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T 7F A= Aolnzo]Z(Ego Depletion Theory)
7} A B Z0)2(Conservation of Resources Theory)
o2 Avyd g it Aotndo] gl mEw Abg
< WA gl g skt 22 A7]E Al (Self-
regulation) el B L3 Aoyt AUA & AghA
9] Wl Bt $itiBaumeister and Heatherton,
1996). ol&l WekoA z}4le] zpgdolt o #]o] B
ezl W& A, AEA A E 2EstA] &

A Ha A Aofunzt /o]l YePAtH( Baumeister

1) Bureau of Labor Statistics. Occupational Employment and Wages: U.S. Bureau of Labor Statistics: Washington,
DC, USA, 2009.Department of Business Innovation and Skills. Small and Medium-sized Enterprise (SME) Statistics
for the UK and Regions 2009: Government of the United Kingdom: London, UK, 2010.

2) http://www.mt.co.kr/view/mtview.php?type=1&no=2014051311242565368 &outlink=1
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et al., 2000; Baumeister, 2002). =, 4o
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Aol Bfrata e Aoy duAE FYst
frh g ol BN 282 duAy A
& A7) wol A A e Tk 2
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A stn 9tH(Hobfoll, 1989; 2001; Westman
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=
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(McCormick and Tiffin, 1974). Smith(1967)
1 FRkE2 74 7hRle] ARAle A o) ddato] A
e Y F3E o WE7] wZel, o
W A HellA SHdEH Fs5adote
M FEE25H dod & it
ZANV YT Hiogo] ol AAGlo] 25 gl A]
ZoR ste PdF o199 PF= 9ngH(Organ,
1988). 53], 24| Tgo| HE PFo2 24
ApA oln) 71 ] 3
o] PFI TEE Fv YT 2L B THHAA F
HHOR Ego| He P& u|ste 7
Yoz 7Rk HoH7%E Frh(McNeely and
Meglino, 1994: Organ and Konovsky, 1989:
Smith et al., 1983). o]&l ZAARIEFE e 9
&% (extra-role behavior)o]lx A AFH 54
= AU Q7] wZel] 22¢] 75 EHHeR
FY5 = d =S T (Podsakoff et al., 2000).
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2 a1 (Ashforth and Humphrey, 1993), $49¢
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S 2 ste] A7lElsh, WA BMA A
A& Az 3l (Abraham, 1998: Grandey,
2003; Zapf and Holz, 2006), 9&#¢5S H&
g} (Zapf, 2002; Morris and Feldman, 1997).
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2¢le| op7iEntet Ha|H 2elol| chst
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Tang, 2010)%5°] dFHaL itk Aotazo] 23} 2
duEo| 2o ZAZ uf 7|ellM FHLEo] A 45
E AR zse 257 ol 24 YA XVU

= AU 2E53717F 47 dvhe 2E A43)
A st Agd 71142 =717 dth(Brotheridge
and Grandey, 2002). &A] 42 13| oF k=
A 2] BEUXTE dojyhe HA oA B sk
ARzshe A B, A4, 5 9 8143t
ek ol gt A& A9l I BAIE %ﬂ?opﬂowh_
gt} (Brotheridge and Grandey, 2002).
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and Heuven, 2006: Heuven and Bakker, 2003;
Kenworthy et al., 2014: Zapf et al., 2001).
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2o B} THLEH F3FES et 2382
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1998; Ashforth and Humphrey, 1993; Cropanzano
et al., 2003: Karatepe and Aleshinloye, 2009:
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Zuexs-RReT 2 A M2l
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o EH °13 HollAl =& 779 FAA gt

A ZyeHA &t (Lashley, 2002), 483 91“%!01
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TH(Pugliesi, 1999). ©|
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#7 ¥ (Judge and Bono, 2001). A% ’“Eﬁﬂ
e FUYLLeR st AF5d 21 AA A 2
HE 49 d5or o v 2e AeF ﬂ]
E AAA o1 o9 aE A B AUAE
SRS st R AFHEE oA dot
(Halbesleb en and Buckley, 2004: Perrewé et
A e 1}91% ARG EE
4] EL AFAAG 1 8
o o Q= el 322 =4
= AR F gl Al Fo7 ARl o
AitS FPote = o go] o] F7H 34
T2 ARA o Y e e Kol
%A @} (Bakker and Heuven, 2006: Cheung
and Tang, 2010: Cropanzano et al., 2003:
Francis and Ray, 2013: Hobfoll, 1989).
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58, A7eEs F9del A AR )
0 HE QA A3, 94, BB w2 74
ng YNz $2, A%5AAe) 54, 399
54, 240 0% vhe7k Sl ue A7) B
F999 A4e gk 5 Q. ARFPAA 8
FHE A5 vhoR FHHA RAAG A%
srha B gon FAEe 4T5q6
Ve LD B} 2B A2 AZe) Hel 4
FerEs20] Hol7u (Abraham, 1999), ©1&
Aa7t et 24 n2g wA B od 34

2¢le| op7iEntet Ha|H 2elol| chst

rok

A4 aEe BE 2Yassd 4
FaAEol offA Ha As 24
"t}H(Jackson and Maslach, 1981: Cordes and
Dougherty, 1993; Mann, 2007). o]& =&

A The3t ge Ho] £29 4 gtk
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W 20 AR RES-2AANYE Aol A
1AL fo @ v g Aot

7Md 3 AARZI-ARDE Alojo A AR 2
Edze o fAdEs & Aoln

T 4 PARZE-ZAA TGS Alo|o|A] AT
AEGAE §93 ujdES & Aolr}

2.2 ZHExS-AR|A Q0| Ajo[ofA] Az odat

AR Q- 2 ( Karasek 1979; Karasek
and Theorell, 1990) A A&l thal Az &+

ARRIER Qg WA 4 9 AR ~EY A 71

7b] tjerst 9Jr§} WAYF (Buffering Mechanisms)
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AL B Y 29 FEHE e AN A, 2
g, A5 FA=FFE - AAZ, 2007), *}F}«]
7&@ ‘:41‘301] 0“%}% S

W = Uﬂ ﬂ
At (HeA -
FEl-&, 2004; Cullen and Sackett, 2003), 7
Ao e Qe Aed eales 24-ste W
2 2349 4 3t (Austin et al., 2008; Judge
et al., 2009; Kiffin-Petersen et al., 2011).
BASH &7 F Bigh Bd& - AFdA N
19 AH BEAS HoFe A sHoR dF
"t (Barrick and Mount, 1991; John and
Srivastava, 1999; Sibley and Duckitt, 2009).
2 AFXE 5 HAEA & BAA A
e T XA S A B (A
7AA8)% gulE s g e s B
T A BA A Aol fla E=& Zl"c}% 22208}
™ (Barrick and Mount, 1991), E<Fsta} 4l2]w
skl o] moh(AHNA - AAE, 2012), &
A=Y o#les BT (Kiffin-Petersen et
al., 2011). ¥Ho] PA A P& Hole A
WA A 0] mot 2EHAY ABA, T F
& Alofste sgeo] Holuta(olalzl, 2004), 7
2728 g e 2o Yt (Burisch, 2000;
2005; Mills and Huebner, 1998;
Zellars et al., 1999). &, A Aoz HgAQI
At AN E RS e Aoy oyl B
Brole A71EA viAYSFo] A=
ng 7 5= x]ﬂs}lﬂ g].l: 71-
1S Aoz B
Qologw

o}i

Garcia et al.,

o

Dearborn and Hastings, 1987). 7 Lﬂ "37—3.01]
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ue} ~EHAS v I v a2t 4
< e AFelA oln] A7]Eo] grh(o]dw], 1995).

£ 59, Blau(1987)= 71 A4 o8 &
A % BA9A (locus of control)dll 5313 =H],

A3 WASAN dd A2 A FA9
AFRET 2EY2E Ade Yo o FdTh
Dearborn and Hastings(1987)2] A+E& Type
B 479 Atgo] Type A 4749 AHHEY ~EH|
25 ¢ A7 deta Busgit. & dTe 44
o] oA §% F Bighd 44 ?Pg” S| T
gtk AAA S Hol
of thet FAZF 284
2B &, 0%, HH 55 Aldfste s8] =71 9
T, FAA d5=2 ) dAshe 2Ed 20
o 2 tixgeh(eteled, 2005; Tan et al., 2003).
Hio] A A QHgAdo] B Al AR &
Al B2E gol i, B4 FA
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2R zE-HREE 2 TAIN A2lN R0lel opIETIl Al2X 2000 o SYEle] 4241 2ausel AT
sl g 24 F3e JuoAQ A4S Hn 94, 2014 Brenner and Bartell, 1984), &
AtH(olef 2] ¢, 2014: A&, 2010). ol W& 3], AUHEO| A ZHAFE 2EH 2 1%
dAr 2EHAFE THLY A5 244 gigk 712 9 JaF dAHE F e Fe aQloR A4
AQl & FAEE AW T & dth(Graham,  =SITH(Hobfoll, 1989). F9HUES] 2&717t0] 2
1986; Smith et al., 1983). #d ATl 2&  FZF 25 24 Y FF53 3 YES IS 230
doee AFHE 5 2308 %, 53 571 39 °]°1 B THUEETH Add Ads T2 3
oF ZAFAAA e A e AR UERT ol Bl A HiArdel &4 Haste
A AAY, 22 W ARl B A 301 AT 2EY 25 @ A48 drh(Bradley,
5 BldA 285 FA Hol=F 7] flel o+ 2007: Sohn and Lee, 2012). W& 237 ¢
E AlHE AZA o7 Z3(Karambayya, 1989), S THEES A A FRok AAZ o]
T&7)7k0] 442 FRukEo] 2o Aoy Yelyt  u]eketa(Brief et al., 1995), & i3 ALg
THAE S, 1998; Johnson and Johnson, 2000). 5} o] wrol AR ~EYAE H A4E 4 9tk
Z&7|3te] AFE AL G fFo] F7kstd & (Frese and Zapf, 1988: Tsui et al., 1992).
HAo =) o] oA (3Ed, 2004), 43 olgl WA Z&dFe FAY xS E
232 A THdel AN edEet A AR ol FHA A g wA AT ~EY
st A5, 22T NS FLAlE = Aol 4s 25 AZshe AN 28 48E & ZoE 7
1(Koch and Steers, 1978), 27| tjgt F44 et o] o] fE v 2 Mol EEET
jﬂr N = woh(AYE - $8A 2007; Tsui et (B AFEdL 19 1 %)

, 1992), Rz 73 Aoz Z7|7t
/] 22 ] Alglghe] 7|Rke tiA P Fo] 7heste M T 2AFARALY] 2557 AeE A
Ad THLES A 2ol Yeh ] E& 2 Z3-Hnzt o] H(+)9 #Ae %
2 BA & A 71EY B AFeA 25ds shg ot}
T 2Ef 2o 2P0z (o} 9, 2009: % 7Hd 81 2AFAAY 2&deTt 245 T
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T Jor AR Oﬂ gk A Suvt skt s R tt. F

omjgth (249 ¢, 2014). #4x 7&% Maslach ~ # oo 2RH 2ed 23S Bt Yo g7

and Jackson (1981)7} et AFH = (Maslach & Fdsted Zod A5 O1A, 71+

Burnout Inventory, MBDoIA P uzda} #Ha 7&?37} l?—;‘“q O}E} ‘/}L UrJ ?_?}O] o]

H AR FEI ARSIt 2 AFddA Y A &
z o

~EYAE TH AR 239
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uA2 AR Y A AT g wAG] HE gl ?3 < Ur°ﬂ7ﬂ 71dist= 34\73: 333.” 3 REA
g FYHA 520t He d4E AF A o, W A Al W Addo] oIS g
ditH o g ARs YT uf 7AWz =0l o & 4 gloh)
A =0, HE A WFelw ghds] A
A=z s AMAeR vide 7t} o] 579 & 3.2.3 BAEH RN BAMA A 3 2H5dF
= @83t T4 HEE AT

A 2EY 2w Hiloly o] x4 497 AL ML A, Y, Ase FAE ot
ot Ao aQl5o] ek ¥h3-(Rehman et al.,, ™ 93] P Aoln A&HQ S4S B 24l
2012), AE)A 25 (A, 2005), AFFdAe BHUE & AodFe o8 SHov(d T - A
ARAA Q9] Alole] AzAgom Qs AAA 7] AT, 2007). £, Ao HE 2 74 FAd &
ToRTH Qo] ojgete s WEE HAlA, £ 88 9GS 712)7] i 24P F T ATolA
2 271 (Beehr and Newman, 1978)22 Fejd  F8& WFE 7ol FgH(George, 1992). 44
t} B3], 290] Ao A Lo the) AL AT F HdsH &85 1 9+ Bighe(Sibley
A A4S BF Ao qgor AregoRRE  and Duckitt, 2009) 424 ZzjatdS %4 stetd]
e FEe i ¢ glvdn =2 Af A 2E AASEE gofeted 3411 eItk (John and
g ~7F AT (French et al., 1982). Beehr Srivastava, 1999). Bight 347 <4, ol
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(% 3) 7|z8A2
ks ;i;i 1 2 3 4 5 6 7 8 9 10 11 12
1 A5s 4.273 997
2. 2ANNYE  4.760 915 330%
3. 3z 4278 1.094 -.324** -.053
4 AF2EYx 3685  1.041 -421** -226" 513"
5. 48 5xs 4426 1.165 -.307** -.085 4287 408"
6. AAAMRY  4.023 961 195" 048  -.067 -.018" -.201*
7. 2&dF 3250 1.801 .012 1247 -038  -.053 078 -.011
8. 84 1.337 A13.040 0 -039  -.020 .035 1270 -.085 185"
9. 9% 2.826 843 014 147 -061  -.067 041 =071 667 -.204*
10. L&FE 3.846 827 082 101 -.018  -.006 063 -.036 .100 .044 116*
1. 4% 1.826  1.074 -.006 -.063 011 -.042  -.022 184* -024  -165™ -.056  -.122°
12. 4% 5049 1.340 -.023  -147% -1200  124% 047 036 -541%F 199%F -.661%F -114*  -.043
13. AR 2.012 518 217 059  -.007  -.060 .042 018 .038 032 .058 256 -075 020
**p(.01, *p(.05
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A4 -.038 .108 -.015
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ZAFR .064 .098 .067
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Hnz
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HERSNRET 2 BAOIA M2lH 2010 ophEDiel MaiX 20l tiEt ZYde| 423 24dse mHET

"
19 2HA| 3T 497
b S.E. b S.E. b S.E. b S.E.

A 3.451"** 587 4.156*** 565 2.329%** 579 4.904*** 547
A4 .084 117 176 111 -.103 114 142 105
A -.028 .085 027 .081 -.036 .083 015 077
AEFE .030 067 .052 .064 -.001 .065 .051 .060
2z .015 051 021 .048 -.044 .049 .007 045
AF -.035 .053 -.005 .051 073 .052 018 .048
ZATFE 410" 106 419"** 100 -.159 .103 .368"** 095
R 235 -.282%* (044 -163*** 045
AL AEY A -.396*** 045 -.321** 050

Ft 2.984** 8.846*** 11.056%** 10.151%**

R 156 187 195

FAE B .034 .138 170 176
N=344, 1 p{.1: *p(.05: **p{.01: ***p.001
bE BEZ3 A4S, S.EE EEeAE onjgt,
(B 7) 2EExs-ZRARIYS 200l 22 AE|A0| oipfEn} 24D}
F&Ws: AP F
14 2 3 497
b S.E. b S.E. b S.E. b S.E.

RS 4.593%* 543 4,772 B51 5.203** 552 5.205"** 554
A4 -.038 .108 -.015 .108 -.035 105 -.034 106
A 074 079 .088 079 .081 077 .081 078
WEGE 074 062 .080 .062 .079 061 .080 061
Rk -.047 .047 -.045 .047 -.053 .046 -.053 .046
A3 -.064 .049 -.056 .049 -.043 .049 -.043 .049
ZAFR .064 .098 067 .098 .037 .096 .037 .097
7H Bz 5 -.072t .043 -.003 046
AR AEY A -.188*** 046 -.186*** 051

Fg 2.159* 2.265* 4.261%* 3.718%**

R .037 .045 .082 082

TRE B .020 .025 062 .060

N=344, % p<{.1: *p.05: **p(.01: ***p(.001
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(F 9) MAEMoZM MMA oMol M E XS

SR RENT 7 Aol MElX 20l of7h=ntel Mz 2elol chst

rok

&5 Agad
281 29 733 2y
b SE. b S.E. b S.E. b S.E.
S 3.702*** 656 2.670*** 602 4.068"** 702 1.018 952
k] -.097 130 -.231%F 118 -.110 130 -.218% 118
A .038 095 -.043 .086 031 095 -.045 .086
WEFE .001 075 -.030 068 .000 075 -.031 067
Az 011 057 .002 051 .025 057 -.001 .052
A 121* .060 077 054 122* 060 .073 054
AR -.020 119 -.034 107 -.013 119 -.048 107
AR5 23} 413** 046 T56% 154
M A g A -.090 .063 418* 185
S .
A4 -.085 037
F& 971 12.330%** 1.131 10.296%**
R? 017 204 023 217
FAE R? -.001 188 003 196
N—344 T p(.1: *pC.05: " p.01: ***p(.001
b HEZE 3|AAF, S.E.E FEeAE ou]et
(£ 10) MASNOoRM MAMH EMo| BRSNS Asa|rof et ZHED
ZE50 5 AR AEYA
281 239 33 T3y
b SE. b SE. b S.E. b S.E.
e 3.251** 656 2.329*** 579 3.719*** 665 855 914
A 017 130 -.103 114 .000 123 -.093* 113
A 036 095 -.036 .083 027 .090 -.041 082
WEGFE 027 075 -.001 .065 025 071 -.002 065
Az -.035 057 -.044 .049 -.018 .054 -.041 .050
A 112* .060 073 052 113 .056 070 052
AR -.146 119 -.159 103 -.138 112 -.170% 102
Rzt 369%** 044 703"+ 148
A A -.116% .059 .378* 178
WY H-Z8hx *
73*1 Aok -.085 035
F# 1.262 11.056%* 1.632 9.382%**
R2 022 187 .033 202
39 R? .005 170 013 180
N=344,F p.1: *p.05: *p.01: ***p(.001
bE HIEZE3E FAASF, S.E.& FE2AS 9nd
YT ®asH w25 20164 4Y 637



595 AP
281 g 733 2y
b S.E. b S.E. b S.E. b S.E.
R 3.702"** 656 2.670*** 602 3.719*** 657 2.523 606
A -.097 130 -.231%F 118 -.092 131 -.270* 120
A .038 095 -.043 .086 015 105 -.066 095
WEFE .001 075 -.030 068 -.001 075 -.025 068
Az 011 057 .002 051 012 057 .001 051
A 121% .060 077 054 125* .060 072 .054
AR -.020 119 -.034 107 -.020 119 -.069 108
AR5 23} 413** 046 489*** 059
Z&d5 .082 150 912 458
RS .
e -.200 098
F& 971 12.330%** 873 10.1217%*
R? 017 204 018 214
FAE R? -.001 188 -.003 193
N=344, % p(.1: *p.05; *p{.01: ***p.001
bt BlEF3} 3HAAF, S.E. & EFAE 9n|g
(B 12) 2850 2YRxslAR Aserof Cist ZHED
F&U$: 2EZ A
281 39 233 234
b SE. b S.E. b S.E. b S.E.
o 3.251"** 656 2.329*** 579 3.252%%* 624 2.266*** 585
A 017 130 -.103 114 017 124 -.119 116
A 036 .095 -.036 083 035 .099 -.027 091
WEGFE 027 075 -.001 .065 026 071 -.002 .065
Az -.035 057 -.044 .049 -.035 054 -.044 049
AF 112* .060 073 052 112t 057 .068 052
AR -.146 119 -.159 103 -.147 113 -.170 104
Rzt 369%** 044 395%** 057
Z&ds .005 142 235 442
VAT R=RZ S
At 065 .094
= T
F# 1.262 11.056%* 1.079 8.636%*
R? .022 187 .022 .189
39 R? .005 170 002 167
N=344,F p.1: *p.05: *p.01: ***p(.001
bE HIEZE3E FAASF, S.E.& FE2AS 9nd
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The Effects of Emotional Dissonance on the Employees’ Job

Satisfaction and Organizational Citizenship Behavior:
Mediating Effect of Exhaustion and Stress and Moderating Effects of
Personality and Tenure

Albina Lim™* - Yang-Kyu Park** - Yujin Back***

Abstract

There has been much discussion concerning the emotion of employees along with the expansion
of service industry. Extant studies dealing with emotion have usually focused on the emotion of
employees working in the service industry. However, the emotion of employees is also important
for organizations belonging to non-service industry. Therefore, we believe that research regarding
employees emotion should be extended to small- and medium-sized firms, since the employees
of small- and medium-sized organizations are frequently communicating and interacting with
each other and much more emotional work of employees is needed. However, few research have
been found in the relevant literature. Moreover, it is often found that employees in such firms
are not fully supported by a smart personnel and organization system that leads to favorable job-
performance. Instead, their work are piled up and role conflicts are rampant in the departments
throughout the organizations. In this situation they are frequently confronted with emotional
discomfort. Hence it is plausible to focus on their emotions and its effects on psychological side
(e.g., exhaustion & stress) and job-related attitudes (e.g., job satisfaction & organizational
citizenship behavior).

Based on the ego depletion theory and conservation of resource theory, we attempt to investigate
the effects of emotional work in such firms. First, we argue that emotional dissonance increases

the exhaustion and stress level. Emotional dissonance also influences job satisfaction and
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organizational citizenship behavior in a negative way. Meanwhile, exhaustion and stress levels
decreases job satisfaction and organizational citizenship behavior. Hence we suggest that the
exhaustion and stress mediate the emotional dissonance-job satisfaction and emotional dissonance-
organizational citizenship behavior relationship. Next, we contend that the reverse of
neuroticism (hereafter referred as emotional stability) and firm tenure moderate the relationship
between emotional dissonance and employees psychological results. Specifically we argue that
high level of emotional stability and longer firm tenure weakens the effects of emotional
dissonance on exhaustion and stress.

To test hypotheses, survey data were collected from employees who are working in small- and
medium-sized firms. Finally, we use 344 quantitative survey data for running the regression
analyses. Findings indicate that the exhaustion mediates ‘emotional dissonance-job satisfaction’
relationship. Exhaustion does not mediate the effect of emotional dissonance on organizational
citizenship behavior. On the other hand, stress mediates both ‘emotional dissonance-job satisfaction
and ‘emotional dissonance-organizational citizenship behavior relationship. Regarding the
moderating effects, we observe that emotional stability attenuates ‘emotional dissonance-exhaustion
and ‘emotional dissonance-stress relationship. Firm tenure moderates the relationship between
‘emotional dissonance- exhaustion’, while it does not have moderating effect on emotional

dissonance-stress relationship.

Key words: Emotional Dissonance, Exhaustion, Stress, Job Satisfaction, Organizational

Citizenship Behavior, Personality, Tenure

. A7 Qe MBTIHE PAHE 9 dzgstn A9es Az SEan ok d=gda A9, £
9 uRjels] (NEAR R A5, Fo Arioks AT-42 A 2 7
A A7 @ 7190 A% 8 244

Azp whekte dxdidta 49 weE AF Folvh, A7 AL FUE A A (ARAHF) 2 5Y Paderborntl
st gl clApete z Balekel S #HE319It} Journal of Managerial Psychology, International Journal of Operations
and Production Management, Managementforschung, A9+, $85AAT 5o =88 TRUL. F8 AF Eol=
Fe|Rzs, A7 9 2289, AF 2 dFFA A28 A 9 75 Solt)

C AR MgRe A weldstn oA AFasE A ol aRgTdeam A9, natekm A9 @ whee (3R
O

: Fe HuAddgat, A, 71978841, g4l =418 Soln, Journal of International Management,
AT, AAT Toll =EE EES )

658 AYSIT m4sH H2E 20164 4%



	감정부조화-직무태도 간 관계에서 심리적 요인의 매개효과와 심리적 요인에 대한 종업원의 성격과 근속년수의 조절효과
	Ⅰ. 서론
	Ⅱ. 이론적 배경 및 가설
	Ⅲ. 연구방법
	Ⅳ. 분석결과
	Ⅴ. 토론
	참고문헌
	Abstract


