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1. ME

FEuEte] AR Muag] FACE wstEEA 1 S el TA
e 2= oF 79 3% 44 oii AA 4= 22A] 3B.1%=E FHAHL
S ddRATE, 2019 ¢ 7). ‘A SU dF @ FE AH2dE T4

o2 34 37, o4 T2 A HsSAY ARFALS Bt AHIAE A
Tehe A 2T 1A 3T AR FHAAA Al gAol oW Aol 9
Oegts A oA g3t AR ZHES IAHqA HAFE F9E ‘=
& olgtal THAB=E -t RAEH, 2019 7). oAl sl, 7iQde] B2
Aot 22 W A& fal Aol Ak 718 AEier 2F o] a7
she ZAED ol Aok e w), Ao dA FAHE 2P =9
(Hochschild, 1983)clzta & <= ot &=L ti]l 78 she & 244o=
A g RS 5435 s =9 - AS - APk 3A oA Bdolv 24
S A Ksurface acting), 71 f(fee]ing)% E A 3h+=(deep acting) 4F EA S

oJm) &t Morris & Feldman, 1996).

o] &2 Ao Mde AT7AY A wEt gFstA B el Hnh. Ashforth
& Humphrey(1993)= “A4d3 A4S B F$91” 2t Hosty AAHRG
917 P (behavior)oll 23S w31 Hochschild(1983)9} zto]E YER| A} 319
t}. Morris & Feldman(1996)-2 “thl3dAlo A ZZo] Q3= AL THI}
A w8, Ad 9D EA” g Jidststa, A EH  Hl=(frequency of
appropriate emotional display), A 3Ed F=|(attentiveness to required display
rules), 7+ X Tk (variety of emotions required to be expressed), 744 H-Z
3Hemotional dissonance) & 47}A Aoz AHstA T Morris & Feldman(1996)
< R Fx3E 7”‘3&%«] A aclolyy Axpaglo] opd AT AHA Y
Mo By, AHTEAS] 18 Fx3Pl &3 Bddozitty Kokt &

S AARTARE o)X B IEAY 2AA - JiIA A FdFES Pt
334
—tr"i{k 259 AE} 2Ef2E AAH - FH A -

g7 I Maslach, 198Do|H s=A o 2= AF A3 At} o]& 5& &
= 29lo] H7]x dtHGrandey, 2000). &3k 75 o] A (burnout)e] 44l
Al Aozt A dARl AR AZE JEAH2ta F4sk thHochschild, 1983
Ashforth & Humphrey, 1993; Morris & Feldman, 1996). 3-8 &5} AR A F
H2019: 9 ‘1 S S2A AF BRE JolEEl & B 1 o) JF
2 3 2EH2E AUE Bt gou BT AL, HAH-AAH A%
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A HA, o]AE FUF R AL ASE AFgAIE] ol BAE ¢ Adee B
AT FEHE SEAE UYdE g E YPHARAE AFStHA ZAQ
& A4 EIAEH= 24 Fx2I=E As)] 2Ed 29 AFEAF 5 ggs §
AR AFRE 23 Aoz AFEHAKMorris & Feldman, 1996).

A Fo A3 FHA AFdA AT 8o 7 A sHSE

7212 Hochschild(1983)7}  Al|<tet 3
acting)o]™, 2000 o] %2 AT (A4 5 2008; Hwa 2012; Allen et al. 2014 &)
qH= ol F 8RR FAHAxses FAHshs Aol FEHAL AnERF,
2017). 18y =9 ook A= =

A 240 Ade ADshr] sk 24

A A
< Woln A A dite zESHA= Xop] "o, A Te 28R
Brgste o FAE Aok AAEDS I AR okdE F A 23 e Al
A g2z 231 = UthHochschild, 1983)3 =], 7iQle] EA% ofY
gt A&H a7l A AREA A e 5EEQ AERdES oS T
287 AH

o
L
ok
i
ko
o

Zlvto 2 o= A= Hrl=T(Korea-Emotional Labor
x 8R0S aH MEEAMR £, 2013)=
oFsHAl g1 Yot AHF(2018) == AT

JaL, HZ FEdToAE o

ANA H&3t7] Yo K-ELSe] &3 AFAS A=sda, HRZ201Ne X349
Aol A eE 54 =7 e #dste] K-ELSee| B s ASe T3H83
o} 7A-2(2018)9] 79~ 233%H-& o2 K-ELSE &83te] Rty FFAH 2~
FAAEY AAEES HLEAT D, VA A@018)9 - o] A (20212
AT e K-ELSE ALg3le] 7ol 2 223 99 ZA-EMES B35
& ¥ ooldel w9 Yook e Y E At 2AwE AREe Wil
2} st A8 fge 28-S T A=A FAH AT 78S &<
i fdel wE EAE AvEuA A F4 A W(Person-centered
approach)ol]l 7|¥k& & £48 FggFozn Jile] 7N AAdxs E548E

A H T

H °
Ao IAE FESIHA AERAA 75| 7FssFoHMorin, Morizot, Boudrias, &
Madore, 2011; Wang & Hanges, 2011; Gabriel & Greguras, 2015 234 <
2018; oA <] 2021). ol Atd T4 HAIH e Tl AAx=To 53 AA
= W EHN e EAS AsiA 13T ot Aok AR S0y &
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Ao FFHo] dolsiAl Uehd AS 7HAdT E 5 3
Gabriel, Daniels, Diefendorff & Greguras(2015)+= A= =3
Profile Analysis; Muthén & Muthén, 2000)S 3] =229 A -

g SFder FiEsta, 2 ool e EAS Wele o FHESATh
Grandey & Gabriel(2015)2 A= A< H& 710 Wy A

q, 2A8T T TZHOE uHI ok AA =
Hd ¢ v FAsiH A" A ATl VxRS AT ZESY o
WS AASEE ool B AFoME= AFE F4 FHZperson-centered
approach)ell #HES T EAFo=H AT 809 thHz) 5 2%
a7 o ZEAS T FAZERY 3 FAsIA
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B lokE /PEe wgste A78 £959% BHeE HAZERY &
o] JFLUL FHFOEN FFFE PA=FASY 54S U TRy

B odTe] Ulgel “BERE 14 U 2247 % UM BN 1AL 3
HE DU AE AFHE A 2 oS BAEF AaApHEY 97
8 OA 1A U wEs R A, @ RS % £, 2 2
BUEY )L MPoE s GATENY 49S BT H, 798 54
2 AMRT, FATEHY §H3} HFae) dolg AT Aol o9 TR
of, A, Uol, B&AGT FAZEAY FBI oWF Aol YEAE AZ3
A4 @ik o8 S8, et gol AT BAE HAsA

AR, FEHE LA U BALEAY BAEF A9 BE Bz
e fYI 5 AN

A, FFRE 1A S AADEAY FAZZAY fH0) ©E Tzl
£ oHE Aol7h YAk

AR, 4, dol, 2EAFE 24 g ZRLEA) BHEE AAZLAY f
ol AL WAL

B =29 7L g3 2o AR As AATE AESAAL, A3 IA
= ANSAT A4AAM = A7 AHE AAsReH, Ao s
ASNM = & Ao &< 7I<ssAth
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HAzzud EME St SSFE 14 St Z2=2X12| AHFAT Xjolet e

Sl E 199080 FNEE s tE o7l AzEgon thee)
AFE el HEF AR AYFAA FARE BT 20| Wio ]
WEd] AT AE Lusierlels @A ATHeld-REH, 2019, T
Ae AA=E BAZG 24 F2uA 23 FAAE AH=EAnE Aol
Btsoigt. o] MEd] FFREAMNE PAEES =5 & Ferinoks
Foolgtd MEA dok ¥ FAT o ANsogrHEs - W8,
2010). £31, 19909 th FuHRE FFAH Aulzo] hF DAREE Hr L 3
b Aviel e 4RE EUE A% 2 44 8 4% 3EL ARG FF
BE ZEAl BANES U% AsAA gok obgd Mol SNS g
2 nYPEe] Aulzd d ke AT NAFORH o5 PRyT
8 2Edvt AFHAL old] wel ¥l AN AD el AF B
A3 wE S aTe] Hus HAUTHAGE, 2010, FFRE 1A S
2EATe Yol WANEES PPAu 2ol A, 27 gl & JFE 1A
£ aglo] Bol weh uAuz AF A A BT Fa4o] Fohdl 2

T AT ¥d AddToM= 8 =F(emotional labor)<  “3LA
o] AMBl2 W{FTE dojyta e w<F AY S Z
ALBlH o2 wighAls] Hole EAT S FoE wdstHe WG
2009: 53)” 2t YTk = o &l
AMH S ADshs A3olA Bl AL A3}
AZFe HAF7] % A #E)” g F i3 53,2014:12). o8 A=
o2 AZ(burnout), w1 ZA3Hdepersonalization), A%  tHpsychological
strain), 7Hd H-=3Hemotional dissonance) 2] A#AE X 4 AtHGrandey,
2000; Gross & John, 2003; Hiilsheger & Schewe, 2011). A+ &2 HE HFA A

2

=]
4

AAT BRE 712, 2H0] ATHE PHS BEGE YT T 9 =
s gefoll WA BTHZT, 2000 WS, 2019 Lu & Guy, 2014). o|&& 7
4 FE U AN AST A DA AN 2R AE 24 ks
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]
Al SltH(Maslach & Shaufeli, 1993: 397-422).
AT AFAZTe] AA ] #e AT m=2dH, A1 e JF
7 B 2EAE AT & FE0] oA I¥A ¥ ZEAERY O =
& FF ARANS Itn  RuEAckBrotheridge & Lee, 2002
Brotheridge & Grandey, 2002). &&7]3&o] &F3t= ZAFAALE o=z
AdPATolA Jin & Guy(R009)+= =2t F5FF AH|R AH| 2700l A2 st

T T
THYE HAeE TAxE, AFAZ AR tEe #AA FA0A A=
AL FAF BABAE BAith ol¥x, A= AFLzloly 1A
Bx3 53 22 B A5 /P erE sta, AR oy A4 53
2e TAHAR] ARE PIE o I8y B ASATF A ETY FAA
)l SHo| Z=Fo] uwrFolx Qla, 53|, BT FAAN A A
(burnout)” o thHal H=sh= AdEe]  ArHHochschild, 1983; Ashforth &

Humphrey, 1993; Morris & Feldman, 1996). J& =W A% 97 3¢S &
AgE oldd 920199 ATFNME AT BHEst] s FiteA AT
I AE FAR W ok, o3 Y&, AR 2EHZS, AR U SAR e

1

®
P>
2
o,
m&
of
-
rﬁ
(@)]
S
o
o
=
oy
(o
fru
N
ol

=]
5o AF
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MAL A2 &S AFH o= F3s1r] 3l thgFs dgFs FASHE AL
2 48d QHGoffman, 1959). AT T AH|2x 22AE0] F305= 3o
A olm(Ashforth & Humpley, 1993), 159 dQo| we} thFs A=A
< TAE 7 AT AR A IEASC] S O €88 F e F

A2 AHARE FE3] AVl $kATHBeal et al. 2006; Grandey, 2003). ZLzut
TR AFM Bl WAL U= FFIA oI fPS 1T A
Z4 WPl AFE JhHoT REF Aotk AY T4 FIWe ol

HMorin et al. 2011). WetA AR =TS Boh ASHOE oldjstr] HsiAl<= 3t
AaI(HRD) 7 Agts T FEAE

o= A= el 7
8¥o BRy AZEAS E3) 579 183 Z=1td(non-actors, low actors,
surface actors, deep actors, regulators St $HH, dAxEs =234
248 AZRS qUdTE FAS 92016)= 47HA #F(nhon-actors, surface
actors, deep actors, ¥ jugglers)<, ¥4l 22017+ S7HA AAxs ZE9Y
3 (trying, yet faking, moderates, high deep actors, high regulators, some
faking) & =Z35th.

A2 ad B (Latent Profile Analysis: LPA)S At W A o] 22 2] 3Y
AAF Fde #A S FE A FA HEHOE MEdeEzs 7+ B4 /A
iy, AAHER]E o] &3t SHAE FAY A BE AFAFE ARESH
o FHAo HARIDS AAsH] Wi v EAERG w9 JE" Yot
(Muthen & Muthen, 2000). 135t ofyg} xpE A FFL8QAS Fof A= &
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AY EE AYT F oA WE B4 WD FEngHoz AgMeyer,

Stanley, & Vandenberg, 2013; Morin et al., 2011; Oh, Huo, & Lee, 2018) $to.=

AW BN fg4o] B FiE ok weld B Apelds A F4

W AN G2 BAE et pYxE 2 §8< BRI,
_1;E|'_ 7

HRagske] o], 181 QlTEA A F2Qle A E Aol

4

o,
lo
o F
ook

B Aol SR ARE ] B9 AXNGA &% 14 ST ZEAE PO
FAAAL. GFATol Wk ole U 5 Yo HRE el MAAE
o] ATEE MRS B WF, BA AL T 4T IS 9IAL AR
e A% HF AR 20209 119 MYFE 119 199717 o] Fojgon], e
QL HE guz TS 2 A% W APl wAl F AAskd 14 g
ZEAe] RPBL oF 30009 HE HULU WA Lokl MR H&stel $7
# 2t A% 82372 ol}ln) oy WS B8 oF 447 Ad B4
& 718 7401 A7 AT B4 ARL FEAULE, B @7 488 w2
S48 oot 2ok WA, 4We WA 3018A05%), 94 4348 (58.3%)01,
A el 199(20elth oz, ol 200 14H53%), 300 2303

(30.9%), 40th 20178( 27.9%), 50th o] 199%8(26.7%)°.= UEFRT. PlA|=to =
A2 717k #Este] 1d wRko] 133%8(17.9%), 1~3 wlvko] 195%(26.2%), 3~51
ngte] 82%(11.0%), 5~101d w]wko] 979(13.0%), 10~201d w|vto] 13078(17.5%), 20
W ool 1079(14.4%)%0 ALE ZAE AT

2) EH(3,0007) thrl SHA #0237t FHF oz A2 o=, COVID-192 57|13 &<
o] Agt= o} 100% %E}L AEoZnE WYP3er] . 8232 2] A& FHoig A

lelojar, AA E4o AR HFA M= 74478,
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321. Z¥YL=

E AFMeE AAEFTY ANkl BRES X HSIHA o] Au|2Ak 2
ZAE3 EFAS 183 ‘2 d HALE HrylE=7(Korean Emotional Labor
Scale: K-ELS)’ & #8339t o] Hrl=7= ‘ZAHAXE 9+ % A’ , ‘24
S #H3 2 7&%’ , ‘%‘Xé Bzl 2 &4, ‘2A0A] 2 EHH%’ , ' E

EL oz A= AT &, AF3
Ade AdsiA 8T 5 Avtal ATEIACEAR 2], 2013)00 A

N

+ r
M)
A

o

N
~

L ro
b oo X ﬂﬂﬂ i
OB T TS

Maslach(1982)= A F-AZ& FAH ~Ef 2o AEE HAAA - AAZH 1
A2 Yely+= A0 2 Aolsty o (Maslach, 1982: 3-26). 4ZF9] 319 2%
HHHOZ HIEA M2 g3FS FaHt= AL olyH, AR W)

A% olYthiMaslach & Jackson, 1981: 99-113). & A FoAx ZTZHE 7—‘1
2229 A R4S A5 %éﬁ Maslach & Jackson(1981)e] 7R%tst 2|5
A s AHESIAH °o] % —Erﬁo% 2 3719 s8R, & 7St
Nl BHZE AshE FAEH , B AFolAE 7 diEA ol A A<
A%1e] 67HA] &3 :1;—7‘36‘}99\13}. T3l B dAFA S ETE ARSE EE
T3S ‘LAY O8A &5 oA 4 me I 7R 43 HEE FHst

Barl, A7l Bad(self-report) A& 5 WHS AL T
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SHA T
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(confirmatory factor analysis: CFA)S A3}
2ol H &
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=
<0
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LHo
K]

41. 7|

T

T

Al(tolerance) ]

1

9
pi

2.3290)31, Z=x}

) SN

A=

Al JERGA

=

2L

o}

[

A Al

A7}

3} VIF(variance inflation factor)

=

A}

A

(

—_—

olo} HAlo] B Aol 4 49

fte HolFal Slvh

A,

41

79, p=0.000,

1328.951, af

I AT

[e)

“v

o}

CFI=0.916, TLI=0.902, RMSEA=0.058, SRMR=0.082.
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AN 2 ZYUEE 186 0.75 25%%  (0.8D

S FHek Bl A5 2.55 0.87 S2FF46%F  (0.90)

7 Fxst 9 &4 268 0.84 S6FF49%F 70 (0.94)
AEAZ 2.75 0.70 A40% A2FF 45 26%*  (0.87)
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42. Z¥-S =20t 24

W
=
ol
oL
fo
ko

=3
(LPA)E A3z Aoty 4 Al A= <l
FHFE AMESA, 2o SAHC= MplusolA EdEd &
¢l MLR(maximum likelihood with robust standard error)& ©]-&
A REEAS St HAY ZENA 5 =E3AT. olH

E2H AT 229 {F¥o] APdAdT9} viw S
o]£4 sfAlo] THsRAE st HZHY 2R FE AAHSIATH2LAA
2018; ©o]AA 9 202D). te LPA #42 Aldiste] HAo zZ=3ntd & 4
A 1383 EAZX wd AFJE X4= AlC(Akaike Information Criterion),
BIC(Bayesian  Information  Criterion), = SABIC(sample-size ~ Adjusted  BIO),
BLRT(Bootstrap  Likelihood Ratio  Test), Z2]a2  ALMR(Adjusted Lo-
Mendal-Rubin’ s likelihood ratio test)o]t}. AIC, BIC, ABICE= EAIX7} ZA&4=
2d AAE7t =55 9nlstH, BLRT9F ALMRS k7o Z &3t 2 k-17)
o ZE9d BY AFEE Hluwsks oty SAFoEE k-1719 2ol H] 3|
k7ol 2dl Agsrt FEHASE wW SAHCE Fogs yehdth. BLRTeH

& =]

e 14 s 2240 AHdeEs Z29d
A A
=

l

o o 8 o

2y wde I EE =9F=t}h AT ALMRY g2 BLRTE thaFe
Bootstrap T E-& F&F ¥ o|& -
44 .
Z2atd dadFol o5t THEFY a2t HA & AA A= AlC,
7 g Y-S AASFA THNylund

—_—
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AMZRod 2AHE St

Ofm
rol
)]

Zee 12 Sof 2Exjel MR Xolo Yool 2A

MO

=
e

et al. 2007, Peugh & Fan, 2013). 3712, Z239Y 23 BFo AHFAHS gl
7] 98l Entropy AE =234t Entropys 0~19 -2 UEH 1o &
YIS 2o 79 AgETt 55 vtk <& 2>9 ol 579 74
T ZEIY ZFo] XA HY

§\1

b

<E 2> ZA¥.-5 A=z2ai 2o mE XNz

2= ol 2 ghx] 5 Chi-square A5 &+ &
BLRT ALMR
24 ILIL AIC BIC SABIC Entropy
(p-value) (p-value)
2d 2 -3869.109 7764.217 7824.174 7782.894 0.00 0.00 0.748
2d 3 -3721.520 7479.039 7562.056 7504.899 0.00 0.00 0.794
29 4 -3656.383 7358.767 7464.844 7391.810 0.00 0.00 0.817
=9 5 -3608.488 7272.976 7402.113 7313.203 0.00 0.00 0.815
29 6 -3573.907 7213.814 7366.012 7261.224 0.00 0.03 0.854
=2 7 -3528.656 7133.656 7308.913 7188.249 0.00 0.15 0.879
=49 8 -3498.027 7082.053 7280.371 7143.371 0.00 0.00 0.840

Note. LL: Log Likelihood; AIC: Akaike Information Criteria; BIC: Baysian Information
Criteria; SABIC: sample-size Adjusted BIC; BLRT: Bootsrap Likelihood Ratio Test;
ALMR: Adjusted Lo-Mendel-Rubin Likelihood Ratio Test.
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Abstract

In the filed of emotional labor study, the majority of study has been carried out based on
a variable-centered approach. However, recently there is a growing body of research
emotional labor profiles. this is because individuals can experience simultaneously distinct
types of emotional labor. This study utilized a latent profile analysis to identify types of
emotional labor profiles on the basis of the four components on the sample of employees
from the provincial government public customer service workers in South Korea(n=744).
Five different types of emotional labor profiles were identified by a latent profile analysis.
These five profiles were then contrasted with employees’ level of emotional exhaustion.
In addition, this study also investigated the patterns of demographic variables and the five
different emotional labor profiles by using a multinomial regression analysis. Results
showed that emotional labor profiles pertaining to the low level of emotional labor,
employees’ level of emotional exhaustion is low. there are only some variables are
related to the five different emotional labor profiles. On the basis of the results, this
study cussed implications for emotional labor literature, practices and future research.

Keyword : Emotional Labor, Person-Centered Approach, Latent profile analysis, Job
Exhaustion
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