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1009+ wjgk 38 12.7
100~300%+ =]gt 121 40.3

49 Bt A=

300~5005H =gt 86 28.7
5009H o]AF 55 18.3
Al 300 100.0

_27_



A4, 2013).

A
tigte] 3 o, Mk Adigt 8 ool glew A+

Al 247
P3|

sped, sjs

[¢)

A Q= -.610~.443(EHER), =7t -1.121~

=3
™ o

—.393(2Higt<8) ]

N

=

=

12 e

T

—

k)

o, "ol ol A 7

H o]

o

o"7F 3.39=2 7}t

1 Ho] 9l

o
Jid

H

o7} 7 30208 et whe] “ow 1

FHE BAG
o Al grolA vhe] A o
2382 AdHos s B vepi

Fop
Bo
~A

=
1o

2

jo

1 oS grE

3 maz

S
1

_28_



2 S 1
H2t

o] Aol ErkAtale] s 3%

SlAtel| oloJAI71E SHHAL of7|Rt  2.81 1.138 -.148  -1.121

o] it}

7N ZFAL JHHS oFA|S

j;];j]ol}_} ﬁﬂf] S AR 308 1193 -228 -1.003

i AA .

1178 =i = o] A

j]}?]qb}c’ﬂﬂ] FAS HES B A a0 1111 610 -393
AN

o] ol A EgkAtede] s 2

2 WALS aorar Ao] 9tk 2.93 1209  -.036  -1.040
Elﬂ ame l:l]—\:ﬂ— _Q_/H 0] A

Zlam Zgﬁau} ’ 9 At 5, 1105  -.462 =732
g He Asl=2A o A Z

gaoﬂ o ;O}E} dofet A=A, 5 1.087 203 -.948

ojH AL ofz] At oA o]

A gt =82l ofr|E FH  2.38 1.048 443 -.561

2 gt

o 7HS =2 XA ”I@—%

01;;;1;1;“2]?] i "= i 201 1167 148  -1.013
— [e] | AN

TAET} ZAYUEANA A Fe 2.73 1.174 033 -1.079
52 g}
off AL A FEE TIE 1A
o Fxo=r Feal AHIE Zof We  2.69 1.144 110 -1.042
£ .

o 77RO ANA] IR} e d
°ld a7 B S98 #8= 7 515 11081 -342  -807
Al gt
oll VAL RPAHES mhgict 2.40 1.066 413 - 666

L] AFEE AU A9 A=t A 54

S

23}

ol

Bl

4-31¢} 2ot AZAN P - 619~.405(ANZR), A7t —.748~.125

ATgr8)9] e Hol AL 7= Aoz selstart,



O B Qldo ne | X, &

i |rf o fnle mlo| 2 e

o,
o

—_

rr

ot

"

fol
-

A zi g Aw
3.36 1.065 -.549 -.245
3.63 973 -.619 125
3.61 1.017 -.541 -.297
3.37 .995 -.353 —.447
3.25 1.033 -.238 -.649
3.04 1.046 =111 -.688
2.71 987 273 -.729
2.81 .996 .089 -.698
2.65 1.033 .269 -.540
2.48 976 405 -.420
2.65 1.050 251 -.678
2.56 1.001 226 -.639
2.43 1.001 316 -.663
2.58 .996 206 =722
2.68 1.006 153 -.748

_30_



3) A& AFRER] F|EEA B4

.

AH| 2~ AR ERES] B ERlsty] Qo ket xS AT AT
[E4-4]9} Zoh. ASET ﬂki%z -.363~.959(AHZt<3), A=t -.930
~A11(ERZB) Y 3L& Ho] AHAES 2= ASE gRlstarh

AU A APEERRO] Hiet 7% %ﬁ A}, e
AEHoR 4gs] oid wWrt AT 7F 3.048 TP w2
doH, o2 U= dFE W Aoy A & AN AEFS
Sh 7 2.6902 Uehgdth wiHe] ‘U FF w4 T whral: 3
=9 3t} 2,002 Atdoe=z 71 B verdt

%
q
A

Ao

=
=
L

[24-4] Au]2 APRERR] 7145 A 24

EE
s} o o ke A
HA}
e £F 2Eg 1A Ao j j
o aze SO G oo 3.04 1.054 363 802
UE 455 e Agstr] Y&l % B
Sl AES Tt 2.69 1.075 051 .930
U= F5 1387 BAQle] oA
= ! 2.46 1.019 243 -.853
2E5H] det= A4-¢7F Aok
UE T35 Au2E Al o dFet
TS A& stAA 1S gH4E £ 217 906 647 122
Al ghct
= 5% 459 "HwsHA Psshe
qulsol ZAS Em gt 2.13 .989 793 179
= 5 14 27 wral= Y
=5 st 2.00 972 959 411

_31_



A3 A EHETe By A=y B4

)
~

_z__u

xr
il

g

o

T

A2, 2015).

5 ©

Atole] g 90k=
Q

==
':q‘

5

1

td Z- 2%
H 2] A (varimax) HHA1S Af

[

1

°

T E94e gu

<

(Principal Components Analysis)
bol

Zr

flofl ZEHtE dut
o] & A3 (internal consistency)

=0
7151’6"5

AL, A=A

—_
Ife]

AL
=

il d

=3l

F

g

8782 YEF O™ Bartlett

=
-

=

S}
H

a2l {4
— 82 —_

=

Fol BT 62lo]For Ho| EBFAo] H

ity 11 KMO EF A
= 796 2 Y

[e)
[e]

i

o
ol

o}

AFst
e 2443} Cronbach’s a7}

1

(Cronbach's Alpha)E %

QERE

A
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& 87% Ho| gk 77
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ol 1AL 4slgA ddojet ALAZ o] )
A gnz :
offl DAL HNAES gt 621
ol 1AL AU FPF PR TATT 808
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A 2.970 2.227 2.130
% At 29.704 22.269 21.298
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Cronbach’s «a .869 792 .796

KMO=.878

Bartlett’s Test of Sphericity=1877.879  df=45

sig.=.000

_33_



A zEe] A EAF ArgEe 68. 428%3 AWsty 9tk 183 KMO
A AR AT x?=2687.613,
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Hog BAst Ax}, Au|A AMRHEREO AA BAF AWEL 66.996%2 A
H3l1 9ot 81 KMO EFE Azl 8272 Ue o, Bartlett 1%
A ARAI x?=805.870, p 0012 veR} 8AQBMo] HEgt Aoz Liet

o
Woh ERE A aQlgke] RE 66101 es Ho BgAdo]l HAEL Q=
Ao Q-E]-‘;b:]- A e BEAAT Cronbach’s a7} 87102 Yeh} =2

NFEs} gl Aoa vhepgTt,

[E 4-7] Mulx APREREO] QQlBA 9 AFx

a9 AAgk

o st PEote] AuAo BUL BEE T 875

PR 1
U 5 24e 240l wrd= P ttrh .848
Us TF 183 dARle] LANA 2ESH] dish= -7 Ao .836
U 455 =Y Ashr] sl FF LA AsS Tk .661
oA 3.350

% A 66.996
% T4 66.996

Cronbach’s « .871

KMO=.827
Bartlett’s Test of Sphericity=805.870 df=10  sig.=.000
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ACR(PLF, 2015), F W4T AgeAe] LS tehie A
~1el4] +14fole] gk FHAIm Rse] wAgle] ATl A gt 2717

0.2m] o = %51, 0.2014 0.4meh2 HEA =]
A, 04014 0.79T2 £ w0 AEdEAelH 0.7 ool =4

P (r=.479, p<.001), vl P55 (r=.539, p<.001)T ¥o AHTA7L
Aokl EoF A A0 sHalel AAAH 1A (=.506, p<.001), Y4
o(r=.406, p<.001), ALaSd A4a(r=.315 pd00D)} o] ABHAT} &
AstR o, AulA AMRERESHE Fo] A7 EA6HTH=.296, p<.001).
ojojx], 17 E#FP5ol 51912909 o= U PqE FUWH
S8 AE (=678, p 00D <Fo] FTTAE EAsten, A7
stjaclel A 1Z4(r=.348, pd.001), YAF(r=.380, p<.001), AR

I N\ (=

[e)

i\
10
I

X

10



s Ha@=371, pl00D}t FO] HBEAZE At o, AH|A ALHE
Tt Fo] AT BATE EASHIHH(r=.478, p<.001).
1A EFPEO sh91add HleA B9l AR LY She1aidd
MR 0Z2(r=484, pl001), WA2F)(r=.366, p{001), ALTS7H %
(r=.337, pL00D&t Fo] FHTAZE EAstALH, AL ARERFSIE QF
O] AL EAstATHr=.364, p<.00D).
HRnZe] Shflacidl FAAR 1AL FURSFo] YaF (= 543,
p<00D), AAaSg AA(r=.418, p 00Dt o] AdaA 7L EA 5+
B A APREFFOME FO] AL EA5EATHr=.219, p<.001).
Aol 491 aglel WaFole TUHSo HAdasy HAaeH 49
ABBA T 2SR LM (r=.722, p{.001), AH]A APRERESIE oFo] ARy
A7} 25 THr=.503, p<.001). Boz ZHFuzto] stgalel AYaszt
i Aula APRERES ATTAZE 2R 5k tHr=.570, p<.001).
1 EFPEI A E AHA AMHERE 7RO AEREAE FHd

=~
r=.7222 W45 719 S5HAS $HT 52 ofd Aoz H=E QL

ox,

>
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AFFATY Bl mebd 12 2535 =898, dojFy 3 3
91, Hl&A e A FY] XA 1, AT, Adasd da 1
YL AH|A AFRERSO] zlo]7t EASH=AE dotk 7] ffste] deHiA] &
AR (Oneway ANOVA)S AAJsHATH

7hH 9

2 UERGthF=2.872, p<.001). =3+ A 7] 3}
el AAA uZdW} YAFINME FAHCRE {ou|gt Zfo|7t EAS
Ak 20t olst IFo] 50t ol Eel w®Is) AAAH 1T (F=3.402
p<00D)T WAFO](F=3.536, p{.001)E =7 <1x|st= A2 eyt

T
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F 4-9] Ao wE H5E9 Zpo] 74 A
N M SD F P
200§ o]aF 92 3.02ab 1.026
it R
S50c) o} 43 277a  1.046
e 200) olaF 92 228 868
oot Aoj= 30 82 25 8T 098
j; o 9] 40ty 83 253 934 ‘ ‘
o S0cf o} 43 238 848
200) olaF 92 280 922
Hl 324 30 82 288 949
380 768
P 40th 83 291  1.047
SOt ol 43 275 926
20t) olsF 92 372b 862
Lk 30t 82 3.40ab 792
3.402 .000
ik, 400 83  332ab .790
S0t ol 43 303 787
20 olsk 92 3.50b  .833
a7 B 30tH 82  2.73ab  .886
77 45 40t 3 26tb 905 0 000
SOt ol 43 249a 852
210) 200 olsk 92 268 819
o 30th 82 263 863 .o 7
40th 83 244 819 ‘ ‘
B Tsoq o 43 241 647
200 olsk 92 220 791
30 82 240 854
AElS AR 40th 83 230  .789 922 A1
S0c) ol 43 225 782
“7:p<.001 M: Mean, SD: Standard Deviation, Duncan.: a<b



4-10]<}

/=) 10l

A4 2

he ZoR U ThF=2.699,

[

S}
of

o

=
135,

/E

S}
of

A

a

S}
of

A IE 43A o

=
=

=4 A

f

p<.05). E

o 2dA] o

bog

©

Tor

/ZE] 1% 494 o

St
ol
S}
of

st A
BERR

|
4

3.679, p<.05)=F

2) 28 M8 daFolE

P
T

S}/

el

Z0]
=2 d

o

7102 et
o)gk zpo|7p EAY

=
—

at

Al A

Axon

_9(:]
1= Ao® UERFTHE=3.024, p{.05).

[

= =
= 1T

Aas7t A (F=3.468, p<.05)

4dA

StR=d,

o
ar

& AEEFAE F

A ]

§ A4 Apeet

2) 17l Hls

s
T

o}/

=A™

S}
of

o

]

= =
E?:l] :1—150

e
__Oﬁl

o

Tor

FE =4 AA]

_42_



_43_

(£ 4-10] HFHHo| e HEF9] zpo] BA A}
N M S.D F D
155 £ ofs 40 267a  1.027
WA oty AehEY 56 3.17b 1.026 )
2uys i e Ay = 2609° 042
437 disky A=Y 172 3.14b 924
skl £d(As/4E) 32 3.22b 1111
e skl 9 ofs 40 240  1.041
dojFEE  2uA sk ARYEY 560 2260 906
2ef ] i et e = 1153 328
g 239 A3A st AshEd 172 250 831
b et ZA@RYAR) 32 253 1.022
158 £ ofst 40 282  1.147
HEdd  2dA sty g2 56 263  .890
1 qtl e 1484 219
= A3A sty AsYEY 172 293 929
k] A4 32 278 .993
155 £ ofst 40 326 819
A 234 gk A& 56 336 914
° 1 EH; iy 491 688
oz A3A sty AsYES 172 342 799
ek EAAH/F=m) 32 332 766
yEshy 9 o) 40  270b  .903
47 2374 sk AfshE 56  2.68b  .863 )
R P 1 AL A/ 2 3679 013
a7z 4dA disky Als/E 172 2.82b 854
ekl 2AAel/4E) 32 2282 .888
28] 155 £ ofst 40 2.54b 858
JE}? Sty AfGH &
) 437 disky As/EY 172 2.65b 797
N
Gk tiehd (AR5 32 215 747
155 £ ofst 40 227ab 840
294 Oisky As/E 56 2.17ab 842 .
AH| A AFHERE 3.024 .030
TS AR 494 sk AsYZ9 172 239 805
tiokd ZAAsl/4=w) 32 198 .606
:p<.05 M: Mean, SD: Standard Deviation, Duncan.: a<b



3) A9

Age] we 1A BFAE
41119 2}, A% A
Ao folnlg o]zt

ol vlsl =BT =

e
bich, 2EAEL

EAHAE A

7 Begasel 69aglel

Are

et

H
Eéo%
°

10

1 O

Aul2gl 2go)

LFeRETHEF=3.340, p<.01).

pac)
lo
fru

i)

[ 4-11] Adel whg 14 SFPE] #ho] 24 23
N M sD F p
SHAY 42 286a 1.034
ERD) 121 295ab  .855
- AH|AY 70 343 983 e
=BT ey 0 317 1ies o 00
AT 23 297ab 944
7]e} 24 273 1.166
SHAY 42 238 976
A 121 261 850
1A B ooj=d AH| A 70 2.33 955
1572 168
= 2 9] AEZ 20 2.38 873
2130l 23 220 708
7]e} 24 234 934
sHAY 42 2.94 987
A 121 293 964
Hl&2]4 IR 70 2.74 874
783 562
Hx 732 20 2.88 956
pAR L 23 282 1.053
7|e} 24 258 1.095

M: Mean, SD: Standard Deviation, Duncan.:

fos ehkeni(i-
2FW A9 18

2.667, p<.05),
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HaoME FAHL

aFo] ABH 1%
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=7 A5k A2 Yeutth(F=3.156, p<.01).
A& AREFANE FARCR {ou|gt Ztol7t EAfslET, 3Ab
A IFo] AHAY TI%, AEF I8, AYY9 I, 71 5ol Hlsh A4

& AREFE 7 dAskE Aoz e TtH(E=4.933, p<001).

[ 4-12] Aol w2 AR Aus AReEe] zjo] 24 At

N M SD F p
B 42 347 783
3AHd 121 339 744
ISk AH) A 70 350 946

1.714 131
z A7z 20 333 854
294 23 3.01 .568
71e 24 317 942
S 42 287b 782
SAt 121 2.84ab  .836
Fdog AH|AY 70 2.71b 976 .
YAaFo 2.667 048
7 B2 ARz 20 236a .82
A4 23 243 872
7]} 24 25lab 873
B 42 2.77b 817
2] SAt 121 267b  .797
M| A 70 2.50ab  .789 "
a5zt il 2 3156 .009
) A7z 20 2.12a 768
2N
A g 23 222a 759
7]} 24 2.50ab  .867
Y 42 236ab  .893
3Ard 121 253  .799
Mu| AN 70 2.02a  .649
AMH| A AFHERE 45 0 T 4,933 .000
294 23 2.12a  .787
71k 24 2122 911
"ip<05, Tip<01, TTip.001 M: Mean, SD: Standard Deviation, Duncan.: a<b

_45_



Eo] 100~3008H¢) TRk, 300~5008+¢) TRk, 5008H o4} IFo] 1007+
ot 320 wlE) &7 Ax|ske veRdTH(F=4.209, pd01). Egt A7
o] g9 Qolel Wiazolr EAHog Gojust jo|rl ZAstAL, € B
# &50] 100~300%H vl 2Fo] 5008k ol Igel wish A <)
sl A0 = UERITHE=2.648, p<.05).
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[ 4-13] 9 BF A5 B2 WEY Aol 24 A

N M S.D F p
1005H w9t 38 253  1.007
100~3009H mmk 121 3.14b  1.010 "
Rl 4.209 006
EERE 300~5009t) mgk 86 3.08b 918
5005+ oA 55 317b 932
a7 1009H =gt 38 234 928
. ol 100~3009H wgF 121 233 859
BeF ] 2008 113
) o gle]  300~5007Hd wg 86 257 .92
Bl =
£ 5001k oAF 55 260 887
1007H] o]t 38 270 1.033
&4 100~3008Hd =g 121 2.81 .928
663 576
= 300~50049k |k 86 294 973
5009H oAk 55 289 981
1007H] o]t 38 327ab 810
AAA 100~3009H B 121 3.60b 848 .
2648 035
T 300~5007K) w86 3.37ab 772
5009H oAk 55 3192 .803
1005H w9t 38 269 803
3 100~300%H) mmk 121 2.83 904
BT yazo 1 1051 370
wz 300~5005H |k 86 265  .858
5007k o}t 55 262 893
103 1005H w9t 38 273 836
. 100~3009H2 mak 121 256 .793 - .
: S 300~5009H w86 256 873 ' '
N
A 500k o]4} 55 245 745
1005H |t 38 225 967
100~3009H2 wmk 121 2,17 714
AH| A AR ERE 195  .121
IS AREEE 300~5009Hd w86 242 864
5005+ oA} 55 238 765
*1p<.05, **1p<.01 M: Mean, SD: Standard Deviation, Duncan.: a<b
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H| B E3} A4 HZE3S}F Al
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B nxoxt Vs
() 1.564 194 8.070""" .000
AMA 1z 216 .056 219 3.882""° .000

F=105.072(p<.001), Durbin-Watson=1.978, R’=.248
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g AL, ERF FEHSQ AH A AMRESEE 25.3% AYstal Qlvh 44
T, AARZC] sh9all WAFOE AH|A AMRERFY] AH(+) TS
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ABSTRACT

The Effect of Poor Customer Behavior Perceived
by Beauty Service Workers on Service Sabotage
: Mediating Effects of Emotional Depression

SEO HEE

Major in Make—up Design
Dept. of Beauty Art & Design
The Graduate School of Arts

Hansung University

This study aimed to explore how beauty industry workers deal with
customer misbehavior and whether such misbehavior leads to service
sabotage. The beauty service industry is characterized by direct
interaction with customers, and workers often perform emotional labor to
meet customer demands. In this process, customer dissatisfaction or bad
attitudes can cause great stress to workers, which can have a negative
impact on their job satisfaction and service quality. In particular, this
study aimed to empirically analyze the impact of customer misbehavior
on emotional exhaustion of beauty industry workers and the process of
service sabotage that can occur as a result. This study aims to evaluate
the psychological impact of customer misbehavior on workers based on
the actual experiences of beauty industry workers and to predict the
long—term negative consequences that can result from this in terms of
lower service quality and corporate competitiveness. This study was
empirically verified through a survey of beauty service workers in charge
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of customer service. The survey was conducted for a total of two weeks
from October 7 to October 28, and a total of 300 people participated.
The questionnaire collected responses on the types of customer
misbehavior, the degree of emotional exhaustion experienced by
employees, and how this emotional exhaustion affects service sabotage.
Based on the collected data, the SPSS Ver. 28.0 statistical package was
analyzed and verified based on the significance level of .05. The main
variables used in the study were defined as the sub—factors of customer
misbehavior, such as complaining behavior, verbal abuse, and unethical
behavior, emotional exhaustion of employees, and service sabotage, and
the correlation between each variable was analyzed.

As a result of the study, first, it was confirmed that customer
misbehavior had a statistically significant positive effect on the emotional
exhaustion of beauty industry employees. This means that customers
dissatisfied attitudes or unreasonable demands increase the emotional
burden on beauty industry employees. In particular, when customers
complain, use verbal abuse, or show unethical behavior, employees tend
to become emotionally exhausted because they have to suppress their
emotions while providing services, which ultimately leads to a worsening
of emotional exhaustion. As customer misbehavior continues, employees
lose interest in their jobs and become emotionally exhausted, which
inevitably leads to a decline in service quality.

Second, emotional exhaustion of beauty industry employees was found
to have a significant positive effect on service sabotage. As emotional
exhaustion worsens, employees ability to control their emotions
deteriorates, leading to negative attitudes in interactions with customers
or behaviors that can lower service quality. This can result in employees
no longer faithfully responding to customer requests or intentionally
neglecting the process of providing services. Service sabotage behavior
directly affects customer satisfaction and also has a negative impact on
the profitability and long—term image of a company.

Third, the results showed that emotional exhaustion has a mediating
effect in the relationship between customer misbehavior and service
sabotage. In other words, as customer misbehavior increases, employees’
emotional exhaustion worsens, which ultimately acts as an important
factor triggering service sabotage. As the sub—elements of customer
misbehavior, such as complaints, verbal abuse, and unethical behavior,
increase, the emotional exhaustion of beauty industry workers worsens,
and workers are more likely to engage in behaviors that lower service
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quality without actively responding to resolve the issue. In particular,
unethical demands or verbal abuse from customers can cause great
emotional stress, which can lead to emotional fatigue and decreased
motivation in workers, which can lower the quality of service. The
implication of this study is that customer misbehavior can lead to
emotional exhaustion in beauty industry workers, which can lead to
service sabotage. This emphasizes the need for beauty businesses to
prevent or effectively manage conflicts that may arise in interactions with
customers. Therefore, companies should prepare a clear manual to
prevent customer misbehavior and introduce education and training
programs that can minimize conflicts with customers. In addition, a
systematic approach is needed to manage emotional exhaustion of
workers and increase job satisfaction. For this, emotional support and
management play an important role. Supporting workers so that they do
not become emotionally exhausted can contribute to improving service
quality and strengthening corporate competitiveness in the long term.
Future research needs to be conducted on a segmented industry—specific
basis, and the relationship between customer misbehavior and service
sabotage needs to be addressed with various parameters. For example, it
would be important to analyze the influence of external factors (e.g.,
social and cultural background) that cause customer misbehavior or
personality characteristics of beauty industry workers on service sabotage.

[Keywords] Beauty industry workers, customer misbehavior, emotional
exhaustion, service sabotage, job satisfaction, interaction with customers
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