183 ZYsto M35 ®1E 20064 28(pp. 183~225)

IALS]
Has
NelChsin Ay Aost

..........................................................................................

2 a7t Boldst BoE dudree 2d wodd @94 29 93 pAe sa2a Bohdel 2R B
Wish g 344 a2 24 T 9ok Fa) & AP ohdol DAsel Jaaea WA s BUUE
@ AU o 002N BBISE IFADA ol olElY B T Te ok Gl e 3
98 DS ATiunn e ool kel A 3 ASHES b AadE Bole] B B A4S 25
ST e AT FLAAW YRV S0 xﬂ 2 845 ol 9317 AelAa 25 4 2 ke 53
ot A BANE 5, $54 Gt 4wy ol § 388 & Aok o)t #RABel A} B 59 e
o S8 WA S8 AR BT g el rﬂﬁl 016}1?3 2el3 Ble] tig 3ues 2e A

| S0l oleie o] %3 § W3e 2 32 9n

A$ AT AzAee 5 AA He £33 94
Mo]

=1 d .
72T Aol AT Aojgelx e 22zt 49 75‘5011 G ?’J% U]Rlﬂi 2z e 22 TPt AdE
5 S

2
e
o
o
alo
=)
gl
<
e
Py
nlo
=
o
ol
el ;R
°
rr
=l
=3
<
lo,
E.
c@.‘.
e
I:JJ
-
ozi
)
>
oo
_l.l.a
rel J
ox ff
tlo
N
o
N
Jqr
o,
©,

o o
]
Py
=l
2L
E R
ot
i
..{
£
>
i
_Q'L
=
° Io
S;r
tlo
=
2
ol
&
=
o,
[Re)
-

W& e }04 Kk ] BT UYL Addske
Tl 2 AEH=E 517] A= dujel] A A
AT AT nAe] AL %{17&% ! 7“%10}74] OP— -536‘ T & eH o
FH=e duide] Aojssol] %< viAA Avke A& vehla sl

A7 wojde] AEA vd 2 AA W39 Fa4d disl B M ¢ e AZIE oldgon], e A

..........................................................................................

%
A7} TOA Ao 94

Atk 53] 25d

T Zo| FWsle §%5 BALNA AET A4

AA Mujzrt B2 HFE ARt augAe  =E2HA Ye AvdAER FYd AEFEE F
A% 1A% APHo HEste Wdy 98 31 fARRE HEEANE FYein}, £ fAEH
o Fast AL JdS dEde #udE Hole HE dololy Foz A e 44
B3 7193 AES oty nAelEe AFE St gl ol A3 iuH"ézM A 2
4

285Y: 2005. 4 HryEEY: 2005. 11
& A7E fal 24 AAE AE T e A 5 2 YT

-1)



e

28 aMu| 29 jdolch(Bush et al. 1990).
99 A% A4 14g dHstq ARFYAA
517—‘101]71] 2o ok ARE AT
A ARUA o] o] Foiz]7] B
t&%% ZzZtd o2 #Hod £ e 9

=
==

TS I VT A

339 297 @,@g

A 2AAA dAE

H A dHe BE,
el 453 5 AF B AToE B

ol A ﬂUHz-a—ﬂ A AFeke Mulx
He Fea 949D Yk o4 Brjele
259 7199 YA BAAE2TH AAE 2
did ¢ e F8F 24 F9 shiRAM AR
493 gok(Hgsl, Hdd, 294 1996). °
2 da B e BAAS $E2A7|nA
she WA E R A7 dujd 438 Folu

O

rir rln

A} sk @75 @ed APHAH 23 3
ogd AFEo] FHE Fu Ue AL *T)rl
olZ4H(Shaw et al. 1998), $58 EATA, 2
% 7, 2% P*(Kotler Bowen, and Makens
1996) 5% 58 Aujd wEol, F& ¥4, AW

Yol oEH Rust, Zahorlk and Keiningham
1996) 5% 53 #vid Aoldt.

ady H2e g7 AiRle ARE St
7l daide TAY AL AR, AR 84
o] 2830, old wt /Y] FFHrt 2R
Aeg At AUtHGeorge and Brief 1982).
olAL s1&e] MPATA Bl AT ATt

AL Qoo F2 AFdn Je F44 HA,

184

EAFY 53 #d
el A, A
Fo% 92 WRtgEe As
FHLol FNA, defHez
A% 71l g A =
A3 o] B 719l B71
Jae dridy. ae=
g AoE W7l HelMe 1
Zdo] 838 o2 o%A &ﬂﬁﬂ%‘-h‘%ﬂ
A3 AZ2A o 53] Mulz Fdd
- aAzte] Wid FsAgos Qo 24l

Az F2 aAd A Yool Ay dudt
7}%001 xor, uAHY AYE F

AA dEeE vehd 7hede] o
ol dds
ol o

Mfﬁ%z
A H=

o>

PN o
R e |

[+) 31
<)

L, L o

(Maslach and Pines 1977). A
gt e gxlztolg A st
7#Ae AdsHA 2 A5 il dish Ua
2 A2ld H3], AR wand, A5 o
g BuiE 58 opyjstA Erh(Burke, Shearer,
and Deszca 1984). 237 A~ FH4 01]71]
Zo] Yehtey ojgdd olfe WIWE 1
YA FA FAA o|FAAE ASH ]
ol FMA gtk wj ot (Maslach and Jackson
1981). §3] 2541 Zo] HAujdo] AFs
MMyl 2t M0 2 stolg AH|AEE
AE Hrlete 842 28H1 e
gojle] nANH AT AvdAY F2E
9 847 FLaA "o o2 g 7de
g Au a9 AT shue] 2AFHoRA

T FAskE glen oA o] g oA
AA de Addd dEes S B
2A74E A7) Ut

AFHA AL g MPATEL 2

= 1

AT M35 M1Z 20069 2%



Hojgle] ZAXST BRI U DA XA Boj¥S| o) B o7

B EFS ok o}“ 740]7]
u) 2o B P
a5 PFo F840F A giowoﬂ qm
Mol 277t Huishe wAoz
& et 28y Bed %
3242 Bol AY ARE 2E 7] gEd
ZA M Q7o r&uﬂzﬂyu YRS
Aok &v] Eat ule 95 sotsle] 189 &
2 F3MA TOME L=y o] 2 ?j;}] shoj 919

4
Og‘:"
ol
o
PO
%0
A
u
o,
ol
lo
fi
ro
St
)
P

N
=

(2o
b

891E 7HAe
Ao Me o
A g} B3 2
174 ste AL oF F 7 olf Wizt &
Atk A, FF Ao fFe E4E
AU, e FREZRE A de Ao

o)
).
o £,
An)
2
Ol
ok
22
o,
N,
do
=
&=
=
o,
L
L2 Jd
I
<t
djm
i r}{n ox [mM ro rir

g2
-
N
S
=
re
2
m
lex09)
wo o

—_ "rr“
2 e

ol

o

lo

AAHBIT 735H M1E 20064 29

A7 422 98 e eavt @ & oy
B e JFER AA nA8Td S 7%
olx uFte] #AVL yHolng ¢Fo EAS
NAAFV e odeh, E3 ofFg A, FEZ
o AV} wigAstn o]ERFEH A Tt
sttt Fde oA 234 A8 F=t
MAAR Sl met A 2ol BY 7FeAel
¥ (Block and Kremen 1996). 53] 3%

o] AelA @xolr] wiel o]F Ay A
T MAA BAdo] A% F83t & & U
(Seligman 1991). &4, $vats 28 F94
o} ARl A= HHA 7}7’4:“1 53] F84 4717]
g Foll AFRHANN AEste F34 Ay a4
S Xdse AL AFgsn 9,1 . H|E 373te]
B3R A FAA AEdE B
A ¥1 FEU A AE ddsideEe
o] B2 AW oA 74 a°ﬂ7ﬂ

l

2,
=
rok
=
rlm
o
_\“_
foju
O
rn
e,
ok,
o
01('
O_u
Hir

. =
A4 545 B Ae ds Badm ose w
99 9% A AEE ¥E 4+ Uk UAE 3

185



g

[o]
2 A

o2& ol S gi4$ 9 388 7ts
Aol EolHth(Brief, Rude, and Rabinowitz
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S A F oA A3l
A 87Ee ARElA FEolgt & 4 Sith(Kobe,
Reiter-Palmon, and Rickers 2001). ¢l &
Aol ZA AAA AT & e FHoH A
g AR FHolg & £ 3 0131?5} TEL
17 A32e-E AFste 7lE, 9dke
HEsA A2E F e AL EFH, AEF
gAsittn AR s 489 PFT 3
ol ALAA Jle
FE 7€ 023 vEL o
3¢50, ElQlzte 4385
(Feldman 1999) °|Z & #FA TS 7V =
& A & 4 s
Salovey and Mayer(1990)7} 23259 7id
3 e ARG AEPR Aeld 2He °
ZAoH Goleman(1995)2 7Hd9] AIAAE, &
Ve, AeAd A& wFn Yo =3 4F
A5 Aol 2228 Fr)dete THIA U
A s8og F2 FAH Sitn sAA ol
| AUy AZAEAMY HTE & 45T

e AT B & 98T FARET. oIAY

2,
U
oy ‘o
rr

e

Y ol(‘

3

fuoddorfr M
o
=
B

to ¥ HU
tlo kY o
e JN >,
- fo ap i

i)

o

o
2
T

ZAABIIT M35 M1E 2006 2%

X &= mojgsel Yol Yt A7

Goleman(1995)°¢] Ag& #HAA 5L Salovey
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(Amstrong 1977), 2E# 27} B2 A4 of
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A ZApdAo|A o & %A &
71tk (Lee and Ashforth 1996).
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| F88A QA= olfe 279 2T IF
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Az FAAEAA F2 UYebdth(Maslach and
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1992).
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°.|Eoki
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2 $4% 492 A% Aqda A% s
o) ¥} ol Aa nAT WAL AGs
£ n2g 1% 5¢ 9 A%aA 9 Aeln

L‘:O

M 1-2-1: WolQe AV RRRASE L 7
A 22 2()e 9L 0|4 A

&

°|t}.

2) "o g zdsEs A v

Z3lete] #A
Goleman(1995)2 ZAYZxH 5o ¥ETE ¢

na2d ga AUAA BPRes ERAAAY

PEE A 9T 4 da ANsR A0
28580 £2445 AN FPse ¥4

A Y BE @3] I AP FINHE
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A ARzAol =R g A$ A EC] 48HA
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< AE71EGdE5Ee] 225 E FAd i &
o, A AEHZF7] AH7e b:o}zh;]._ﬂ
stz ok o|HY A7 E7Rd%Y
EEZ 93 EAEE =HE 84 Huv o|Ae
29 g g 4H7HE S/ (Selman and
Demorest 1984). A7|&7|Rodede G
BAE 7 oA L o g Fdet A A3}
tegz Frl1gelu A, A wAA] &= 2}

ks

2
=

Block and Kremen 1996).
O

Ho =l w

d
< 7

A

-

200

e

A& 238 "ch(Selignam 1991). E3& 7]

$rlRelsde] £342 2EYS 9P 794
o] ¥ol BEYYS Aa AN 5HS Ao 23

3zt 3p o] FHAM 2R gt X E Q14E
I Yo dg BHLe A @ (Friedman
and Miller-Heringer 1991). 2= 27|%7]1%4
8L AFFYg gl AgsiA 2 Az A
ot HAAA Fo

0

wdel 3 ANFIRA5de] ¥245 A

Aol Faaior & Do) P BY, FAY, A%
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Qo] 355 AU 4Rl vl FaHolw
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2005). oA T giQ@ASAAM B B
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Az gk FaA
oAl & Aot welgde aAYFolN n3Y
2 oldstn WolEole A& B3
AR Q& Adste 23A 2AHEY
Al doh. B dgels e 3o A
st 532 ARE dis gr)adsiAY 1

Pl

2 ol
B
ok,
X

> w
=
L

u

Aohs A 2L 23R RE4E 2 g
sl ¥2 A% tadd 2. ojne 14
o #Yow AL ugRIA = Syonz
HZ RRA Aol AT ASHE A Az
B 33 Bgog HAENA Fol aMog ¢
o sk A4A n2e 2 AEsA 9o

M 1-4-1: Boee B EEe 7
4 3729 ¥ 9% 014 A

ok,

201
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2001). il BA M FHAHQ F5H-go] 2o
AE7 g0 BEG AS 24, AFEd, AU
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43402 25% WY shsAel wold
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(Hatch 1990). =3 ellg wizjsln Bgoe
& 754l EokAla, AlwA, HFHQ gata
% 7FeAol EoMdtH(Kiesler 1983). Denham
(1993)2 dQBAFATE w275 tAdWA
°ﬂ’*1 BT £ Qe FH4, Bld g Wed
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e AAee dHd AbdGS AUe ez
A3 9lti(Wolpin, Burke, and Greenglass
1991). Cherniss(1980), Edelwich and Brodsky
(1980)= 4J&lA A3|(psychological withdrawal)
g 2379 F8 Aty AFEA oy A
214 Azl zrdAde 242, 1y, FAz
A% T Tl 24 HEL I3 AT F
e veius 2370 &Y A3 FH4L
ANl Afe) i g 3@ FAME HolA @
o, g3%S 2AgsA =4 olo Uit wHoid o
S F(coping strategy) S2A ERQIEFHS] B9
< Adn 222 Add AL FA3
(Maslach 1982) ERIGA AlzE & WA ©
=2 A Bth(Edelwich and Brodsky 1980).
Maslach(1982)& FHHY 23742 ¢479 2
A FHdA Y2 YFE 718 & dvkn dFe
BA 53 Au2ZE FHUY 4SS nAd w
Sl 34 9% A 5 ddn AAsHG
Leiter and Meecham(1986)2 7iQE°] &
Adel Hxet 28] S /G ARsle 23
9 FEolgte H#A 7|zt Atole] Avdt 2
A5 A HH 1 29 @ARE AdsA Hu
o3 &AL AlgET e FAYH oY ARE
Y FHel Yo BAE opr|AZItkn AAlSE 9
o 2372 ddA, Jd4F 94Ul 44 7t
0] Jden A gFo At HE S
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lojgie] AHXSH $HY L DA XN BojYSe] Alo| Bt @7

and Dougherty 1993: Kahill 1988 Turnipseed
1994). watA wwjdo] 472 g WA A
AR B33 B2 9 A4S A8 A a9y
ol Eletx] Falvy udA FHEAG Hxu
PAE BolA E Aol & 98] AJadd #
S DHLTES FAJSI AMu| 29 A3 AHA|
714 dd. g3s Z¥de AL A4S @
MAL2AM7} ofet #AlS] JFAZ HA Ho
o) tial 2FAY HEE FHstd AFAEQA 1
A E1o vot gle el ES A do. webA
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& 7hsAe] golA A Ed

7K 20 Bui9e) 23 nAANEH wedE
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and Brodsky 1980).
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Bojde] AFAsY BRY 9

3.2.3 9rid 23z e

ojgle) A5 2Rk vjso] nAx|EEA
Hufgise] Fae wxA 2 Zeojtk. OHalloran
and Linton(2000)2 94574 W¥d dA#AE
Aol st FALAA Y FHATH B2
AEE e AEd g1 afste =g Eel
Mo 8 ggg va 7}*‘”01 9\183 111*]‘5}31

A%l £ 3

ojn| tE}T?}(Vredenburgh
and Carlozzi 1999). thA T3l ¥ diA&AA
A 2R Fo] 5 ML dABA NN 28
T 23R 7, vdAds, 3H7T Aste EHE
o2 #T 7 UEF Y ol AHH wgY
T Bl o =RdFe AR LA
g 7beAo] wolA A ddt. oJN¥ gz wiAl
A2 - 458] Qldn & ¢ A=, AN
< A
%

=
e
-

Aqeta, 243, g9 @
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T2 XY EolgEe] Aol Bt 47

Aol 3 A2 2ol U Feo| Yol n 1
Ae §IA S B5e| F7A 2 A5l &
o}x7] woltt.

7k 30 il AT 2xizdel vifet

ARG Bl 4eE d9e
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3.3 AR U XEAA

Fol =28 2D S AFE] sl

7 i e £EE Al AEAE B A

2 THAd. £ 2AE A8 #d4 JHF o
APATE AEDLH, o2 uwgez HEAE
s, & 479 A FRE A AR
e Wshd Brjdz skglen A9y, AEd 84
gol olFoizet. dE2 %%2}7} &22 A6
=2 sglen, zARE dedA drlstEA &R
At S'ete AN ARA A7l FE @
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AAE 1178 Add F 172871 d7E A9
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A7y FE S KL EPE
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3.4 32 who 5%

2 479 FLHFE FH] A JPgAF
oA o] AFH EHTTE EUI B A7 ¢
A HEFES F389 AEANE T8

ARASE FARFANE AIE F713A7
o, AE AAE F A 3 F59 A A
A wEo] shedtAl s 7R3 2EYH AR
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oA A FFE F £ A7 d¥E £YES
Adste o] B Ao A £ A
o o3 FEEL 74 YAEY AR A
Aok e W =4S FF3] i),

SRR Hujgdo] nAFe] HFof oA ¢
s AAF, FAH, $AH 12 HHE Lt
A2 2 Maslach and Jackson(1981)¢] 73t
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23S Mdsled B dFe TA FHstd AHEs)
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FATH: ve 472 U8 FAHeg g7d
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a8 Hole S Saxe and Weitz(1982)9]
73 SOCO(selling-orientation and customer-
orientation scale)3=& Atg3td 74 2AHEY
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£ AAgaz g,
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A& Adste FEEL AASAY. B4 8
AEANE B AFIAT. 8U9¥H Wie=2e
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& M Aw3 A (varimax) WA 93
THAZE 10149 8JAwE Mo 993
A F(factor loading)e] 0.50]80|H #o& Ao
2 Fae

+4 QAEFd AT g 8908 A
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PEo] U SUEN A 4709 8952 HA
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(% 2) d8Xs9 M2y o HEY 2420

a9 %
NERS 285 8911|890 2{293|294(895
(Cronach’s a)

U 5 U7t o9 wiiexd) ds E@AdchR) | 802 .199] .231] .184| .142
ANRE e U AL 38 g 763|211 .116| .085| .107
ANFE e W 2ZES FE EE 571 SItHR) 7020 079,  .258] 256 .092
75 U= uvh olgA m7ex] BEe it 685| .101] .163] .152| .084
U v w7d Be Folg 7]¢er 675 .189] .295| .284| .186
A3to) Umrials Auksx| gros w3 153| 528|042, .125| .093
38g AIHR) 252|591 .087| .176| .174
ANRAE (D5l g o s WA g 085 691 .153| .086| .088
2878 U 7]Fe] 2z g W W 222 AAAFE| 187! 613 172 .118| .137

71 =3
= AT %Wola w3 e 204| 531 .131| .147| .153
7t g o 2AYY 452 e 104| 584|197 229| 174
A7) Aol $He A3 WalAg) 3 Aojgn} -.163| .189| .651| .153| .084
SySH AAE Fad Algtelg A3t} 2350 -219| 645 .096| .079
N 8; AL oA ®Hlo] Hojo} Fckm Azt 048] -195| .582| .147| 081

‘ 4g wetod B7lx HYAD 152|085 578 .207| .182

Q7 glole] 7S Ame w2 069| -.133| .116| .691| .054
oang  [EHlOl Bele AR A BN oD 084 -116| .231| .662] .172
1_‘17; = ')T\‘ 5{1\3}

‘ glolo] 2/498 Ux 2740 149 079 135 575| .087
S nhSo] O TE AMIE 2 Sdjdit 117| -.148| 093 .166| .581
°1L1;é1 ElRle] & E7A & Ao -.142| 169 .154| .182| 573
M 7§ A7 AN E AFSo] ol W wiztth 054| -122] .109] 093] .654

: EQlel 278 Adslr g 102|085 .162| .059| 531

eigenvalue 3.039| 2.479| 2.033| 1.769| 1.669
pet of var(% 49.950%) 13.814| 11.268| 9.241| 8.041| 7.586

Suel B1aRY A3
¥2(df=32)="74.822, p=.043, GFI=.902, AGFI=.883, NFI=.923, RMR=.041

p=.051, GFI=.892, AGFI=.875, NFI=.907, & A
RMR=.052 & Jeh} ¥* g3 239 #9545  2@dda @
< 0580 #o GFI, NFI, AGFIZ} 71549l
9l 2438, RMRE & 05 A=E Yeht B

Foltt & 5 glon AFAgd 2
_)]k_
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(E 3) LHMgiSol AlZA 9 EfetA EAZat
899 2 A= N
= 1 ]
(Gronbach’s a) =SSR 2011|890 2|893|894
IAUREL 23 )2 S 831 .172| .103] .163
DANEZETG f2AH HF S F 792 231 .219| -.235
oA 3te] g} 7510 -.109|  .295| .048
DANEGE | A R FEAA] 702 .136| .085| .152
bR AARA Ao A 692| .182| .185| .299
82 A A Fe AT P23 664] .092| .238| .182
AAgA & AZ 24 608] .214| 28| .119
Ao Bg nAAR &S P 593| .182| -.003| .206
A&7t glo] AEAYE A% 573 .203| .193| .009
Ve 922 sl FaHoz 23E 7ol 131 .792| 1151 .187
S H3g 2y 9Ag gxdd =golt 112 .785| -.148| .231
A3 1z : - : o
2 o}yo] doju} 228 Azt & TS At} 097| .727| .067| .086
' 4 Y= B¢ 52U U 1A%y 3 142 .695| -.193| .125
Wyt 2o 9& Fgsed o $AE A 273 .654| .103| .141
W7t Adets aASdA 222ein 1531 078| .726| -.125
o L |vE ang uaddez getn g 179 110 681 .174
1A H]iA s} -
16 U oA ol EAd) i Ble] Aok 104] .156| .642| .088
' Do ASS AUE dFths AL U YE B 253 227| 627 .138
2EYAS F
AR T EAES Yo 4% &gk | 278 .132| .096| .697
QAR A | DA 258 AP o} s F s R} 246| 172| 213] 851
82 W7t Aze o U Behe dol stk 108! .149| .139| .629
U A9 AR 71 dE 5L o840 gt 215{ -.005| .172| .591
eigenvalue 4804 3.121| 2.349( 2.146
pet of var(% 56.454%) 21.83614.186 | 10.677| 9.755
WA Sel Bl e BA AT
¥2(df=45)=68.284. p=.051, GFI=.892, AGFI=.875, NFI=.907, RMR=.052
4.2 7¥del #= RMR=.0482 Ugh} d7RYo] AP Ao
ettt ¥ g 22dE f9FEe 0589 F
(28 DX HA4d dFREL Amos 4.0% U GFI, NFI, AGFIZ} Z1EX8 9] el Avt
olfste] AZHAY £ AFN A A7 B 99 248, RMRE .05 °l3t2 uUeh} o]
o] APES BMF Ao K¥(df=52)=121.724, HlaA AFs dFasd 2 F¥Edn ¥ §
p=.012, GFI=.913, AGFI=.881, NFI=.908,  Sit}.
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mojglel Z2XxIsn $UY ¥ DY XYY Hof@S BAlo| e AT

(& 4 Tz

Agd Az A2AS L3
Ty ANgRAN 5 - 34 18 -.358 -4.021***
T ANAAzATY - 34 12 -474 -6.028***
Tis ANENHA5E - #3F 27 -.083 ns
T BRIZAAN S - 234 27 -.092 ns
Tis AYBARASE — #EH 12 -.125 ns
Toy A71AAAN5H — 374 vlAs} -.104 ns
Ty ANNRAZETY — 24 H9Fs -.071 ns
Tos AV E71%%d — 24 H|As - 425 -5.463***
T EIZAAN 5 — 374 H|QA3} -.482 -6.179***
Tos HABARASY — 1A H[AZHs} -.451 -5.877***
Ty 71339458 — A3 Ag -.057 ns
T ANBRZETY — AL A -.102 ns
Ty A7NE71%A58 — AAF A3 -.402 -5.016***
Ty BHIAAN Y — A A -.027 ns
T3 HAFARASE — AR A -.024 ns
By #A3A 17 - IAXNGHR BojdPF  -.462 -5.948***
By 24 wlolAz - uAXYA FojF 371 -4.306***
Bas BHA At — aAxFA HofPF  -.288 -3.154**
x3(d.=52)=121.724, p=.012, GFI=.913, AGFI=.881, NFI=.908, RMR=.048

F7t AR B2AF %43

Tn 133U 5E — 24X Bl 5 117 ns
Ty, A7N1BA2AEY - AL B .095 ns
Tis 71571858 - aAXTE Aojgds .408 5.671***
Ty ERRIZAH A5 - AXNEA dujgs 441 5.706***
Tis WABAFASE — AL A% 479 6.138***
xz(df=47)=116.799, p=.015, GFI=.932, AGFI=.915, NFI=.923, RMR=.041

Tp<.00l**:p<.01*p<.05
¥ Amosol M C.R(Critical Ratio) & |3

Tz AN g AZEAN Ane (E 4
AN lon, 7Hdo] W FARQ HAFAH
£ A4 g3 2o

AR, H1E #3459 4 Add 23789 7
el A g P, FAH R AR

BUSAT H35A H1E 20064 28

g

g7 = A adds A7 RAAA (1) =
-.358, t=-4.021, p<.001), A/ AAZAE(T)p=

-474, t=-6.028, p<.001)°] #A F(-)9
e AE Aer degoen, a4 udAst
ol& A71E7159(T13=-.425, t=-5.463, p<.001),
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BRI U4 (To4=-.482, t=-6.179, p<.001),
WARAFA (T5=-.451, t=-5.877, p<.001)7}
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(B42=-.371, t=-4.306, p<.001), 7 A3
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()9 9Fe mAe Aoz deiyd. o
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ZH =79 o] o] FojFok & Folth. UAA,
%}7311] of 2AzE AaANTle AYTIAY |48

& FPP|E AT 02T A To] Ao
A3d WY Fols %2 viAErtE HE 2
Pert gk AFAFY FTFEL APA Tl B
Aol e A& ¥ F e 229< A
3 9o 122z uAd *&d"ﬂ/ﬂ Hojde 23
Ago] nAd dF H3H #olE &Y 5 det
of g 477t %3'6}"1 °]7,i-3— dujee) 2
Hofo] @& v £ gle B §4 ot
zgol E Ao AAAY. N, Belde 4
9, Agd, #jdEy 5o A7EAH SA
wtet @37 AP =e Aok slevte duE
P87t o AFEAA 59 e gAY 3
AFEE FAHCR Wod & v wrjddy
227 B dg dold AFH HLo| 7hedt
o olg AR AT 37 =&0] E Ao
2 9qA7Y.

128

A4 (1984), waAa g, A& HFAL

o}#A3 o]FP (1997), "Trait Meta-Mood Scale®
Elgglo) #3 A7 AT 49189
ga " oshalalstelx]: Alyl 2 M 11(1),
95-116.

33t wiE, 24 (1996), “Aeide} nAz g5
et 2 wojdaiuiolel AddA B4 AH|X
stedt 7(2), 59-85.

218

Amstrong, K. L. (1977), “An Exploratory Study of

the Interrelationships between Worker Charac-

teristics and Organization Structure,” Mana-

gement Process and Worker Alienation

from Clients, University of California,
Berkeley.

Bardzil, Philip and Mark Slaski (2003),

Intelligence: Fundamental Competencies for

“Emotional

Enhanced Service Provision.” Managing
Service Quality, 13(2), 97-104.

Bernet, M. (1996),
ponents and Correlates,” Paper presented
at the Annual Meeting of the American
Psychological Association, Toronto, Canada.

Block, Jack and Adam M. Kremen (1996), “IQ and
Eeg-Resiliency: Conceptual and Empirical

“Emotional Intelligence: Com-

Connection and Separateness,” Journal of

Personality and Social Psychology, T0(2),

349-361.
Boyatzis, Richard E. and Ellen Van Oosten
(2003), “A Leadership Imperative: Building

the Emotionally Intelligent Organization,”
Ivey Business Journal, 1-5.
Arthur P., Dale E. Rude,
Rabinowitz (1983),
Behavior Pattern on Subjective Workload

Brief, and Stanley

“The Impact of Type a

and Depression,” Journal of Occupational

Behavior, 4, 157-164.
Burke, Ronald J. and G. Deszca (1986),
of Psychological Burnout Phases among
Police Officers,” Human Relation, 39, 487-502.
Ronald J., J. Shearer,
(1984),
in Police Work: An Examination of the
Cherniss Model,” Journal of Health and
Human Resources Administration, 7, 162-
188.

“Correlates

Burke, and G. Deszca

“Burnout among Men and Women

BASAT M3sA ®M12 20064 28



mojgle] ZEXEn AL ¥ 2 XA pojysel ol 2Et A7

Bush, Robert P., Alan J. Bush, David J. Ortinau,
and Joseph F. Hair, Jr. (1990), "Developing
A Behavior-Based Scale to Assess Retail
Salesperson Performance,” Journal of Retailing,
66(Spring), 119-136.

Cherniss, Cary (1980), Staff Burnout: Job Stress
in the Human Services, Beverly Hills, CA:
Sage.

Cherniss, Cary and Daniel Goleman (1998), Bringing
emotional intelligence to the workplace.
Technical Report issued by The Consortium
for Research on Emotional Intelligence in
Organizations.

Coie, John D., Kenneth A. Dodge, and H. Coppotelli
(1982), “Dimension and Type of Status: A
Cross-Age Perspective,” Developmental Psy-
chology, 18, 557-570.

Cordes, Cynthia L. and Thomas W. Dougherty
(1993), “A Review and an Integration of
Research on Job Burnout.” Academy of
Management Review, 18(4), 621-656.

Cunningham, W. B. (1983), “Teacher Burnout,”
Urban Review, 15, 37-51

Denham, Susanne A. (1993), "Mental Emotional
Responsiveness Tockllers” Social-Emotional
Competence,” Journal of Child Psychology
and Psychiatry, 34, T15-728.

Edelwich, J. and A. Brodsky (1980), Burnout:
Stages of Disillusionment in the Helping
Profession, New York: Human Sciences
Press.

Eisenberg, Nancy (2005), “The Development of
Empathy-Related Responding,” Nebraska
Symposium on Motivation, 51, 73-117.

Ekman, Paul (1992), “An Argument for Basic
Emotions,” Cognition and Emotion, 6, 169~
200.

AUStAT M36A ®1% 2006 28

Elicker, J., M. Englund, and L. A. Sronfe (1992),
“Predicting Peer Competence and Peer
Relationships in Childhood from Early
Parent-Child Relationship,” in R. D. Parke
and G. W. Ladd(Eds.), Family-Peer Rela-
tionship: Mood of Linkage(77-106), Hillsdale,
NJ: Erlbaum Association.

Farber, B. A. and L. J. Heifetz (1982), “The Process
and Dimensions of Burnout in Psycho-
therapists,” Professional Psychology, 13(2),
293-301.

Farnham, Alan, and Tim Carvell (1996), "Are You
Smart Enough to Keep Your Job?,” Fortune,
133(1), 24-36.

Fatt, James Poon Teng and Irene Chew Keng
Howe (2003), ‘Emotional Intelligence of
Foreign and Local University Students in
Singapore: Implications for Managers.” Journal
of Business and Psychology, 17(3), 345-367.

Feldman, Daniel A. (1999), The handbook of emo-
tionally intelligent leadership: Inspiring
others to achieve results. Falls Church. VA:
Leadership Performance Solutions Press.

Feshbach, Norma D. (1975), “Empathy in Children:
Some Theoretical and Empirical Consi-
derations,” Counselling Psychologist, 5, 25-39.

Fox, Nathan A. (1994), “The Development of Emotion
Regulation: Biological and Behavioral Con-
siderations,” Monographs of the society for
Research in Child Development, 59, 2-3.

Friedman, Michael and R. H. Resenman (1974),
Type A behavior and your heart. New
York: Knopf.

Friedman, Howard S. and Terry Miller-Herringer
(1991), "Nonverbal Display of Emotion in
Public and in Private: Self-monitoring,
Personality, and Expressive Cues,” Journal

219



of Personality and Social Psychology, 61,
766-775.

Garden. Anna-Maria (1989), “Burnout: The Effect
of Psychological Type on Research Findings,”
Journal of Occupational Psychology, 62,
223-224.

Gardner, H. (1983), Frame of mind: The theory of
multiple intelligence, New York: Basic book.

George, Jennifer and Arthur P. Brief (1992),
“Feeling Good-Doing Good: A Conceptual
Analysis of the Mood at Work-Organizational
Spontaneity Relationship,” Psychological
Bulletin, 112(2), 310-329.

Goleman, Daniel (1995), Emotional Intelligence.
New York: Bantam Books

Goleman, Daniel (1998), “What makes a leader?,”
Harvard Business Review, 77, 93-102,

Goldman, S. L., D. T. Kraemer, and Peter Salovey
(1996), “Beliefs about Mood Moderate the
Relationship of Stress to Illness and Sy-
mptom Reporting,” Journal of Psychoso-
matic Research, 41, 115-128.

Gottman, John M. and Lynn Fainsilber Katz
(1989), “Effects of Marital Discord on
Young Children's Peer Interaction and
Health,” Developmental Psychology, 25(3),
373-381.

Gresham, F. M. and S. N. Elliott (1990), Social
Skills Rating System, Circle Pines, MN:
American Guidance Service.

Gustafson, Bobette M. (2003), "Are you meeting
customers emotional needs?,” Healthcare
Financial Management, April, 44-48.

Guthrie, Ivanna K., Nancy Eisenberg, Richard A.
Fabes, Bridget C. Murphy, Robin Holmgren,
Pat Maszk, and Karen Suh (1997). "The
Relations of Regulation and Emotionality

220

to Children’s Situational Empathy-Related
Responding,” Motivation and Emotion, 21(1),
87-108.

Hatch, T. (1990), "Social Intelligence in Young
Children,” The Annual Meeting of the
American Psychological Association.

Hoffman, K. Douglas and Thomas N. Ingram
(1992), “Service Provide Job Satisfaction
and Customer-oriented Performance,” The
Journal of Service Marketing, 6(spring).
68-78.

Jackson, Susan E. and Christina Maslach (1982),
“After-Effects of Job-Related Stress: Families
as Victims,” Journal of Occupational Be-
havior, 3, 63-71.

Jackson, Susan E., Richard L. Schwab and Randall
S. Schuler (1986), "Toward an Understanding
of Burnout Phenomenon,” Journal of
Applied Psychology, 71(4), 630-640.

Kahill, S. (1988), “Symptoms of Professional Burnout:
A Review of the Empirical Evidence,”
Canadian Psychology, 29(3), 284-297.

Kelly, Scott W. and K. Douglas Hoffman (1997),

Affect,
Prosocial Behaviors and Service Quality,”
Journal of Retailing, 73(3), 407-427.

Kiesler, Donald J. (1983). “The 1982 Interpersonal
Circle: A Taxonomy for Complementarity

“An  Investigation of Positive

in Human Transactions,” Psychological Review,
90, 185-214.

King, Laura A. and Robert A. Emmons (1990),
“Conflict over Emotional Expression: Psy-
chological and Physical Correlates,” Journal
of Personality and Social Psychology,
58(5), 864-877.

Kirmayer, Laurence J. and Allan Young (1998),
“Culture and Somatization Clinical, Epide-

BB H3sA A12 20064 2¥



mojgle] ZHRISY $H4 U DA NYH Poigse] WAo) Bat 57

miological, and Ethnographic Perspectives,”
Psychosomatic Medicine, 60(4), 420~430.

Kobe, Lisa M., Roni Reiter-Palmon, and Jon D.
Rickers (2001), “Self-Reported Leadership
Experiences in Relation to Inventoried
Social and Emotional Intelligence,” Current
Psychology, 20(2), 154-163.

Kotler, Philip (1994), Marketing Management:
Analysis, Planning, Implementation, and
Control, Englewood Cliffs, N, J: Prentice-

Hall, Inc.
Kotler, Philip, John Bowen and James Makens
(1996), Marketing for Hospitality and

Tourism, New Jersey: Prentice-Hall.

Lee, Raymond T. and Blake E. Ashforth (1996),
‘A Meta-Analytic of the
Correlates of the Three Dimensions of Job

Examination

Burnout,” Journal of Applied Psychology,
81(2), 123-133.

Leiter, Michael P. and K. A. Meechan (1986),
“Role Structure and Burnout in the Field
of Human Services,” Journal of Applied
Behavioral Science, 22, 47-52.

Loseke, Donileen R. and C. E. Cahill (1986),
“Actors in Search of a Character: Student
Social Workers Quest for Professional
Identity,” Symbolic Interaction, 9, 245-258.

Martinez-Pons, Manuel (1997-1998), ‘The Relation
of Emotional Intelligence with Selected
Areas of Personal Functioning,” Imagination,
Cognition, and Personality, 17, 3-13.

Mattingly, C. (1977). "Sources of Stress and Burnout
in Professional Child Care Work,” Child
Care Quarterly, 6, 127-135.

Maslach, Christina (1982), Burnout: The Cost of
Caring, Englewood Cliffs, NJ: Prentice-Hall.

Maslach, Christina and A. Pines (1977), "The

HYsATL #3537 %12 20069 28

Burnout Syndrome in the Day Care Setting,”
Child Care Quarterly, 6, 100-113.

Maslach, Christina and Susan E. Jackson (1984),
“Burnout in Organizational Setting,” In
Applied Social Psychology Annual. Application
in Organizational Setting, S. Oskmp(Eds),
Beverly Hills, CA: Sage, 133-154.

Maslach, Christina and Susan E. Jackson {1981).
Maslach burnout inventory, Palo Alto. CA:
Consulting Psychologists Press.

Mayer, John D. (2001), “Emotional Intelligence
and Giftedness,” Roeper - Review, 23(3),
131-137.

Mayer. John D. and Peter Salovey (1993), “The
Intelligence of Emotional Intelligence, In-
telligence, 17, 433-442.

Mayer, John D., Peter Salovey, and M. Dipaolo
(1990), “Perceiving Affective Content in
Ambiguous Visual Stimuli: A Component
of Emotional Intelligence,” Journal of Per-
sonality Assessment, 54, 78-86.

Mayer, John D. and G. Geher (1996), “Emotional
Intelligence and the Identification of Emotion,”
Intelligence, 22, 89-113.

Narver, John C. and Stanley F. Slater (1990),
“The Effect of a Market Orientation on
Business Profitability,” Journal of Mar-
keting, 54(October), 20-35.

OHalloran, Theresa M. and Jeremy M. Linton
(2000), “Stress on the Job: Self-Care Re-
sources for Counselors.” Journal of Mental
Health Counseling, 22, 354-364.

OHara, Bradaly. S., James S. Boles and Mark W.
Johnston (1991), "The Influence of Personal
Variables on Salesperson Selling Orientation,”
Journal of Personal Selling and Sales
Management, 11(1), 61-67.

221



Uy

Perlman, B. and E. A. Hartman (1982), "Burnout:
Summary and Future Research,” Human
Relation, 35, 283-305.

Pine, A. M. and E. Anderson (1988), Career Burnout:
Causes and Cures. New York: Free Press.

Pine, A. M., E. Anderson, and Ditsa Kafry (1981),

Burnout: From Tedium to Personal Growth,

New York: Free Press

L. Melita, Ceasar Douglas, Gerald R.

Ferris, Anthony P. Ammeter, and M. Ronald

Buckley (2003), “Emotional Intelligence,

Leadership Effectiveness, and Team Out-

Prati,

comes,” The International Journal of
Organizational Analysis, 11(1), 21-40.

Reiff, Henry B., Nanette M. Hatzes, Michael H.
Bramel, and Thomas Gibbon (2001), “The
Relation of LD and Gender with Emotional
Intelligence in College Students,” Journal
of Learning Disabilities, 34(1), 66-78.

Roberts, William and Janet Strayer (1996), "Em-
pathy, Emotional Expressiveness, and Pro-
social Behavior,” Child Development, 61,
449-470.

Rosental, R., Judith A. Hall, M. R. Dematteo, P.
L. Rogers, and D. Archer (1979), Sen-
sitivity to Nonverbal Communication: The
PONS Test, Baltmore: Johns Hopkinds
University Press.

Rust, Roland T., Anthony J. Zahorik, and Timothy
L. Keiningham (1996), Service Marketing,
Harper Collins.

Peter and John D. Mayer (1990),
“Emotional Intelligence,” Imagination, Co-
gnition, and Personality, 9(3), 185-211.

Saxe, Robert and Barton A. Weitz (1982), “The
SOCO Scale: A Measure of the Customer
Orientation of Salespeople.” Journal of

Salovey,

222

Marketing Research, 19(August), 550-562.

Schmidt, D. C. (1997), “Organizational change and
the role of emotional intelligence,” Paper
presented at the Academy of Management
Meeting, Boston.

Schutte, Nicola S., John M. Malouff, L. E. Hall,
D. J. Haggerty, J. T. Cooper, C. J. Golden,
and L. Dornheim (1998), "Development
and Validation of a Measure of Emotional
Intelligence,” Personality and Individual
Differences, 25, 167-177.

Schutte, Nicola S., John M. Malouff, Chad Bobik,
Tracie D. Coston, Cyndy Greeson, Christina
Jedlicka, Emily Rhodes, and Greta Wendorf
(2001). “Emotional Intelligence and Inter-
personal Relations,” Journal of Social Psy-
chology, 141(4), 523-536.

Schutte, Nicola S., John M. Maloutt, Maureen
Simunek, Jamie McKenley, and Sharon
Hollander (2002), “Characteristic Emotional
Intelligence and Emotional Well-Being,”
Cognition and Emotion, 16(6), 769-785.

Seligman, Martin (1991), Learn Optimism. N. Y.:
Knopf.

Selman, Robert L. and Amy P. Demorest (1984),
“Observing Troubled Children's Interpersonal
Negotiation Strategies: Implications of and
for A Developmental Model,” Child Develop-
ment, 55(1), 288-304.

Shaw, Jason D., John E. Delery, G. Douglas
Jenkins, Jr. and Nina Gupta (1998), "An
Organization-Level Analysis of Voluntary
and Involuntary Turnover,” Academy of
Management Journal, 41(5), 511-525.

Tomer, John F (2003). “Personal Capital and
Emotional Intelligence: An Increasingly

Important Intangible Source of Economic

HASAHT m35A M12 20064 2%



Hojlel ZExsT BT Y D

Growth,” Eastern Economic Journal, 23(3),
453-470.

Turnispeed, David L. (1994), “An Analysis of the
Influence of Work Environment Variables
and Moderators on the Burnout Syndrome,”
Journal of Applied Social Psychology, 24,
782-800.

Triandis, Harry C. (1994), Culture and Social
Behavior, NY: McGraw-Hill, 181-206.

Vallen, G. K. (1993), “Organizational Climate and
Burnout,” The Cornell Hotel and Restaurant
Administration Quarterly, February, 54-59.

AAUSHIT m35A K15 2006 28

2 XY mojgsel Al wt A7

Vredenburgh, Larry Dale and Alfred F. Carlozzi
(1999), "Burnout in Counseling Psychologists:
Type of Practice Setting and Pertinent
Demographics,” Counseling Psychology Quar-
terly, 12, 293-302.

Wolpin, J., Ronald J. Burke, and Esther R.
Greenglass (1991), “Is Job Satisfaction an
Antecedent or a Consequence of Psycholo-
gical Burnout?,” Human Relation, 44, 193-209.

Zhou, Jing and Jennifer M. George (2003), "Awa-
kening Employee Creativity: The Role of
Leader Emotional Intelligence,” The Lea-
dership Quarterly, 14, 545-568.

223



A Study on Relationship of Salesperson’s Emotional
Intelligence, Burnout, and Customer-Oriented Selling Behavior

Sang Hee Kim*
Abstract

This study, unlike the previous studies related to salespersons, focuses on a salesperson’s
emotional factors such as emotional intelligence and burnout as determinants of his/her selling
behavior. In particular, it emphasizes emotional intelligence as a major factor that makes
salespersons suffer less burnout in their interaction with customers. The prior studies related
to burnout have focused on the causes, suggesting personal factors(personality, daily living),
customer factors(the number of customers and the frequency of contact), and working
environment factors(excessive demands from organizations and people, overwork, lack of
self-regulation, ambiguity of roles, and conflicts among roles). These causes, however, can be
uncontrollable factors for salespersons or inevitable factors due to the job of the salesperson.
Therefore burnout is so common a phenomenon for salespersons that it would be difficult for
organizations to find and eradicate the causes and to reduce burnout levels among salespersons.

This study will present emotional intelligence, a kind of personal characteristics, as a possible
variable of reducing burnout that salespersons have obliged to suffer. Emotional intelligence is
defined as an ability to perceive and control his/her emotions, motivate oneself, understand
others and maintain good interpersonal relationships, an ability to self-control stressing
social-friendliness among the properties of human emotion including the ability to understand
self and others and empathy with others. If individuals have higher level of emotion
intelligence, they will more likely to deal with negative psychological phenomena in interaction
with customers. In addition to one's acquiring diverse knowledge on sales, one's ability to deal
with social conflicts, address emotional problems, and have a flexible way of thinking can be

* Full-time Instructor of Marketing, College of Business Administration, Chonnam National University.
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more important qualifications for salespersons that help to meet the demand of customers well
and show their ability to work.

The findings suggest that a salesperson’s emotional intelligence serves as the factor that
reduce his/her burnout in the process of sales, demonstrating that the decrease or increase of
burnout has a significant impact on a salesperson's selling behavior. This implies that to
induce positive behavior from salespeople who have suffered negative psychological phenomena
because of frequent interaction with customers, it is important for organizations to train and
manage employees to have higher emotional intelligence such as the ability to perceive and
control their emotion, to motivate themselves, to understand others, and to maintain good
interpersonal relationships, as well as knowledge training on works. In other words, a salesperson’s
emotional ability as well as his/her selling knowledge is a key element for his/her ability to
meet demands from customers. Therefore, emotional intelligence, an emotional ability to deal
with and adapt to various customer interaction, is a key variable, even though a salesperson
has suffered burnout in a process of interaction with customers. So decreased burnout has a
consequence on a salesperson’s selling behavior.

This study highlights the importance of a salesperson’s emotional ability and emotional

phenomenon, and provides a guideline to the recruitment and training of salespersons.

Key words: salesperson, emotional intelligence, burnout, customer-oriented selling behavior
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