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test ok A, Al 2RAt ARSand e (ua)e] 22 39 slelA 4 wgeld
N L7lE A e ARE Bl YeAkr T n B aow

A, A Wl 2249 38/548 BAE fdste Grandey (2000)7} AAg AHE =% 2
Qo= o079 AR, 22 AA weor 2w 73 L—.%S_ FHgSf e} PR i 2
et AFA5S FOUK A, 34 F4 BA S, A xEd dFE vAe A3A ¢A
EHE 47 5 W g e A 2 28 A ASAE i 7ldek AAA AR AATsH
JAERZ+= oudt all5e] YA A¥r sl gt Atk Hogel dd e uAe] Fsas
oo} 2 FAA AFE 3= /I Ul A 7 W, uAne] e A&, a9 gy, =
s TRAES oz Aed vt glg Bk Ao 9] 2 Fol TEHUL, AAH AL T
ofel 493 Hope A= A9 AFsttn & A & ¥HH AR o] £IHAY. F uy 4
F otk wel B A3 AnE B 22 98 gk Wt IleAY, 239 1 ®d
ST AT TS AT AR AF RS A o] A a7 2 Af ZEAEY 29I
ehete 5o FA ATE FPsh] A 7k Al UHAS e 2 A eF IS vX e et
THoEM R4, AFA A AT £ A woHE g dva & Aot
s AR 2 T s 9 nAE 8Y9ER 99
148 ZA, 98, A 584, AT 5% 2
< 7HQ1 B4 WQlo] S A Uk B3e
Il. 0|2 H{A o, ooz 27 A g9lo AR A&, At
2 589 AY o] AHreEd ¥ =+

= T 7H, e A4l A
2.1 Z™s(Emotional labor) e e S g% & zdste FP0l
lom ool s 53] UG Hold
WY wgold, A afote v g 4 dee AARITHKruml & Geddes, 2000). E3t
& R S YFE BojAls 42 2 AAA FAA ] A ARE B AR O
9 5 499 A E 3l =¥ dAE Wletan WSl whshe Aol oM vs =
oujgity. &, 24 5EE Asl el w4 2 &5 A wEvs AdsH 2 5+ Aok (Morris
% gdske AL A7 ds W ol #Ysta & Feldman, 1996). A x=Fo 2 13| of7]
2 3t A Z=7F 28 =% Aoltk(Hochschild, T de A7AQA Az i 9@ x2He] ehd & A
1983). °]9} FAFEHA Grandey (2000)& Z8x= A8kt Grandey, 2000). 7§91¢] ohgdo g2 7
Te 4% 24 RIEE A Q1Y w4 A Al B ARNSs Ao gerEs A g
(felt emotion) 2 %@ 71:L7§§(e)(p1”essed emotlon) 23] Peol &S = 7 vk & Aolth,
= M5tk AR A xd A S ol Grandey (2000)¢] #4es Rd2 A we2
Aels7| & sttt 7Hd, A 7]EH°ﬂ —roé}ﬂ ot e TUGY S YR TR
AR e W0l opr|d ¢ Sl= 23

[¢}
Al AN BN WASAHERDS) B £ A, 44 g 2
Axel qHel 4 % d AAE Rl A 5% At FolA BF ATASAA T



= L) BA

& 54

o

A

ol

& dite

Y 2 uls} i,

2.2 MMH A4 0|2 (affective events theory)

)
=
Q
]
joN
[©)
<
2 S
g
-
= Az
o re
09; —LI
o
= ruﬁ‘;
W rlo
i
r—|-4 02‘4_1
S0
offt
2,

rir
=
o Hr re

X o
ol
N
! =
2,
Jm ==
5 e
o, m&
5w
e
= o
L o,
ol Fo
rir
ne E ol
2o e
B
A T
= L o0 b o

30 0 W oX of & ki

=2

= N

rlo 1o, mkﬂ, o}‘*l_,
Y

ol
e
X

N
-~

=2

ol

ol

X,

s

e

=

ry

it

a 2L

— ot

W
=

L A o o

=
og]
)
o2}
e
=
e
S
2}
=
@
=
DO
o
o
»
-+
&
2l

Grandey (2000)9] 04?01]/\1% 217
AP g migto] ZRAEY] oW A

=4 ke Ao gk vke 9 o)
olm o] & Qe 2ejd F Ue AHES
A o g AU S dsfM e 2
Grandey (2000) A= 5% A7}

= e

o 2
&
et

-
NS

X

o[o

o
& oqg 1> oo
o %9 rlo
2 © T
EN

o
o,
b
offl
=2

80 e 28s &

AgAon oWd 9L PALA e A7
0 REaga AFToas oF 1 BAE
W% 204 AR 9

O

121g Al FAA AbA o] & 2de Grandey
(2000)¢] Bd& Bes) = 4 Utk FAA AR
o] &(Affective Events Theory: AET)°|g, Weiss
& Cropanzano (1996)° 23] A5o2 AAIH
3 RS o] 2o A7 S MR A7 A

dolubt et Aol 2EAEY BE 2 Y%F
wge] 9% v & drke AAUES AL

o] Zo|t}(Ashkanasy& Daus, 2002; Weiss &
Cropanzano, 1996).

(2" DellA 2o Fxo] AMH AR o] Eof|A
<2 AMe 25E =dM e HY &
oA WA E = TheFek AR tigh Q19 whg-o]
3 QMg A9 S-S Ao b, AN A

6 A=) o =R ) o R B B e S N )
AR Ed4ta de RE AL njshed,
sk X_}o‘j 3 EAL 4}\114 Az uﬂa};ﬂ oJ3FL
2] A %E}(Brlef & Weiss, 2002)

o oon l‘ll‘

Ea gl Qx| Dt HE
(Work  Environment (Judgment Driven Behavior)
Features)

A& U MA M S AL =
(Work Event) (Affective (Work Attitude)
Reaction)

Helx D& A J|et s
(Affective Disposition) (Affective Driven
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Modeling Affective experience and Emotional Labor
Process in the Workplace: Grounded Theory Approach

Hyewon Kong® - Hyosun Kim™**

Abstract

This study investigated the affective experience of employees in the service oriented workplace
based on the Affective Events Theory. In particular, this study aimed to explore the conditions
which cause positive and negative affective experiences in the workplace and the intervening
conditions (moderating conditions) which either alleviate or aggravate the affective experiences
within the workplace. To explore the process aspects of emotional labor, we adopted a grounded
theory approach. One of the researchers conducted a semi-structured in-depth interview with
12 employees who are working in the service oriented industry which requires extensive
emotional labor. The interviews with participants were analyzed according to the framework of
grounded theory (causal conditions, contextual conditions, phenomena, action/interaction,
intervening conditions, consequences).

The analysis of the interviews showed that personal accomplishment, customer's expression
of positive emotion, pro-social behavior of customers, compliments from one’s boss or colleague,
and acknowledgement and compensation triggered positive emotion for employees. On the
other hand, physical and mental fatigue, humiliating experience from the interaction with
customers, the lack of company's support policy, and the lack of immediate manager's relational
ability triggered negative emotion for employees.

Intervening conditions that mediate the relationship between affective experience and
organizational and individual outcome could be roughly divided into an individual dimension
and an organizational dimension. Personal characteristics, such as enthusiasm for one’s career,
work and life balance, job identification, self-efficacy, and emotional intelligence were identified

as the intervening conditions in the individual dimension. In the case of the organizational
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Corresponding Author
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dimension, emotional support within the workplace, such as sense of belongingness, empowerment,
support from one's boss and colleague, as well as instrumental support, such as employee welfare
system, employment security, recruitment and compensation system, were identified as intervening
conditions. In addition, organizational atmosphere that encourages organizational learning, such
as sharing of experiences, provision of opportunities for learning, and feedback, were related
to emotional labor, which have not been frequently covered in previous studies. Finally, organizational
justice factors, such as interactional justice, procedural justice, and distributional justice, were
classified as intervening conditions in the organizational dimension.

The analytical processes and findings of this study, based on grounded theory, present a
detailed understanding the emotional labor process, and provide more substantive working-
level implications by reflecting on the actual experience employees.

A brief explanation of several implications is as follows. First of all, organization managers
should understand the source of affective experience that trigger positive emotions and negative
emotions of employees, so as to maintain the positive sentiment of employees. Second, although
customer satisfaction is important, organizations should also provide companywide politices to
protect employees who are engaged in extensive emotional labor. Third, compliments, understanding,
and consideration extended by the boss not only induce positive emotion of employees, but also
alleviate the negative effect of emotion on various outcomes within organization.

To sum up, we conclude that the study of emotional labor process in organizational settings
has provided new and important insights into the way in which people in organizations behave.
We offer advice for managers to enable them to develop and to maintain a positive emotional

climate in their organizations.

Key Words: emotional labor, affective events theory, qualitative study, emotional labor

modeling
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