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DIRS=18 DAES 4.36 0.61 4.46 0.60 -1.028 0.305
En= DN E= DR 4.37 0.57 4.36 0.61 0.170 0.865
nAMate| X = 412 0.62 4.03 0.59 1.018 0.310
33 4.32 0.62 4.35 0.63 -0.309 0.758
Jlede 4.29 0.50 4.30 0.53 -0.054 0.957
Tt 2EgR] tebds A4, BANG, /94Tl 2 shelpd
W S Fnlg Holrt UehtA gkth 3, FEAHAY FAAE
AA Glold AEINE ARdE DA e Bl G MAA g
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4. A9l e AT, TANFY, 7194
219l wg 7} M550 ZpolE dotH 7] o U HuA]EAHEA] (one—way
ANOVA)E AAstgen, 74 dits thg (& 4-8)3 Ay ARSHSS
TEANY 7% ScheffedF2, s&4to] obd 72 Dunnett T3 AAS AHES
At
<E 4-8> A 9o 2 AP xF, ARG, 7143 Tte] Rpol
A% 2] At/ag GRtolat
Q2w (n=56)  (n=56)  (n=60)  (n=35) F(p) e
Mz+sd M+sd M+sd M+sd e
OIS 4.06+£0.67 3.73+0.69 3.70+0.75 3.76+0.48 3.532(0.016)  a>c
LSS 4.04+0.66 3.68+0.61 3.83+0.58 3.7320.54 3.794(0.011)  a>b
AFLE  405+0.60 3.7140.58 3.75+0.60 B3.75+0.47 4.288(0.006)  a>b.c
az=7 3.72+0.71 3.48+0.72 3.61+0.52 3.24+0.61 4.372(0.005)  a.c>d
Me=  4.23+0.64 3.86+0.51 B3.87+0.67 4.11+0.52 5.001(0.002)  a>b.c
OlHER  3.55+0.74 3.43+0.68 3.35+0.55 3.51+0.41 1.134(0.336)  n/a
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A=+ 4.1940.64 4.01£0.62 4.09+£0.59 4.20+£0.64  1.037(0.377) n/a

NERLPN R 3.91£0.58 3.67+0.49 3.71+0.42 3.74+0.38  2.585(0.054) n/a
Jl28UXls  4.48+0.59 4.44+0.59 4.46+0.60 4.30£0.68 0.720(0.541) n/a
AHIXAI 2RI 4.48+0.57 4.35+0.60 4.34+£0.61 4.24+0.61 1.274(0.285) n/a
DA K=  4.13+£0.65 4.01+£0.52 4.15+£0.64 3.83%+0.49 2.716(0.046)* c>d
3= 4.424+0.58 4.26+0.65 4.36+£0.63 4.32+£0.64  0.694(0.557) n/a
Jldd 4.38£0.51 4.26+£0.51 4.33£0.51 4.17£0.55  1.294(0.278) n/a

' p<.05, 7 p<.01, 7" p<.001
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<E 4-9> TPYR M2 WPeE, WARPY, 7142 Aol

I~59  5-10a 10~209 204

o9k o| gk o] gk ol ALS
= - - F(p) ~
T (n=40) (n=63) (n=54) (n=50) A=
M+sd M+sd M+sd M+sd
T 3.5540.71 3.69+0.68 4.10+0.66 3.87+0.58 6.527(0.000)  a.b<c
Lj o189 3.5840.69 3.82+0.57 4.06+0.58 3.80+0.58 5.061(0.002)  a<c
AHLE 3.56+0.58 3.75+0.56 4.08+40.57 3.8440.54 7.261(0.000)  ab<c
HE=sn 3.3840.70 3.56+0.69 3.60+0.60 3.58+0.65 1.072(0.362)  n/a
mMegsq 3.7320.54 3.87+0.69 424%052 4.14x055 7.643(0.000) o
olshe 3.1540.76 3.48+0.61 3.51+0.57 3.61+0.51 4.536(0.004)  a<c.d
287 4024059 4.04+0.62 A417+0.66 4.23+059 1.444(0.231)  n/a

"k

Aax e 3.62+0.50 3.72+0.48 3.86+0.47 3.88+0.44 5.566(0.001) a<c,d

*k

2SRz 4.13+£0.48 4.44+0.65 4.58+£0.59 4.50+0.59 5.028(0.002) a<b,c,d

AHIXHAZ X 4242057 4.35£0.60 4.47+£0.62 4.36+£0.58  1.216(0.305) n/a

*hk

nAze| X = 3.73+£0.64 4.11+0.53 4.23+£0.56 4.05+0.58 6.093(0.001) a<b,c

"k

zs 4.03+056 4.32+0.68 4.52+0.53 4.44+061 5706(0.001)  a<c.d
pl=Pen 4.03+0.43 4304053 4.45+049 4.34+053 5553(0.001) a<b,c.d

" p<.05, T p<.01, 77 p<.001
a=1-5¢ 0]9F b=5-104 0|TF ¢=10-204 0|t d=20 o]A}
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38.826, p<.001).
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m BES}
=] [E: = =
B REZF QR Beta
(A3 1.276 0.267 4.778 0.000™"
FEUS oo
XA2 1 HH3AY 0.106 0.071 0.109 1.493 0.137
38 0.485 0.079 0.452 6.180 0.000™"

R?=.273, F=38.326(p=.000"")
" p<.05, T p<.01, 77 p<.001

™ — =
2 437%2 HluA =4 YeEtgen, 3PAE sAHCR fomgt A
2 YeRGtHF=79.183, p<.001). &4 A}, & ag
o] Fougt H(+)9 FF= v|A= A= yEgoen, dad8qto]| it
B FFo] HHPL FFHET F AR UERL

< 4-11> ARko] AZEFo] x| 9

_ Bz}
v B2 &3} A
a 1mEs A | t )
B HZFQA} Beta
(g=) 1.390 0.219 6.359 0.000
F4ua oo
R 1 FHPY 0.447 0.058 0.495 7.693 0.000
U589 0.237 0.064 0.237 3.687 0.000™

R®=.437, F=79.183(p=.000""")
T p<.05, T p<.01, " p<.001

e <F 4-12)9F Ao 2y 4
Gon]stgtHF=15.172, p<.001). &
olafj& ol Fojugt A (+)9] FFS v
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<E 4-12> AR kes0] olsi&tof UlX]= T
o xa E: %0
au H B &3 A A . o

B REZF QR Beta
. (Ar4) 1.470 0.260 5.664 0.000
g]gﬂjgg EH3EY 0.148 0.069 0.162 2.146 0.033"
Hg 0.371 0.076 0.366 4.854 0.000""

R*=.129, F=15.172(p=.000""")

p<.05, ™ p<.01, " p<.001

Fo o8 (E 4137 2ot wyo] A

jm [e) Og
YL 22.8% hﬂ 94%4 e BEAHor §oustrHF=30.153, p<-001>- =
S b3

A A}, AT AL B(-)HQ] FFE nAH, YHP L= TAE
Fol tis] A+ dsFS njz= Aoz bt Ty ywHaiele] AH(+)
2 ggFo] mAPLIC] H(-)H FFHY A= AS & & Sl
<E 4-13> AR x=5o] WAL’ UlR|= gk
o R BEFSH
=] [ ) Za
au B2 &3t A A= . 5
B HEZQX} | Beta
(AF2) 3.093 0.273 11.333 0.000
B A A
3;1@? Frgeilife) -0.169 0.073 -0.186 | -2.328 0.021"
- ] oish o] 0.435 0.080 0.434 5.420 0.000™
= 228, F=30.153(p=.000""")
" p<.05, " p<.01, " p<.001
2. AALFo] 71dAT | v|R= FF

HAksol 7

date] mA

(multiple regression analysis)= A A|5}

5ol gl ESTASe] UlAE AL T (E 4-14)9



Lot 2o Agge 33.6%0|H, AL FAHCRE Foust Aoz U
BRI THF=51.625, p<.001). &4 A3}, WYLt WAY= 242 7125
2] A(+)9] FFS m|x= Aoz Yerytorn, THPL FJFHo] Y
PQAHETE ThA 2 Zo7 UETH
<E 4-14> A rFo] 7| 2SR 4of U)X J&
= B3}
®xE =
2y v B2 &3t A A ‘ b
B REZ QR Beta
PSP S 2.138 0.233 9.161 0.000
712 | muisyol 0.349 0.062 0.393 5.631 0.000"
Al 319 0.251 0.069 0.255 3.653 0.000"
R?=.336, F=51.625(p=.000"")
" p<.05, T p<.01, 77 p<.001
AALFo] 71947 AR Z| RS0 nx]= G2 oS (& 4-15)%
Lo} 29 AEe 22.0%2 YHEFFoH, 34 Tt foult Aoz
EPTH(F=28.804, p<.001). EHYPLE HHYL ZF Av|RFA= R4 F
(19 FFS vFomw, THYP ] o] trh F FAeRE YETE
<E 4-15> A kTo] AB|RRAIZR| L0 O]X]= I
~ ®Z&3}
H®ES S
an |2Z3 A% A . 5
B REZQR} Beta
sawm (AF2) 2.525 0.248 10.191 0.000
48] | m9se] | 0.255 0.066 0.293 3.865 0.000"
A=A T gmsge) | 0226 | 0.073 0.235 3.100 0.002"
R?=.220, F=28.804(p=.000"")
p<.05, ™ p<.01, ™ p<.001
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e (E 4-16)7}

(U

A
=

o|J

0.000

0.009™
0.000™

SRR

0.000
0.000™

4-17>3 2t
0.001"

8.591
2.649
4.665

H*
8.389
5.598
3.471

32.299, p<.001).

0.198
0.349

e <

49.379, p<.001).

0.394
0.244

o2 YePHTHE

0.245
0.065
0.072

32.299(p=.000""")
2 YeRd T
0.242

0.064

0.071

[e]

sl mEst A%

2.106
0.173

R?=.240, F
2.027

0.247
R?=.326, F

0.359

)
-?4
-?4

k| %0 | '°

0| B | B/

],

)

<E 4-17> 7R rxZo] ZEQQlo U]7|

94

mmo

H

<k
B 7 <
A R K
Ko ™

Y p<.05, T p<.01, " p<.001

<F
. o
4 Mo
1o

49.379(p=.000""")
- 38 -

" p<.001

" p<.05, 7 p<.01,



HAksol 714
of et i EOéO age A
(F=60.849, p<.001). £42%, #Aks2 ZHJS ) WA &e= 7]
Aol ot H(+)e

g BFst
an H B F3H A5 A . o
B REZ QR Beta
Y —(AOFT) 2.199 0.194 11.313 0.00(*)”
Sl EHRY | 0.284 0.052 0.373 5.497 0.000
L essel | 0.265 0.057 0.315 4.634 0.000™"
R*=.374, F=60.849(p=.000""")
" p<.05, T p<.01, 77 p<.001

3. LANGH] 719l HAE FF

wARGEH] AT Stotwz] 9] THESIFRA

A
(multiple regression analysis)= A5t Tt
Wz 1A 1] SEA] o] A RERa) ;q 2

Eﬂé
st glom, 74]140; TrJU]o}OdE}(F 35.856, p<.001) %*4 Z—iﬂ, 17—‘111
FEe Ml g F FEaTet AFET J|2Z ALl H(+)o dFS
AE Ao yeyton, HMa83o] giFeo] daTo JFRt £k
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. E: &3
2w &3t Ag Py . o
B REZQR} Beta
(AF2s) 1.644 0.277 5.928 0.000
s aua ™. | 0.256 0.062 0.280 4.119 0.000""
Zl®or) | Az | 0.383 0.061 0.390 6.320 0.000""
Al olsgf& | 0.123 0.071 0.127 1.718 0.087
TALE | -0.019 | 0.061 -0.020 | -0.321 0.749
R*=.415, F=35.856(p=.000""")
" p<.05, ** p<.01, 7 p<.001

30 4 o BAAFE
oot ArhF=23.794, pC001). BAAT NPT ) ALET 202 A4
AAF AR ()] GeFS A Aoz ekt

<E 4-20> DX E/o] AH|AMIZ Ao U)X Y
_ BES
. wagst A | SEE )
B REZ QR Beta
(A2) 1.840 | 0.293 6.281 0.000
Y XEex | 0277 | 0.066 0.310 4.219 0.000"
AMRFAl | AL/ | 0.277 | 0.064 0.288 4.329 0.000™
Sk olsf& | 0.050 | 0.075 0.052 0.657 0.512
TALL | 0.063 | 0.064 0.065 0.980 0.328
R”=.320, F=23.794(p=.000""")
' p<.05, " p<.01, ™" p<.001
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<E 4-21> AP0l DATR R R0 U]A] = G

.

e mags A | SEH ]

B REZEQR} Beta

(A4 1.547 0.288 5.363 0.000
PSP A ESEe S 0.344 0.065 0.383 5.314 0.000™
3178 AgeL 0.190 0.063 0.197 3.016 0.003™
A oJsf&+ 0.089 0.074 0.094 1.200 0.232
AL 0.053 0.063 0.055 0.845 0.399

2= 344, F=26.523(p=.000"")
' p<.05, 7 p<.01, 7" p<.001

(F=38.704, p<.oo1>. =42, Jd8+et AEE FFalel fefnd
A IFe mHeH, I
et
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<E 4-22> 17BX|ggo] T-Fo| Ux|= AFF
AZ3
HEZS 2 =
ay |2&3 Al ~ . b
B REZFQR} Beta
(AF2) 1.478 0.280 5.271 0.000
R™L | 0.198 0.063 0.211 3.152 0.002"
EAWHA:
°oe | HAgeL | 0473 | 0.061 0.468 7.705 0.000""
olaf& | 0.136 0.072 0.136 1.881 0.061
BALL | -0.048 | 0.061 -0.048 -0.791 0.430
R?=.434, F=38.704(p=.000""")
" p<.05, " p<.01, 7" p<.001
DA FG o] Z|AAT AAle] v FFES BEAT A= o #
4-23>3} ek meo] Aiele 49 8%0lH, 3 YPAlLE EAAH R §oju|sty
tH(F=50.092, p<.001). EAZ3, A dALFel ALt 7|4 &+
ouet F(+)9] JFS nFow, JFHo FU|= AEEA ) JAEE8F £O
= UERT.
<E 4-23> 178 X|gdo] 7|4 datol A= FF
s e
H| R &3 Fa
Sy |B&3 Al A . o
B AZQA} Beta
(AF2) 1.627 0.220 7.385 0.000
RAFLTL | 0.269 0.049 0.343 5.440 0.000™*
SHHL! o
71%@5{ Mga | 0.331 0.048 0.393 6.866 0.000
olaf& | 0.099 0.057 0.120 1.750 0.082
BALL | 0.012 0.048 0.014 0.249 0.803
R?=.498, F=50.092(p=.000""")
" p<.05, " p<.01, 7" p<.001
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<# 4-24> 2EYYL} 7| ZSHAI Y TAONA LAAF/F Y] o7 et

T+ A
A 5y 35¥Ss o 51X}  Beta t P
1 AL AP 0.359 5.705  0.000™
[ BH3PY
M: X188 2 71RSR > EHPY 0.480 9.209  0.000™
AR A N
D: 7128 tiAl 3 I EHEY9] 0.361 7.003  0.000
o xmMe s 0.332 6.241  0.000™
1 Age7 FEH3EO 0.571  11.679  0.000™"
[ BH3Y
M: Age 2 7123 HA S BHYPY 0.480 9.209  0.000"
C 7R o ES
D Z1&-SHAl 3 B rR] 2 EHEY9 0.276 4342 0.000™"
L = <X 0.358 5.085  0.000""
1 ola & EH3EO] 0.341 5.754  0.000"
[ B3P
M: o]sj&¢ 2 7123 tix]S BHPY 0.480 9.209  0.000™
Ho P
D: 72 g tiAl 3 Sl o FH3EO 0.383 7.191  0.000™
e T ose gt 0.283 4.861  0.000™
1 A& HH3EY 0.058 0.921 0.358
[ AP
M: oA L|2 2 7123 tx] S BHPY 0.480 9.209  0.000™
C7]RQo A
D: 712+ o  ERWY 0469 9215  0.000™
3 12zl TALL  0.197 3.513  0.001"
T p<.05, T p<.01, 7" p<.001
I 5dHS, M o7 4, D 3584
I tel= APLFo HHger IAZFHe HAE AmET off
TAAFAE] 47 89l BFo| giste] gEoz

E 4-25)°04 WHPA=
Ao 9 A=

o
)
o
i

7] 2-5 Al

fetel BEoR £=0474 WO H(HO G AL Ao vehyrt
g Aol tate] nARGe] 47 sHgladse] 27 e ¢
A =QHE ol WRANTt BEor ARSYALE 4T wrct |
P90 GFAS AT Ae L 4 ek 2o DRET, ARET, of
e WADle B A1 EgASel skl folg BAS G4 9



A, PALTE 2854 2 Ao vt webd gAeTE YEd
et 712-SHASL] Ao A UH7H%D‘%% 52 SRty Aot -8
AEEt, olofj&= WHYLIe} 7[R9 TAA F& wi/fdedS
she 7o) iH 9.
<E 4-25> YHEA L} 7| 2-SUAI4S] TA A nAX|F o] 7}
= A%
ek 28 354%s ol 52Xt Beta t P
1 g sy 0.553 8.601  0.000™
[0 a3
M: A8 &4 2 PARC=Ru ) S TN ') = o) 0.474 7.888  0.000™"
: = A % Kk
D: 722X ; I, U #s89] 0.292 4.438  0.000
B s =l 0.329 5.378  0.000"
1 Ao Bi]= oY 0.523 8.789  0.000"
[} fH3ES
M: Azhe 2 712 2iA S HsEe 0.474 7.888  0.000™
A R=Nel N
R yoisyel 0.256 3.977  0.000™"
3 7|25 HR 4
e Ade 0.417 6.471  0.000
1 o|sfj &+ 3 0.465 7.399  0.000™
I i Hs8 ¢
M: o]sfj&¢ 2 MARE=u PN R U3y 0.474 7.888  0.000™
© 7180 A
D: ZlESHAl 5 oisy Q) 0.342 5.278  0.000™"
3 7] =S ThA]
=° T ola &L 0.285 4.454  0.000
1 "ALF g9 0.327 4.940  0.000™
[0 a9
M: HA & 2 7123 tiAle WesEY 0.474 7.888  0.000™
Ho A
D: 712+ womaa  UEBS 0.446  7.032  0.000"
3 ZleSinl s A ] 0.085 1.349 0.179
Y p<.05, 7 p<.01, 7" p<.001
[ =d¥a, M 74, D S459S
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1 AL HEHEPY  0.058 0.921 0.358

[ Ewsyol
M: THA L 2 AHRRAZR|S mWsie] 0372 6.787  0.000™
D: AH]AHAIE] K] 4 -
1RPALE A 5 musle] 0359  6.756  0.000
3 auARIEAIS
AL 0232  3.951  0.000
Y p<.05, T p<.01, 7" p<.001
[ Ed¥a, M: 074, D S49¥ 5
BT WHPRet D ARG A= HolA AmE viet oy
2|3 off (i 4-27>A AP = AH|[AAIFE ]S tiste] dEo2 B
=0.389 THE9] A(+)o] F&FS = Ao= e
AH| 24 2] g=0f] tjoto] D AZ|FAF ] 47] oFelQalEe] 22t WiHP et
A EAEFES o] WHPH T FEor AHZAER]4E A ujHEoh
Ao JdFES darzle A2 & 5 o 29 F9 1 ARFA
HOISE AHIZHIZ R0 tholo] [ol3t IAE PFAotd ez, HH8,
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<E 4-27> JHPY e} AB|ARAIZ R 0] TAA TAX|FFG O] of7f &t
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a9 2y F458Ly o 5Qxt Beta t P
1 A-LL yosge]l 0553 8.601  0.000™"
[ sy
M: RI&8L 2 AH|RFAIZIR] S Y@si®]  0.389 6.321  0.000™"
D: AB|RFAIA] 5 _ -
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3 AH|RFAIZ] R
A™L1 0337 5378  0.000
1 P = et yosge]l 0523 8.789  0.000™
[ Hsy e
M: Agrel 2 Av|ARAIFRZS Y wsie]  0.389  6.321  0.000™"
D: AH|XFAIZ] K] 4 — -
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3 AH]APAI 2] R] 4
AL 0329 4.796  0.000
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ABSTRACT

A Study on the Effects of Emotional Labor of Workers in
Financial Institutions on Customer Orientation and Corporate
Performances

: Focus on K bank

Son, Joo—Sub

Major in Management Consulting

Dept. of Knowledge Service & Consulting
Graduate School of Knowledge Service
Consulting

Hansung University

Consumer culture as a diverse and active customer service industry
workers who are dealing with the emotions of labor issues through the
recent media coverage has become buzzword. The term emotional labor
emerged in Korea in the 1970s or it might have been active in research
until relatively recently, related studies are lacking. In this study, two
financial industry workers emotional labor of customer orientation and

firm performance was empirically reveal party.

The major findings are summarized as follows.

First, the The perception of emotional labor workers finance gender,

position, years of service, depending on showed that there are significant
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differences, customer orientation and corporate performance and gender,

according to years of service showed that significant difference.

Second, the The surface of the components of emotional labor act
passed our customers needs and understand the needs of directional
positive affect, relationships, needs negative (-) appeared to influence. And
the inner desire to act kindly, delivery needs, and understand the needs,

relationship needs a positive effect was found.

Third, Emotional labor, which is a component of the inner surface

acts and acts against the company and a positive effect was found.

Fourth, Between customer orientation and firm performance in a
multiple regression model of the components of customer orientation needs
and deliver a friendly corporate performance against the desire positive
influence displayed, and friendly delivery needs and desires did not

significantly influence.

Fifth, The surface of emotional labor act friendly against the impact
on business performance needs, delivery needs, interests and desires, and
acts as an intermediary, the inner act of kindness respect to the impact
on business performance needs, delivery needs, understand the needs,

desires relationship and showed that it acts as an intermediary.
The results of this study, the company's internal marketing and a

reasonable basis for management to look forward.

Keyword : emotional labor, customer orientation, corporate performance
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