AT A=
5y 2ok AR AE A X = 705526, df = 339, p = 0.000, GFI :
0.847, AGFI : 0.816, IFI : 0943, CFI : 0.942, RMSEA : 0.061 = tehv} w3
e FEor yeEt metd dAAGEAFE 2 W & AgelA A

t 2 getste] 7S

st & ArelMe THEaRTS FoleTd ARuA wFe] dA oF
=

o
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< B 8> 7/ME7dF A%

A2 Xl EH
714 ° SE CR P-value )
H = g2
H
HlE AEYA 046 .080 677 | 0498 7|z
1-1
H
1o =] AEYA 296 079 3.517 | 0.000 | X{Ed
H
13 BX3 | AEHA 344 091 | 4225 0.000 | X{Ed
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A Study on the Effects of Medical Employees’s Emotional
Labor on Turnover Intention and Customer Orientation
-Mediated by Job Stress and Job Satisfaction-

Chae, Ju-Ah

Department of Tourism Administration
The Graduate School of Pukyong National University

The awareness of the difficulties experienced by the workers in
the service industry requiring emotional labor is growing. Medical
service areas also are managing if the rules of appropriate
emotional expression’ and behavior are well observed through
continuous ', investigation since, along with changes in industrial
environment, the quality of service provided by the employees of
the medical institution serves as important factors for determining
patient revisit, and “such®:demand . from ‘the organizations is
expected to continue.

The purpose of this research is to examine the management of
emotional labor of members of the organization from the
viewpoint of the manager to manage the continuous existence and
business performance of the organization.

This research established that the emotional labor of the
employees of medical institutions is the influence factor for job
stress and job satisfaction, and established through the actual
proof analysis that the job stress has direct and indirect effects

through job satisfaction on the turnover intention and customer
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orientation.

The results of this research are as follows. First, it was confirmed
that the degree of attention and emotional dissonance among the
subordinate elements of emotional labor except the frequency of
emotional expression had positive (+) effects on the job stress.
Second, the job stress was found to have direct and indirect
effects on the turnover intention through the mediation of job
satisfaction. Third, the job stress was found to have only indirect
effects on the customer orientation through the mediation of the
job satisfaction. Based on the results-of the actual proof analysis,
this research presented practical implications. by analyzing the
management of the emotional labor of the employees of medical
institutions from the view point of the continuous existence and

business performance of the organization.

Key word : emotional “labor, job stress, job satisfaction, turnover

intention, customer orientation.
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