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Employees’ Humor Style, Emotional Labor, Job Satisfaction, and Turnover Intention

among High-Contact Service Employees
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Abstract

Purpose — Most studies related to emotional labor have been
conducted in the low-contact service industry rather than the
high-contact service industry. Since the subjects of this study
were golf service assistants, working in an industry in which the
interaction and contact between customers and employees are
considerable and the degree of customization is high, this study
is significant. Thus, we would like to focus on the relationship
between the humor style of golf service assistants and emo-
tional labor. Humor style was divided into two styles—adaptive
humor and maladaptive humor. Emotional labor was divided into
two dimensions-surface acting and deep acting. In addition, we
identify the relationship between emotional labor, job satisfaction,
and turnover intention.

Research design, data, & methodology — This study focuses
on the humor styles in the golf service industry, among golf
service assistants, on their emotion labor, and verifies the rela-
tionship between emotion labor and work satisfaction or job
turnover intention. Based on the outcome, a total of four hypoth-
eses were set up. To verify the hypotheses, surveys were con-
ducted on the golf service assistants working in two golf fields
in the region of Busan as well as its neighboring area. A total
of 250 copies of the questionnaire were distributed. Subsequently,
a total of 227 valid questionnaire copies, after excluding improp-
er responses, were used in the analysis. After verifying the reli-
ability and feasibility of variances, Amos 18.0 was used to im-
plement the structure method so as to verify the study
hypotheses. As a result of this analysis, the suitability of the
entire model was considerably appropriate to the standard value,
and the level is adequate to accommodate the study model
completely.

Results — First, it was found that the adaptive humor of golf

* Professor, Dept. of Business Administration, Silla University, Korea. Tel:
+82-10-4162-2885 E-mail: ykkim61ll@silla.ackr

service assistants had a positive effect on deep acting and mal-
adaptive humor had a positive effect on surface acting. Second,
It was found that employees’ satisfaction with their job was re-
duced through surface acting, and those employees who experi-
enced positive emotional labor in the form of deep acting were
more satisfied with their job. Third, surface acting among em-
ployees increased turnover intention, but deep acting reduced it.
Finally, the relationship between job satisfaction and the turn-
over intention of golf service assistants in the golf service in-
dustry was examined.

Conclusions — First, the adaptive humor of the golf assistants
in the golf service industry had a positive effect on their ex-
pression behavior. Second, deep acting increased their job sat-
isfaction while their surface acting had a noticeably negative ef-
fect on their job satisfaction. Third, the surface acting of the
emotion labor dimensions that the golf service assistants experi-
ence increases their turnover intention while their deep acting
decreases their turnover intention. Finally, when analyzing the
relationship between job satisfaction and turnover intention of
the golf service assistants, it was found that the turnover in-
tention decreased when their job satisfaction is increased.

Keywords: High-Touching Service, Humor Style, Emotional
Labor, Job Satisfaction, Turnover Intention.

JEL Classifications: C12, C42, D12, M30, M31.
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(Chase, 1978). I1™Z= AMH|AQ| ZYLI2 MIfMoZ Tk A]
= 040 gUH StA| X, o nPEol|A CHbet Z4EE ARE
A & 7ts40| =Lt O|M3 nZnto| Mz AHg0| HIHSHH
L= MH|A= ZYR0| st 48s0| MH[A SEYIIL
‘datof] 23 2 O/X[A ECh o2t 20| MHA FYA2
o] 830 UFEDLE MHAE NS5 o GAEo= wht
OfL|2} SMHoZRE G2 AEP|AQL HZ0| AZE|A =ICh J
LR 7[AHZI ot AMEO|CH HLU, gt 40 dEot ZFOR
nAg g == gIE AoICh F, nAoict X|H dgo|Lt §4
O] 21 Z}7| Jst= MH|AE CHASH| IR0 & DS Tt
ZAZ|17|2 27tSoICt 25 BHHOIA| ROEtE CHEEO| MH|A
SRS MH|A ZH-SS HES| Zysta QUCt

MH|A B2 o™ A=olLt SHEOME D20 H S-HAQ
Ef=ot WSS EOJFTO0{0F StC= 40| OS2 AMHO|H oFf7t
| ACHBettencourt et al., 2001). &, 7|¢0| Qs ZHEH
RO fotste 4™ mBIS H2stl SHGioF str| WE0
SYUA 222 B2 OHBES 4A El= AOICL o2t HZ
ME[BIKE2 -8 -S0[2t FotH, QAZtZEol &ESI2tutK|
StCHHochschild, 1983). O|2{3t A™ML-T2 £9| AH|A ZE=0
SAtet= AFREQ| ARO|M FEZ XA LIEILH=D, Ol MH[A
Lol 21 = ZESH EY E0]| LIEtLHE SHM0I2L 2 =+
UCHKiIm, 2013).

JZCHH, o|2fat ZYA=2 Zd-as0 Chsl OllHeH Aoz
HOtoF stH, olz{st EXME O{EA siZsior &7 2 AFoA =
MH|A SR ZEEsE dAAA & + Ues 22 59| it
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A5 silZdst7| ot WotErt= o{EA SHH, O
DHE0| #X|XHX| ZotAH D=2 #™E & =+
Hd2 5o UCL F, TYRO| X|45t= H
Fot 22X 7|gHH| 0|YRts 4XS
| ZoteE 2o, MEststl ULt of2{gt
] AEY AL =52 ofof A-Y AOo|CH

42 AFZL, O|AE St & =Zof 2EEQl A
EtLEAl EICE dutdoz ol 7[R0e AYst 242 &
OtL|2} 7| O|OfX|L} CHE BYRMAE EEX X9 202
siCt,

XS ddes A7S2 UREE MHAXSAR o2
HHO| HUN M2 DHO|L} YAEY, oY TAKKL, &3
£3, SMH MERD 22 MHA fYE ¥R O|F0R
Hl(Kim, 2013), 2 AT0ME= ST 0270 MifEez F
0| B A5t EIH 52 IFH/ MH[A FO| LRI SN
HAE o2 Z8s2| JiEE M8 Enxt oot Szt
Z0| D2 MH|A ZYRAZS| MBEEAZIO| HnA Z, &
Ct D480 SHEstE MH|AE MSSHoF st &4 ME0| &
ZHE O Zd-sS BO| gdystA € ZAolch 2 AFE O
2ot DEBMH|A SYRAQ AP MARQI0l LR |
AH&E HM|A[StAX} SHCE.

Sl AHFUAHOIMYOA HOHeZ slojg HAIXIE HS

SotA D=0 ofL2t O|SiE &1, =81t H5E o|EolY

M0l A™E XAFEEMN HLE0l 22718 &St 9
SHCH(Greatbatch & Clark, 2002). O|2{¢t S = AFESI= At
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= HN7|Stct.

of2gt ATHiEE EMZ = 7= RME X&ots 04
Ho| ofHzt RHE AHY Ar8dts SZEXRC RMAEIUO[ 1
=9 Y830l ot Y DIX|=XE EAAt ook A
ol SH3 MAISHE CH3at Z0h JW, SZEX0| AFEStE &
HAEHYN ¥ HAE dHENX; oity. RHAEAR
=84 wOet HE83H fRH F /K2 FE5I%L, 4832
BTt LA F 7HK| X2 ZROIQACL W, ==L
ZRO| Kot HY=S(EHYS, A XFOE, OF
ol St Z2 A3t 2AE 3ot nAt Sk

rr

2. ZaJldol 0|25 iz

21, DFZE MH|AO| EA

o5y AH|A
Zob7|7h x| o
S 9lo) ZWAEC
S Hlen s

1, O[ZEHO|0fA

N\
N
Io

AYe 0 X|ESto AMH|A ZZE0]
|Ct matM XE2 2oIECH oS
MH|AE HESH| 8 2apEel ™
Of otct. 1pof Hls{ nzo| Sk CHABHX|
P ME3stEl 0Z0A = 75 SFA717]
St HE3HQOl sHAMFEFO| @ |0 TICHHomburg et al., 2009).

MH|A B84 1 MH|AZE MH[AEIELE ZAatof] O|X[= H|
0| 0§ =C} ZHOIL ZAE, TSAL MERL, Hotd S
Ciot MH|A FYE0| J2{5tH, o|2{ah MH|A FERl LMo
Us TYRE2 04 iR THof o7 MEo| 1=29
gto| offstLiof Qs xFHoE nzZMokEIL OO =K FE
=2 OX|A =Ch MH|A 330l o2t 02 SHANe| 4=EE
YL ShEg Fe, HEAIZL S0| FHetrich MjEe = ol2{st
Felt =2 0|8HO0|Lt oEAMH|A, ZZAMH|AQL Z2 MH[AE

S| §2AE AIZH0| HuX L mEtM MH[A £40
J|gkst M~ Qo) W2t 27t 2 Mol Wasls ¥ & 9
Ch J0= 75t CRES AMH|A ZHEAFOM= Ol2{T
Mel2 g8 Pestn olX| Gt MHA Q0| et RS
HEEH, MHA XS =30 Hk, AMH[A IbF, DAY,
MEI HBEBO| £F02 ED, AHA BESFLS M2
ot gato sast dgds oot SHICHHaywood-Farmer,
1987). 0| & ATE MH[22| SF0|M MH|A ZSLRnt D474
o Msatge Fth QOI0| HLt Mt AHlA EES QI
Ol SUROA Crefst wusat 28, 4" 52 425t ULk
O|2f BPH nzbat ZZtel XUz A2l 50| ZQstctn o
CHGanesan-Lim et al., 2008).
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AlZid, O|F 1Zinto| HEHILQL TUHO0| F2 MH|A FOIZ
Z2IBIRACE Kim(2014)2| ATFOME 2|2 AfH| At OFZOHH|2t|
o 2 AFPBMH|AE Y22 MHANSAS HEY, TEE,
DAkt ofz 2EAo| E Gl nARFPES, FHYE S
| 2AE 1 3BIACH

ZtHoz NFH MH|A= MES MH[AEL
HA SR D70 §2%80| Ben, 0|2
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al., 2008). Lovelock(1983)2 L= MH|AE ZSR0t nZi7Ho|
Y280 =2 MH|AR FoSt=L, 02 842482 =2
ol ol wot ofL|at HAEol Qolg et AsEgS ofn|
StH, ojf MH[AFHOM FHsHA =l 2Fn 22 A48
0| ROolECt ZQ3}ICH SHYCKHajipour, 2013). EESH Hajipour(2013)

2 AFE MHA F2 MH[A SR D47io] MH|A 280t
a0l W5, HRLAHOMM 7I& SO0| SEXIZ0 SsiCtn
SHRACE 2 OofL2t NFH MH|A0] Z0| SRl nZofA
oA dSst=Ltof et ME|A FHO| OiX& S0l HatK|
o, O] if ZSYPE FHES W52 23(3 MH[~ FE Bt
of X Xt B2 OIX[A Eoh TEiM DS MH[29| B2,
SYRe AS0| MHA~ =Ho| A0 BEHL Qa2 8
T As TF 2S00 dich 2yt nK0| BtEA| EROIC.
Patterson & Smith(2001)2| AMH|A 2FR7|=0f| Q|5tH, T THX|
FELE FEEOX| =L, Stits MH[A SYUR-D BWH A7,
SUHoz HHO0| WA, 07 SESIL 2 AMH20|H, CHE ot
Lh= Olet B2 AlZtnt S7H FH0| Hon|, H#FESME AH|A
7t HEEE 7Otk HAO| SHFEE MH|AZE OIEAHZ,
R AMH|L, SZMH|A 50| U1, A0 2SHAME|L, XSt

FHIMH|L, MEAMEIA SO| SiFECE SHHZ 7|1E A4E2

oHd|
e AHlA 257IFS DAWE, DM} =SPE, AR O

=
714 Sa €2 Afs £90 JHE £ ASS € 5+ At
= g7ol ez Md¥eh ZLAMH|AE Ol2{sh MH|A 7Y

DT MHIA S
o= 2oy, Wt Y
Y5 MEl2o S82 |

ASEEAIZH0| CHE AH| A0 H]s
FO| &1, A|ZHR e Z7HA 2 o)
Cto & 4= UCk

rC oo —
k1 0z of

22. QMo ZQAMI SHAEY

BE MES2 FHE Olslsta, ZRstH HotZict. e 7|
280z IOIE FLAZl= =02 SA0] CHYst ME|H 7|s&
EESICL O|2{gt ME|H 7|2 JHQIXtDt CHRIZAKIRSZE Lt
0 & # Ak HX, JHAXAM FH| 7|sS HmEH, 7
HE olsieto mat FEzle EMEOILE EA2)= AXEH2E
ST AADE & 5= UA i1, Fo|Hol ZHsHZo|Lt 7|dE
SXANZ | HeZ2 LA QLCHLyubomirsky et al., 2005).
2EYAR Qlot ME|H ZHdE dAaA7|l= o= =22
(Fredrickson & Levenson, 1998). CHOIZIA|Q} BEHEl QHO|
H 7|ls€ AT, R0 A DIEHE 2Qlstl AAE
Xst= Hlol= 25tk 20t otL|Zt RHE AtlE QAAE
oM FHE AT EN HHEOLL ZAIR| HAXIE M
0| AtEHEDe| ZS2 ZTAAZ £ UCKHKIM et al, 2009;
Keltner et al., 2001). S Ched| MO|IQUA T ESSHE 20|
OfL[2t AFZOf CHEH Z2 M2to|Lt IZtol| CHot misest Hi2{7t 2
=0 Ue B LYY Oi(Kang & Park, 1998), ML= S}0]
= HAIXIE 2 S &1, O3|E =M, =81t 452
O|E0Ue 3™H™el ™S X=dtAH StCHGreatbatch & Clark,

0z MY +A

4 0z 40 U 1170

~

2002). 7|& |OaH AFEs ChYe Z20tojM O|F 0|11
O, HQIEtA|, WALl SHllatA|, o|AtRb SEXREHA|, ARt
A, 45 TEHte A S CHst ool fmHel
o =240 s ¢TE/ofN LCHBippus, 2000; Aylor
Opplinger, 2003; Martin & Gayle, 1999; Alberts, 1990).

dHtdo 2 [0 O|2sh H&olA Ciet 3-AQl AutsEnt
HO| USS & == UL oHH, 2|He| FHAEIYZ AEYHAE
AA7|2, Bl S0 HRLAOME S SUR2E 10
S7\120H 7|8 =CICKDavis & Kleiner, 1989). £t S
Y 9 X|(Meyer, 2000) 220t OfL|2} A4AtM(Avolio et al.,
99), ¥old S0z 3Nl F&Z O|FICE FMH= CHOIEEA

12 o 30
go MO IQ 17

rir op oN &

-
[(e}

o HRLIAO|MAON 7IZettet ZSZAL 22 [T 75
2 Yot olet Zo| RO= ZFa Mo AN EL23t
dats StCH(Malone, 1980; Duncan et al., 1990).

MH

|~ MEO|M Levinson 5(1997)2 O|FA{H|AO| 2kXIQ} O]
Azt M=o FHE AFBEREM AEu HEE =
oAz Y2 ZAAIZICER i) Ol2fsh ROl AFB2 F+ 7R
LIZ0|M CHARI oJAtet ZHAt7HO| EOF SHAQI FEZ 0/X|1
QCE F, FHO| =E& X AEHA HH 2R KT
OfX|= BtH, HIAHMH +=X|= S75t0, 1&0|Lt S350 Cigt X|
212 JORTICt Eoh defeXz A0 HORRH 35k W
A A i

0|t Z0| SJAet CtE o|ENMZIIES (RN R o248
M gdsls ESMdE F85H7| fIT SHeE FHE A8
T St=0|(Wanzer et al., 1997), SHE ALETOZMN O|AF KAl
T %S Az 5 UACHD ) MEkM || AR 0| At
g5t AMH|A XSX EEE ofL2t MH|AE XS D40|A =
DE 3 gEs FH, 4= o|=o| Urtn g 5= QAL o[t
20| RHE Q&g MBECEN B2 520 JAS0E 2+
Sta, e HOHE AFEEX| @t Uk $HH, Mulkay(1988)&=
o= HARLAHOME & YAXIE0H =20 E[7|ECHe X|H{X
O|2M 23|3 £-HEQl AuE Xafsictn AGUCE FH A0
Aojo] HRE M2 HHES HE MEO MDEE0 =HEC
WHRIE QIX|GHA BHECH= AO[Ch 222 AMOHHo|A EHZ X|
ZHE fMe XA ZHOAM 2FH Fg2 0X[A = J
Aol AuE J|0i5t7| oA SHELE

2 A7 AMH|A SYRE0| D=0t MSEEIYOIN X}
Aol AFBSHA El= RHE O{EA L|n, o2zt {07t g
M0l At H30E JPMEX S0 o 2EE SOt
SICE Of RN 2FMQl M, £ 2 AR 23|H
EHN 2E MM ¥ = QUCL MM AMHA T
O] At8St= F{AELYUO| OfHSHLEOY| [H2fA 2f2f CHE dek
= OX|A Elch M, 38X AEUS S MH[A SRS

r

k

r

>

O H 2T
2 SX|TH 2FE0l AEYZ 23| £EEe HdIE 71X
= QA L mEtN BHEA] RH7F S™-AQ d3titg ot
oo, sl M2t MASHK| ot fFHAIE 2 2282 7INS
FZ Qo) QB2 RHE CHEXIRIel 7HE0| ot CHAHAA &
ool 7fEe 2 Hotof g HRdE A 7|sict
|7 BE ARLAOM A=A g4 motxo|n SHEQ
ZtE M3 = 0| OfLICE OE &8, fHe ME= oY
EZ g¥E OX7|k St=0 5, 0ol & dZH(Superiority
model)0f| 2|5t™, | XHIO| MO ECE LSICHD =7|7]
2?8l CHE AtEE ZRESHHM 282 THEO0{U= ZO|CHZillman
& Stocking, 1976). SHE AISECEZMN ALEXIRb ACHEIS SILt
2 US| SHX|EH R AMESHH 295|3 Hrigtar 22jA7]=
Agto 2 LIEHHCE Martineau(1972)= SOl a28A0|n BEHA

o r2
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2l AR|H J|s2tel AOIFE MAISH = SIRUCEL RHE At2lH
HZg xYte 7lsk St 3HHEL HEE RYSH|= ich
ot AR|E AOMZMCl 7|52 T 0t ofLal Atz|A TEHY
oM OtEt 258 HESH7|E SHCHMartineau, 1972). 0|2 Z40|
HESHK| gt 2EE fOHo AFRE2 Y|l HRLAOM M
2N TS ZUHEO|X| QCHMulkay, 1988; Witkin, 1999). 7|&
ClTolM YEHECE (RO b0l FFEQ Mot =F
£ F1 JAeh|, Martindt 19| SZ(Martin et al., 2003)S=2 0|2
of ZHEO| CisH HIESIRCE F, FHAENRKE =&%0|1
(adaptive) H|z=8% Ql(maladaptive) ROICZ T30 CIXHZE QI
HEo= OlsHSRICE =3% |FMe EfQl nFXel FOQ X7|
DMl FHE ZEStn H=3d {FO= Elel 348 |0
2| HISHEQl RHE EESIACE M, ERINENOl |
MOlM FOE{ATH QIR 7HX|1D Qe dEUCEM =2
OlL} &=0i|M TIZILES & S5t A™-AMTES & A
= A QOsic} EfRl SAXQ 0= WAKNO|LD CHE A
2|1, CHA 222M CHE AIRIOIA EHES Fie A2
O|stc). Ab7| HISHEQl RN XpAES 3)dste] "otst=0 /0
£ MNE8ECZEM CHE AMEE 27 St=+ ZO|CL olg{st fH&
2oj&o|H 28Xl AdarZ sitt. ZEXMOE EfQl 12Xl f
oet X7 18280l Ries FEH E= =380 50 &
0o, EtRl 34Xl FHet At7| H|SHAHQl M= 273
H&=S%el fFHE HYT(D QUACE

0|2t Z0| S AELAE Humor Styles Questionnaire(HSO)S
0|83t HrIstqich B2 AFE2 X|g Chyer Rt St
o olz{at 4712| Ct2 | AEFYO| EXHstn UCtn it 50|

2 A2 =850 0Lt HE=38 FMAEIYZ HE|Fel 4
e M2 CHE gg2 0J12ICE o & EfeInRN Joet Xp7| &
oY [FOo| ZAR0= d2lHel HZo= SEER FeS O/X|
1, 2SU2 JOoHX|H, XELE2 =OtTICt g2 Hl=3d {0
FE2 MElE HZo| 2EEel g2 X0, §, 282 5

7bg| D, RFEZL ZAEICKMartin et al., 2003).

OF

1o qjo Ot o ro ko

23. 4¥E

Qe MEH ZEE2 AtalExiet |kt sast Al 20t
UKD, O|N HHEHS ZREOM TR Fo3t O|FE2| o

T QICHAshforth & Humphrey, 1993). X} CiFst =F b

M ZYRO| OfEA O=2 A™ES BAHOF SH=X[0] T
OF Mkl U, ofet TS A™HEAD ZTYH Zahdzt
o A0 Cist A7t O|EXMo = #Et ofL2t AFHCE O|F
OjX|1 QICHRafaeli & Sutton, 1987). X|YeiX|= ZAMAZO|M
MH|20] ot X|ZtEl S22 HFE 020t 42 E85t= MH|A
SR clsi A™El= 47T B7| W20 MHA S Z
H0| =8|X|1 UCHBowne & Schneider, 1988). [Mi2fA 1S9
-2 DA MK] EEE 0/X|7| 20 MHA YA 4H

= 18
ret o>
i oot
- 2

HHS X|o| 970 GHE0{of Bt 0| flsf xEe FYo|
DA OfEA RHAo| S HEOF SHEXIS TS| D

S5t ULt F, O|F A& Fo6HA k=0 MHA~ A
2f7t YojLt= S¢t 2 Rprle] ZdE XEO| k= 2
B Tl AS USICHMorris & Feldman, 1996). AMH|A K|
SIPEOM H--So|Tt U= ARl XHAlel A™E BEHSHK|
A Mottt QIFE|E HEE s ZE0M 2
Tohs YT IREUE F2tE 4o YEiE HtAF 22
2 B3tts AZ ol ol2{st ZELa2 MH|A TAKIES

=l 2 oM Exea=2 QAED 1, 7|l o
SEE0| X|Chst P2 01X A0l SAKL 7HQIe] - ae| &
SCfz|o] XZEo| o M2t SXIECH
(Choi, 2004).

DE =30l SYAS0| 7kMof & A™-EH H0| Y2,
Os9| #¥S MASHH mglof otk O Z
O] RAf&o0|1 XtsHoE A L|o{X|X| Qf
EIC} olet 20| ZEs2 A-E mHES R0 izt -
of MESHH =HEY = UA=F MZsH= Aur #&A0| UCHMorris
& Feldman, 1996). EXXo=z =L
= eh, Y nA7to| MSEEIPYOIN ZSYR0| XHlo
A¥E2 &7|0 IMEEE BAHSH= AS
Mol LHHZEE o Hx +=3tA[7{ LHHDt
Bt AS WWHAR2tD SHCHGr&ey, 2003). O]
dE-s2 SYRE0| O59 WHA 28 N 4™
A CHRE=X|E LIEHHCE

J|EGTRE0 HETE AMHA BYUYU0| FHSE APLE

SYHOl SHECHE 2YA0 SHo| £E2 £ ok Z4¥L
& A T WHARE Aol LEHO| ZAEXNE =ESI0 1
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B2 HEHWP= HX e WHAE2 BotA|7|X| &0 Cfft 2H
Moz cojlfs BHOL 342, 8%, 5028 97 U
S EHSHE %2 ol0[3iCHLee et al, 2010). O[22 ERIHSIS
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A Z70| MYLUS I HEA NS0 Of
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ot O|F= AH|A IFHOIM 1S ZIeo=Z HiZStd O[sdte
TI™ 0| FB|X|7| {20|CHKim, 2009).
X|SZ7tX| o|2{zt Z™E a0 &st A4E HREE0| -0
o2 0Kz Mol - so| ANE LiEHE HaeHA
Mo ot HPLES ARAZE = U ZHEHEO It
HE JHNCE ZELE0| EE2 OX= MYRoE AHECR
HA|SH 42 Morris?t Feldman(1996)2| ¢410lH|, 152 ™
39| ooz APHATHOl Y, ZA|Ql -, dY, 2R
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e, 285 JM, 288 2™ & 5 1070E AMAlSHRIcE 18
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Aot WHA| & 7K XAESZ 242t FEOIRICE Lot M
0| otz APt 2FUZ 8l O|Fo|=efof 2
AE HdHELNX} oLt ALZHES  HMAISHE CiS <Figure 1>
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<Table 1> Sample Characteristics

al.(2003)1t Samson & Gross(2012)2| HAFUA AR = =S 0|
SIIRALE M, =38 FH FHH A2 "FHE AL
o 2718 E4 &, “fUHIt DHAAE A UEsH =20
=, "FHE ARBSIH 7|20| ZOHE, “RHE ALESHH M7[7t
AT 59 &=0| AFEERUCE HHH, H|=8X RHE ZHSt=
g2 E "I 55 EYU fHE 8, W} O|0X|E 4dt
X Y0 FHE CHE ARE 247, “LIo| THECoZ CHE AMEO|
oW £3" 50| AFEERUACH

=M, SEEXR0| X|Adts ZHs2 HHALQ LHHAR
2 FESI¥on, 0|8 £Xd7| 2/8HA Brotheridge & Lee(2003)

o EZSH 0|85t M, mHARel HHIAFE2 ¢

2 N R, g2 dES BUSH| & AX2

e, Ay 275 s dEE FHAM BHE, 22 dEHED
i 7tetE 2 dSS & S0 ARSE[QUCE LHH
eZo2E “UMOA £2 O0XE HOFT| s A
gap, s 5o 240 A st A2 YX|Z2 St= AO| of
L2k Do Re{d A, "2 dt= FE2 ddS HHEEZE
W2t =717 2fsh =3 S0| ULk

My, 220EE ™87 8l Hackman & Oldham(1975),
Gattiker & Larwood(1986), Kim & Lee(2005)Q| ¢HTLO|Al AFEEl
S2S W0 AFBSIUCL PHNOR, “Lto| R0 Caf 7|
2 A, “Liel ERE For, “Lf o 2SS SOICk

R, O|ZIo|=2 =H817| Q/sliA= Becker(1992), Mobley(1982),
Kang & Lee(2005)2| G415 HASIYU=L, THEHQ EFo2E=
‘CHE AR F7|10 427, "2IAMHE AR H37 "0l o i
CHE U2 &OFM St /3" SO0| AL E|RUCE

[

Hreedo = 1o
of

Category Frequency Percentage(%)
Sex Male 0 0
Female 227 100
20-younger than 25 8 3.5
Age 25 and older-younger than 30 48 211
30 and older-younger than 35 73 32.2
35 and older —younger 40 98 43.2
high school graduates 109 48
. university students 14 6.2
Education university graduates 98 43.2
graduate school graduates 6 2.6
less than 1 million Won 1 0.4
1million Won and more-less than 2.5 million Won 12 5.3
2million Won and more-less than 2.5million Won 61 26.9
Income 2.5 million Won and more-less than 3 million Won 89 39.2
3million Won and more-less than 3.5million Won 42 18.5
3.5million Won and more-less than 4million Won 17 7.5
4million Won and more 5 2.2
less than 6 months 10 4.4
Career 6months and more-less than 1year 15 6.6
1year and more 202 89.0
less than 10 minutes 9 4.0
Communicati 10minutes and more-less than 30minutes 22 9.7
on 30minutes and more-less than 1 hour 76 33.5
1hour and more 120 52.9
Total 227
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<Table 2> Operational Definition

Variables

ltem

Source

Adaptive Humor

ADA1 create good atmosphere with use of humor
ADA2 humor helpful to customer relationships
ADA3 use of humor makes good feeling

ADA4 use of humor refreshes

MAL1 utilize my shortcomings as humors

Martin et al.(2003)
Samson & Gross(2012)

Mahal?rigtrlve MAL2 make others laugh with humors without minding my image
MALS3 feel good when others laugh at my shortcomings
SUR1 Disguise my feeling and pretend to be happy
Surface SUR2 make effort to express good feelings
Acting SURS3 pretend my feeling for my business
SUR4 exaggerate words and deeds to show good feeling Brotheridge & Lee(2003)
DEEP1 Sincerely try for the sake of good image Bae, Jun Chul & Kim, Pan Jin(2011)
Deep Actin DEEP2 kind expression from heart
P 9 DEEP3 try to be sincere to customers
DEEP4 try to have real good feeling
SAT1 find good feeling in my work .
Job Satisfaction | SAT2 like my work E::("Z%gg)& Oldham(1975),  Kim &
SAT3 satisfied with my work
STO1 like to work at other company Becker(1992),
Turnover Intention | STO2 like to quit my work Mobley(1982),
STO3 like to seek other work Kang et al.(2005)
<Table 3> Reliability and Confirmatory Factor Analysis
. Cronbach’s Non-Standard Standard Error .
VNS N Alpha Coefficient Coefficient Variance Rl R A= i
PH1 1.000 0.621 0.524 -
Adaptive PH2 0.951 0.697 0.242 7.886***
Humor PH3 0818 1.213 0.827 0.172 8.676*** 0.890 0673
PH4 1.302 0.848 0.168 8.758***
. NH1 1.000 0.820 0.226 -
Ma"_fjriztr"’e NH2 0.866 1.137 0.903 0.136 14.829" 0915 0.782
NH3 1.058 0.825 0.245 13.924**
SUR1 1.000 0.791 0.24 -
Surface SUR2 0.885 1.091 0.855 0.177 15.243 0.921 0.747 \*(dH)=240.099
Acting SUR3 1.080 0.837 0.201 6.798*** (163)
SUR4 0.923 0.696 0.245 6.290*** p<0.001
GFI1=0.910
DEE1 1.000 0.855 0.166 - AGFI=0.873
RMR=0.030
DEE2 0.929 0.738 0.146 12.576*** NFI=0.922
Deep Acting 0.883 0.942 0.803 CFI=0.973
DEE3 0.973 0.815 0.222 14.513
DEE4 1.134 0.839 0.113 15.214**
SAT1 1.000 0.905 0.094 -
Job SAT2 0913 1.019 0.914 0.087 15.763" 0958 0.884
Satisfaction ' ’ '
SAT3 1.001 0.871 0.137 16.555***
T TUR1 1.000 0.862 0.213 -
intontion |__TUR2 0.823 1.199 0.941 0.114 15.707*** 0.868 0.694
TUR3 0.933 0.613 0.558 10.072***
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<Table 5> Hypothesis Test Results

<Table 4> Construct Correlation Matrix

Cate | Adaptive Maladapt| Surface Deep Job Turnover
gory (% ive Acting Acting [Satisfaction| Intention
(2 (3) (4) (5) (6)
1 | 0673
0.086 .
2 | oo | 0782
0018 | 0.052 .
3 | 0o024) | (0.033) | 0747
0083 | 0010 | 0.110 .
4 | (0.024) | (0.028) | (0.028) | ©8%3
0097 | 0025 | 0055 | 0.185 )
5 | 0027) | (0.032) | 0.031) | (0.030) | 0884
s | 0140 | 0038 | 0016 | 1118 | 0247 | .o
(0.034) | (0.039) | (0.038) | (0.033) | (0.042) | ©

Note * : AVE, ( ): S.E

4.4. Met2@el ot 8 HEEE

M

441. FHEYe HF

2 AToM HAlBH AIHE S ASSH| fI5H Amos 18.02 O]
8510 FREPAZ HASIAUCE TAHEQ ZYo| Mt E Hot
5t7| sl ¥ EAZ, ¥ Ro2E, GFl, RMR, NFI 59| 7|ES A}
25t A, 2 AREHO| Motz = \*(d.f)=297.525(161), p<0.001,
GFI=0.889, RMR=0.044, NFI=0.894, CFI=0.948 5o Ziz} L|E}
SLCE 2 AR2Ye| Mt 7|E,X0| 45| HestA LiEr
omny, WakM O] ARZEY2 FHE| =8 ot =F02t &
UL FZFA! A= O <Table 5>0] HA|Z/Of UCH

442 Jt8AHS

= g4= =
H=&4 ROZ #2506 130| X|Ast= A8
LBl e)ntel 2ASE HMEDX oF AO|C £t Z
FRHEELO] 2A|, HETFD 0|2l =eto] A
QUC}. Of2{gt 712 HS ZatE MAISHH CHgah 2.

HRY, SZExpol RUAEIYN HE-sne| AASE dHE
Z3, =84 oot WHAe AN d2A 5= 0.310(t=
4.409, p<0.001)2 FolsHH 37842 J&= 0K JAACL HlE
S5 ROt BHALS AN F=AF= 0.125(t=2.187,
p<0.05)2 LtERGIC). kA <7hE1>2 K| QUL

Hypothesis Path Coefficient S.E t- value Result
1-1 Adaptive Humor-> Deep Acting 0.310 0.070 4.409*** accepted

H1 1-2 Maladaptive Humor->Surface Acting 0.125 0.057 2.187* accepted

Ho 2-1 Surface Acting ->Job Satisfaction -0.086 0.076 -1.138(ns) rejected
2-2 Deep Acting->Job Satisfaction 0.534 0.075 7.105*** accepted

H3 3-1 Surface Acting->Turnover Intention 0.279 0.094 2.968* accepted
3-2 Deep Acting-> Turnover Intention -0.196 0.098 -1.994* accepted

H4 Job Satisfaction->Turnover Intention -0.485 0.100 -4.831*** accepted

x*(d.f)=297.525(161), p<0.001, GFI=0.889, RMR=0.044, NFI=0.894, CF|=0.948

Note: * : p<.05, ** : p<.01, *** : p<.001
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=, SEEXO| ¥ aut HRUEe| HAE HuEH,
ERHQIL XROIEDo| BA M HRASE -0.086(t=-1.138,
ns)E LIEHGICE Eoh LML XS0HFIOl ZHA0M HEA
£== 0.534(t=7.105, p<0.001)2 L}EFLICE RN <T7HE2-1>2 7|
ZtE|Qin, <7pd2-2>2 R{ERE|QICH

Am, BEERelo| LSt 0|Xoz o] BAS N,
HHAAQL O|2o=efel ZAIOIM ZHAEH = 0.279(t=2.968,
p<0.01)E {3t FT=S O[X|l= A= LIEtGen, LHHAL|QL
O|2o|=oto] HAME HAEA 7 -0.196(t=-1.994, p<0.05)2
2 LIEHGE) Mk <7hd3>2 KHEHE| QAT

0|9tz X200t O|Z|o|mefo| ZHAIM HEA =
0.485(t=-4.831, p<0.001)2 [FotA JEEQ &S O|X|=
OF LIENSC) M2t <7}Hd4>= R|EHE|QICH

Emotional labor

M

Behavior variable

Job
satisfaction

0.485(-4.831)""

Turnover
intention

-0.196(-1.994)*

-0.086(ns)

<Figure 2> Research Result
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