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A7l A2E A 248 £ 3ith ome dE ¢ T AR AL F e vHeRE F
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SV Bl AAA NS Az A 4A 1 ek T, ARl AME 2ddte §Y,
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e B3 vk FA S nAdey  #YT F de Jed T¢I Ay, o
F4%th Ryan(2005) A% #gdA A H FA e A4 qUAY wE, S F
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a7t B dAFEo]l AMATE exl
gttt Fgatgrk. & 59 Dulewicz
(2003), Slaski and Cartwright(2002)& A

Ago] A% rEdAS $PHOR WAY A,

o o

Sl E A48 5(2008)0] AAAF0] B
$3 27 2 4799 Aoldd 22 4L e
AL BolFth £ S SYUsE 97
e ) MEE TANFH 93 AF FE
#2 e A7 29S 9P 14820060 3
A0 BRG] FAAY JFE AR Ao

gl Agle] PEe BRle APHORE TS

WA Ao ANE & deh ¢ AdA 48 7

AY FHHA YN ARG Age ARHow
5ol

U A4 o O Zo
AED dARE A w7
(Fredrickson % 2008). = A3} &3 gn
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A $ee fEsE 248 A3 23} A Hu
Mgl A4 W] PR Bolot SEt W2
2 A4S o sl St 2S wasgn o
Aoz Wi YRS Ade FH4 4N B ~
Eds 23S udoz & 38T Aoz A3
g %+ 9t

2382006 BUF o) AAE B 244G

Ao gEitta FAshet A
determination theory, Ryan and Deci 2000)
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L3 $2FON} Bee 9 1A Aol
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Aeola Faks Aoz g 24E Ao

-

O ]

2 A —
H1 eFshe Folth ofF HiEoR g A
A A7 5(2008), =3l 5(2007)& £ 3
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#4  YPEHZ(Subjective Happiness Scale,
SHS) ¢} Diener 5(1985)9] afel tigh A=
(Satisfaction with Life Scale, SWLS)E ©]&
19Tt SHSE Yl #doz fAFo el 2~
2, 52 93 BlaeA 2ple] g5 E Likert
o 7d HAER Edvh. ol B¥geE FAE
SWLSE a9 72 AxZ Hukzlog E1 glo
QA T8 HEE o] &elth. A 5(2007)9]
AFoA AErts dutE 37 2
7+ 76 I 84%oH o‘i M= 833 .86°
2 Ueht 2 Alsde 2

A SHE -?43/‘1 AT Asd
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The Influence of Sales Associate’s Happiness on Burnout:
Mediating Roles of Mindfulness and Emotional Intelligence

SeongMu Suh* - Ji-Woo Lee™**

Abstract

Retail consumers expect to enjoy hedonic experiences such as a cozy store atmosphere and
a pleasant social interaction with sales associates in addition to their functional shopping
experience. Accordingly, sales associates are expected to engage in emotional labor, that is,
to meet the expectations of customers regardless of their true mood at the moment of
interacting with the customer. A sales associate experiences burnout when exposed to such a
stressful situation especially without having supporting personal or social resources to fall
back on. The primary causes of burnout are identified as the demands of customers and staff,
and customer contact frequency.

This study examines whether a sales associate’s happiness ameliorates burnout. The
research model consists of four variables: (1) happiness as the independent variable, (2)
mindfulness and (3) emotional intelligences as mediating variables, and (4) burnout as the
target dependent variable. Among the four variables, mindfulness has not yet been discussed
in management literature, yet it has been largely investigated in psychology and medicine.
Mindfulness has been defined in various ways. Brown and Ryan (2003) define mindfulness
as a receptive attention to and awareness of present events and experiences. Mindfulness is
negatively related to numerous unhealthy conditions such as stress, anxiety, and depression.
On the other hand, mindfulness is positively related to physical and mental wellbeing as
well as personal satisfaction with life.

The research model is based on the broaden-and-build theory of positive emotions

proposed by Fredrickson (1998). The theory maintains that positive emotions such as joy,
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contentment, and love broaden an individual's cognitive and behavioral perspectives, which
in turn build the individual's social, psychological and physical resource that can enhance
the individual's achievements in every aspect of daily activities. In other words, the theory
states that happiness brings success through increased personal resources. This view is
strikingly in contrast with the pessimistic thoughts about happiness. Some have argued that
happiness is genetically determined, while others have argued that happy people who
becomes idle inevitably becomes unhappy.

This research paper proposes six hypotheses. The first and second hypotheses examine
whether a sales associate’s happiness builds mindfulness and emotional intelligence. The
third and fourth hypotheses examine the direct influences of mindfulness on emotional
intelligence and burnout. The fifth hypothesis studies whether happiness directly ameliorates
burnout. Lastly, the sixth hypothesis studies whether emotional intelligence negatively influences
burnout. The research model as a whole investigates whether happiness influences burnout
both directly and indirectly through mindfulness and emotional intelligence.

The research compiled and analyzed 224 survey responses from sales associates of six
retail stores. From the analysis, five out of the six hypotheses were supported. However, the
hypothesis concerning emotional intelligence and burnout was not supported. This finding is
not surprising given that previous studies also showed inconsistencies in this matter. It
seems that emotional intelligence loses its impact when mindfulness is introduced into the
model. In sum, the results point out that a happy sales associate may increase mindfulness
and emotional intelligence and decrease the possibilities of burnout. In that process,
mindfulness turns out to be a very important mediating variable while emotional intelligence
fails to show an impact. The managerial implication of the research results is that brick and
mortar retail businesses should develop internal training programs aimed at increasing the

happiness and mindfulness levels of sales associates.

Key words: happiness, mindfulness, meditation, emotional intelligence, burnout
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