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ABSTRACT

The Effect of Emotional Labor Level on the
Level of Job Satisfaction and Library
Information Service Provision in Public Library
Librarians

Kim, Su—Jin

Major in Library and Information Science
Dept. of Library and Information Science
The Graduate School

Hansung University

The purpose of this study is to investigate the effect of emotional
labor level on job satisfaction and level of library information service for
public library librarians, and to examine whether organizational culture
plays a regulating role in relation to the level of library information
service being provided.

The research model used emotional labor levels (diversity of emotional
labor, duration and intensity of emotional labor, frequency of emotional
labor, and emotional incongruity) as an independent variable; job
satisfaction (sense of achievement, satisfaction with the work itself) and
level of library information service provision (direct service, indirect
service) as a dependent variable; and organizational culture

(reasonableness, developmental ability, collectivism, and hierarchy) as a
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control factor.

The data for the study were collected randomly from 220 librarians of
public libraries in Seoul by distributing and collecting internet surveys.
Reliability analysis, correlation coefficient analysis, multiple regression
analysis, and regression analysis were performed using the SPSS 18.0
program.

The statistic hypothesis test results of this study can be summarized as
follows.

First, public library librarians did not like to express their emotions to
users, trying instead to express their emotions more positively than what
they were actually feeling.

Second, although librarians experience emotional labor, they feel a
sense of achievement when undertaking their tasks and develop pride and
happiness in their work. This is because of a strong perception that their
work 1s professional, so that the experience of emotional labor must be
overcome, leading to pride in their work.

Third, although librarians can experience emotional labor, they receive
a reasonable job evaluation, have a reasonable goal, and can have an
increased sense of accomplishment in their work if relationship between
colleagues is cooperative and teamwork is good. In addition, if the
evaluation of employees is focused on performance, librarians improve
their service mind to examine if library visitors are satisfied with their
service and whether the services are being provided adequately.

Based on these results, I propose a few methods to manage the

emotional labor level of public librarians.
First, librarians feel that they should naturally be able to handle

emotional labor as professional librarians. However, if they are

increasingly required to express more positive emotions that those they
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are feeling, they will be more unable to resolve their own feelings,
resulting in exhaustion in work. Moreover, librarians need a space to
spend time to control their own emotions, seeing as the increased
intensity of emotional labor results in less friendliness when talking to
library users.

Second, the organizational -culture factors of reasonableness,
developmental ability and collectivism play a regulating role in the job
satisfaction and library information service provision of librarians. If the
organizational culture of libraries becomes reasonable, developmental, and
collective, it will have positive results in both librarians and users. We
must create a standard that clearly indicates the reasonable purpose of

libraries and implement a performance—based evaluation of librarians.

Key words: Public Library Librarian, Emotional Labor Level, Job

Satisfaction, Library Information Service Level, Organizational Culture

_92_



	I.  서  론  
	1.1 연구의 필요성 및 목적  
	1.2 연구 범위 및 방법  

	II. 이론적 배경  
	2.1 감정노동수준     
	2.2 직무만족  
	2.3 도서관정보서비스 제공수준  
	2.4 조직문화  

	III. 연구방법  
	3.1 연구 설계  
	3.2 조사 대상과 설문지 구성  
	3.3 분석방법  

	IV. 연구결과  
	4.1 연구대상의 일반적 특성  
	4.2 연구대상자의 감정노동수준 현황 분석  
	4.3 신뢰성 분석  
	4.4 상관관계 분석  
	4.5 가설 검증  
	4.6 연구대상의 일반적 특성에 따른 평균차이 분석  

	V.  논  의  
	5.1 공공도서관 사서의 감정노동수준 현황  
	5.2 공공도서관 사서의 감정노동수준이 직무만족과 도서관정보서비스 제공 수준에 미치는 영향  
	5.3 공공도서관 사서의 감정노동수준과 직무만족과의 관계에서 조직문화의 조절효과 검증  
	5.4 공공도서관 사서의 감정노동수준과 도서관정보서비스 제공수준과의 관계에서 조직문화의 조절효과 검증  

	VI.  결  론  
	참 고 문 헌  
	부       록  
	ABSTRACT  


<startpage>14
I.  서  론   1
 1.1 연구의 필요성 및 목적   1
 1.2 연구 범위 및 방법   3
II. 이론적 배경   5
 2.1 감정노동수준      5
 2.2 직무만족   10
 2.3 도서관정보서비스 제공수준   15
 2.4 조직문화   20
III. 연구방법   24
 3.1 연구 설계   24
 3.2 조사 대상과 설문지 구성   29
 3.3 분석방법   30
IV. 연구결과   31
 4.1 연구대상의 일반적 특성   31
 4.2 연구대상자의 감정노동수준 현황 분석   33
 4.3 신뢰성 분석   34
 4.4 상관관계 분석   35
 4.5 가설 검증   37
 4.6 연구대상의 일반적 특성에 따른 평균차이 분석   64
V.  논  의   69
 5.1 공공도서관 사서의 감정노동수준 현황   69
 5.2 공공도서관 사서의 감정노동수준이 직무만족과 도서관정보서비스 제공 수준에 미치는 영향   70
 5.3 공공도서관 사서의 감정노동수준과 직무만족과의 관계에서 조직문화의 조절효과 검증   73
 5.4 공공도서관 사서의 감정노동수준과 도서관정보서비스 제공수준과의 관계에서 조직문화의 조절효과 검증   76
VI.  결  론   79
참 고 문 헌   82
부       록   86
ABSTRACT   90
</body>

