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2.1 &MX|s(Emotional intelligence)
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(2002) 9+ AQ1TH(2015)8 AFelA AgeH 24
ETE 71ZE o 167] #FeR TS 1
A3} 1999 A= Seers & Anson(1989) 3}
#73](2009)9] FHETE 7122 6709 #Fo
2 8k A FE = Schaufeli et al.(2002)
o A2 (2015)9] AT 34 =FE 7122 174
o] T¥goz FAHT. nAA G FuljdF

Saxe & Weitz(1982)9} 71733 (2006a)2] A+

TE 7122 59 6709 #3d5 EU=
T+

=
.
TS 7 wige) 24 Hole (X 1)3 2k

= AT E 2016 102 2095 10€ 21
W 4 hEagBol 2Rete FULE %
Hom FraE RS AN F 3005
e sHaon, o 3 BAAY T T34
ALeted, 22728 AFHA B4l 2433
o|Z EA3l7] Yl §

o 59 BEs AHS 430
0, WSS Y JRUAS BAG) S8l SPSS
25.00.2 G442 8RN} P2 2 (SEM)

(E 1) gife] =2 Mo
EES 224 A9 AT
943 Ao AFE dAsE el EA, Salovey & Mayer(1990), George(2000),
A 217 ERlo] 27l g2 dAsk 23S | Abraham(2000), Law et al.(2004), Van
nee ZAsta #Tste] Al B4 5o A€ | Rooy & Viswesvaran(2004), Cartwright
e 59 & Pappas(2008), #=&(2016)

AT 7Y e WA A% R

Bowen(1983), Hochschild(1983), Groth

L ag]a A 5 ojH FFolA He mEd | et al.(2009), MHA9(2013), o]FH,
T Ag e B 1%3(2014), F3h4(2019)
IS HA 2e3 BEA0l P} Bz Ay Kahn(1990), Schaufeli et al.'(2002),
o o o el Saks(2006), Macey & Schneider(2008),
A Fg e & FE st Aol Assh= o & _ 3
£o o A Christian et al.(2011), ©]214(2015),
°e= =7 o] 40}(2019)
a9 el F RS s 19 o] | Saxe & Weitz(1982), Kelly &
228 S ZAAN77] Y8l w8ete A, a9 u) | Hoffman(1997), Franke & Park(2006),
J_jﬂjﬁﬁgcg g QEE AEY S 5 nAe] BEL2 | A4Y, Aol <rlA(2008), Homburg et
sl 77171 Al A} A7 BAE F4 | al.(2011), AN, A5, 244 (2012),
£ 7V st A o]1(2015)
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=S4T AMOSE 48 SAEAA d= 4

T H= () )& (%)
P @A 25 11.0
Sk 202 89.0
20di+-¢ 30l 33 14.5
404 64 28.2
B 50th 108 47.6
60t o] 22 9.7
AT e A 26 11.5
42/4 iy Ee A 72 31.7
of2Hlo| E(7], @71, HAH 34 15.0
At 2 Y A 95 41.9
d vt 38 16.7
apyg 1dyg 59 96 42.3
eFE 109 55 24.2
11d5E 149 o4 38 16.7
Al 227 100
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A 2= FUIESEE PN A
=R i T 2 3 4
2 118 .226 .049
4e6 279 143 189
414 .103 275 .091
292 .256 127 301
1413 181 .286 .062
41 247 .068 275
=72 .226 134 114
=55 .200 -.062 221
=74 .223 -.001 2T
1415 123 .257 077
=73 .269 .264 .050
11—r6 .029 .216 207
25 .380 133 170
aal 310 -.055 .329
g4 281 .204 139
=71 231 .180 194
2443 424 .289 -.030
w1 .696 .165 174
e84 .693 .031 .263
82 .656 .023 189
BRIz ol al2 .621 273 .259
BRIz o] 34 .607 .269 109
ERelzgola 1 .606 .261 .044
AR A2 .603 .186 .059
A713g <1802 .600 .343 .003
A713g 0184 .b97 123 135
4243 .b87 .007 .368
LS .b71 373 -.040
7134018 1 .529 .334 101
Wy 243 .b27 .018 .264
ERelzdolal3 510 .099 .330
LA A A 52 .235 791 .094
A A g 53 .208 753 .209
A A g g 54 191 .749 221
AR A A 3 56 .169 136 244
LA A A Y F5 .256 136 232
iﬂ.‘x]%k@&ﬂﬁaﬂil .308 .692 191
DA I A mEAA 5 .324 244 139
IAHTA L] A6 .262 .290 124
AT Do) w A .261 .259 .679
IAFT AL A 2 .267 .446 .592
A I o w A 3 .156 433 581
A I Lo w4 115 437 .b78




HEAEES SR AHX s DHXSN TSl RAX A0 &8t 272 75
(Z 6) KMOS%} Bartlette] A& 2z}
F& AEA ] Kaiser-Meyer-Olkin &%= .942
A FrolAlF 6750.100
Bartlette] 734 7% A= 903
PBEE] 1000
(E 7) giolzh At 24
1A% s A 7G| 27
a8 A1 | ERI A4 | 2y | :rué%g ; an | AFA
i |0 e e e | T
olg | o3 Y5
2717443 o) 8 1
eI o] 8] 0.693| 1
A xA 0.706 | 0.682 1
Hegs 0.61410.629 | 0.676 1
WA 0.863 | 0.866 | 0.881 | 0.853 1
oA} A A | 0.532 | 0.609 | 0.562 | 0.522 | 0.642 1
e 0.59210.607 | 0.616 | 0.567 | 0.687 | 0.630 1
Al 0.57410.52110.550 | 0.468 | 0.608 | 0.574 | 0.784 1
a5 0.5080.53510.556 | 0.491 1 0.603 | 0.571 | 0.729 | 0.727 1
A 0.613]0.61010.6310.560 | 0.696 | 0.650 | 0.926 | 0.918 | 0.891 1
ARG HAvjds | 0.547 | 0.563 | 0.507 | 0.426 | 0.587 | 0.674 | 0.484 | 0.518 | 0.463 | 0.535 1
4.7 B MET HI| ofel] (i 8)¥ o] AXE B} 7Es M o=
BEagon, £ dFEYY Afre AT F
2y A e FyAEE 2éste] GHI Ak & 4 et
(Goodness-of-Fit Index), TLI(Tucker-Lewie
Index), CFI(Comparative Fit Index), RMR 4.8 42 2A
(Root Meen Square Residual), RMSEA(Root
Mean Squared Error of Approximation)2] 7] AFngel ArENL v (aY 2)9 2on
F0 2 A AT (Joreskog & Sorbom, 1989). ARde] a8l uAAgH Ao AZ(B=
(% 8) 23 Mgl 41t
X GFI TLI CFI RMR RMSEA
AT+EY 232.006** .900 .969 973 .022 .051
7 - >0.90 >0.90 >0.90 <0.05 <0.1

“*p (.01
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|emx1]| [cmxz] |cmxa| [cmxa| |cmxs| [cmxs]|

.T& a2 T 56 85

63
1 coset T
; &~ ;
@ [Sei v @) 7 feoses T
e 71 52 5 3
‘-.
[ oeu | 2 % _pe{CDSB3] £18
© 30 024 R = &
= 28X s = P\ ojsE 53 =
(2 s w2 — €1)
- TE /,/" 82 s
@] < i e &
xu:!ggl @ 55
-4 cosss T
s0 o7 82
82 75 &7
[v] [ee] [as]

SEU : 27 3Helall, OEU : Bkl 4Mdelal, EC : 44 24, EU : 44 28, CMX : 24 79 mhaA|,
VI: &3 DE: @41, AB: &%, CDSB : 24A 34 ‘ﬂruﬂﬁﬂi

(27 2) A=EA

-.020, p=.848)°llM froletA] @& Fe® e AR(B=.515 p(.01) ZF Fog Aoz eyt
W 2 ol9)e] HREL fod Ao 2 Vel 2 AN AAE AT AR A Ho
THE A7 2g Rl ke ARE A (X AT 2z aAR U uddA, A
el M2W, A o] ARG A 5ol 7 7o ARE Vvt g JMHASTE HAUSEH
2(B=.285, p<.01), A5l A FA44 (Maxium Likelihood)& &3t 720424 & &
o wtAAY] FR(B=.714, p(.01), Aol B FAAT £ AT BN AAE THEHF
X]U“EH BE(B=.560, p<(.01), AT FAL 9 Ae v (£ 1007 Zo] AFE e 1747
AL AFdele A2(B=.311, p(.01), A IRt #AE Astae BE 7Ho|
7 Jﬂr TRU nHATE DA ) Fo] e = e},

19_1

‘_.

NEFY  EEs | EE
Bz ]w¢ A= ex  COR
A5 d 2] 57d o] 684 560 103 6.632**
A5 — A Y] wEdA 911 714 .094 9.701**
A5 — DA A Fuj e E .306 285 .091 3.368**
oA} AR wEkTA - 21 24 o] 297 311 074 4.020**
oA} AR wEkTA — AR A e E 433 515 073 5.912**
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HEAmE Zoipo] ZATST IHUSN BIj8S2Iol XX 2o 28 o1 77

(E10) 71443 20

7Hd R H| EF A EE3A T EFA C.R. 2%
H1 EI — CDSB 0.319 0.297 0.115 2.782"" A
H2 EI — CMX 0.911 0.714 0.094 9.698** A e
H3 El - WE 0.684 0.561 0.103 6.638"" e
H4 CMX — WE 0.298 0.311 0.074 4.027** e
H5 CMX — CDSB 0.438 0.521 0.077 5.661" A
H6 WE — CDSB -0.017 -0.020 0.091 -0.192 717

EI: 4974)%. CDSB: 24X 84 folds, CMX: 2% 749 mgkal, WE: 4529

4.9 o7l ==Y

B Ao wiA SAEHNL BaronZ} Kenny
(1986) 9] w7l 3]H1&A WHiel wet 164 =W
T - i, 29 SHES
A S3¥s, s - 5
= B Assiant. uAn 99 uddA
A5 ele] wif AL AA, A TH nAY
A A sl dACAM uAF YA me
A Wil &= 3eAlelA Rkl (7052 73t
J (+)4 ARA7F Yebon, RAlE = 49622
A sl AR A Anfe)sel] glo] 49.6%
AAT Hl&o] et Durbin-Watson #t
< 1.8182 24l 2H3to] ZHapzte] ZaaA7E §
o 3ol A3 A& YEpyTh e Pk
107.4802.2 vepyton fog5e 00022 3
Aol mdlo] Atsitte A & & don, 1A
o 3] wskAA o] A HA wj7ie] t3ko] 7.526
o2 MG HujP o] Fofulg dgFE v

o & & 3)\1;].. 7]—}\3;(],‘:_& =g g —3].1

™ o= T HUT
1
BHak

o}
o 9] wAAE WARER St
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Q9 mABAZ A EI} Slrkn B 4 9o,
SR, A5 A5gele] BAdA w74

ox

de] wEAA L wpfEFe] AFE 3PANA R
frol (735= 7tet A (+)A AFuAE et on
RAIE = 54022 79750l oJaf 21722l 54.0%
o A% A &l Yebsth. Durbin-Watson %t
< 1.911% 20 2Fsto] AR ZAAATE ¢
o] AR o| Aget ACE YERT
Fae 127.8428 Yehsa, fogEe 0002
= 37150 e] 2dlo] Hgteln, 1Az /Jde] we
@A T WA el tgke] 5.60022 fofn|
e v & £ o A e SHES
2 st nA3 FAL aSHAE v ESR 8
st 231=.651 ) £¥3=.339
2 A AFdee dAldA 1A 494
of wAAZ}F wiAZZ} ok B 4
AR, AT ARG HufPEo] BA of
A ARGt i EHE dte Ao E YET 3
A A REto]l 62602 FEldh B (+)4 APH
A7k Ekom, RAIE= 3922 P S <3
AR A FulFol 39.2%<] AAASG vl&o]
YRt Durbin-Watson #6& 1.9032.2 29
A8tz AdaAATE flof ARG o] A
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AEI} it Add
F 100070+,
ol A7 §lol ARG ] A
on w7l SlAEN ] A= (F

4.10 ZHE=ne| Rold #F FEAER(Bootstrap)

2 AFoE a3 de] ugdA e A%
dopt 2% m/fgas e Aoz Yeht o
o AMOSOIM AZA A AH a3z 91

ARG P Bl tiek fo8 s ASsh] Slsl -
EXE# (Bootstrap) & ©]&3dte] 8-S AFE3)
o BAslgn BAFE FYsAT. AMOSY F
EZEf (Bootstrap) 9] W& &&3to] 7 &z
of AFAAM Fe&dE Ao s BC(Bias-

Corrected Percentile)® 18]3 PC(Percentile)
Ho R Udvkd #o|(Bias)E HAsHs BCO WY
o7 AMstTH(ElE, 2013).
Two-tailed Significance? 23} &
ol AR FY&E(p-value)oltt. ASU
HEH, A5 — 243 FHLY] meaA oA

(E 11> o7 3l7#H=EA 2ot

3 HALA 2=
2 %jé %?i J‘sii% Durbin- = TT°r9] EFD A :

g || Ese R |RAF 93 | Watson F e ek gk T2 VIF

) (3) 3.132
CMX ‘ El 651 | 424 | BH24 | 2.184 |161.049| .000 | .651 |12.691 | 1.000 | 1.000

9 (34) 6.842
CDSB ‘ Kl 605 | .366 | 518 | 1.915 |126.254| .000 | .605 | 11.236| 1.000 | 1.000

(35) 5.938
3 CODSB El .605 | .366 | .518 126.254 1 .000 | .295 | 4.653 | .576 | 1.735
CMX | .705 | 496 | .462 | 1.818 |107.480| .000 | .476 7.526 .b76 | 1.735

. (<) 3.132
CMX ‘ EI 65 | 424 | 524 | 2.184 |161.049| .000 | .651 |12.691 | 1.000 | 1.000

9 (&) 4.291
WE ‘ El 688 | 474 | 462 | 1.903 |197.016| .000 | .688 |14.036| 1.000 | 1.000

(34) 3.320
3 WE EI 688 | 474 | .462 197.016 | .000 | 468 | 7.724 | 576 | 1.735
CMX | .735 | 540 | 433 | 1.911 |127.842| .000 | .339 | 5.600 | .576 | 1.735

1 (34) 4.291
WE ‘ EI 688 | 474 | 462 | 1.903 |197.016| .000 | .688 |14.036| 1.000 | 1.000

9 (3) 6.842
CDSB ‘ El 605 | .366 | 518 | 1.951 |126.254| .000 | .605 |11.236 | 1.000 | 1.000

) 5.846
3 CDSB EI .605 | .366 | .b18 126.254 | .000 | 452 | 6.208 | .526 | 1.900
WE | 626 | .392 | 508 | 1.903 | 70.159| .000 | .222 | 3.048 | .526 | 1.900

El: 2874, CDSB: aAA A #ujals, CMX: 243 /4o wddr, WE: 2729




EATE SHRAQ 248X sy DHXSA TS| A& 240 26t 232 79
(E 12) 21EE1e| KM HZE Two Tailed Significance(BC)

T EI CMX WE CDSB

CMX 004

WE .002 .005

CDSB .006 .001 .893
EL: 2975, CDSB: 244194 B19%, OMX: 343 7499 wawd, WE: 459
004, A5 — AFEY 002, #9AE — 2 TANA w7l & A B0 AFH e v EE
AA A Ands 0069 FFES o AFH oz HAFstr] Yol S vl A48t

o] #t2 p<.059 WS Wl EorteE A
E37E Sl spARE A RE o] — nAA G ol
Y= 89307 p(.059 WY ooz velyt)

o]
DA

AL, 2HAE A 19A9 3EAS Hlw £A
stglom 1 Aake ofdf (F 13)3 2.

WA ST DR SR Bl ge] BAGN A5

ARA 53 nAA g dujsEo] A AFd  dolf kel nisf FHEA A e} ol
e AHEW} IA B & S 9lon o AT dHede BF B¥] ) R¥3og U
N F71EAe WeF tha ZolE Hole Aoz Eha 9o, ARdoE mpEI) dE Aew
Uehgdth. o]& shgHelolA b axrt 9l WMol yehyt) s, A Rdolo] shejel 3 g3 ¢
o] 9lrtar & 4 vk & - 42102 uAAEgH o] F(-)H<l
G A E Aoz yehyth E3 foldtE ¥
411 2FHo| 519 o s7EA ol F A9 keIl g x24dol 951, A
Tdolo aeel & 674, 2% 60008 HAF
oo A3 nAA g dujgse]  Hol R e Aow eyt o ARE
(E 13) Z2Ho| 5teleiol ojrl 5|72
Fada | =g 73} A% ek tak fel88
(44 6.392 .000
2471743 o) 8l 304 3.542 1000
1¢HA4 ERIZEA o] 3 252 2.958 .003
Axdo DA S
AFes ok 2924 051 0.562 574
ae 083 1.019 1309
(44 5.016 .000
27173 0l 8l 263 3.086 1002
A EflzH o] 3l 216 2.521 012
} 7z .006 0.062 951
3 AR A TN
B e .059 0.726 469
g -.043 -0.421 674
A5 o] A 224 2.408 017
B 044 0.525 1600
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A Study on the Structural Relationship between Emotional
Intelligence and Customer-oriented Sales Behavior of
Employee in Large Shopping Mall

Chaehyun Lee* - Jeongil Choi**

Abstract

The purpose of this study was to empirically explore the emotional intelligence of employees
engaged in the service industry who encounter customers directly at large shopping malls,
customer-oriented sales behavior, the customer-member exchange relationship, and the
structural relationship between work engagement. This study used 276 valid questionnaires
for employees working at large shopping malls for conducting an empirical analysis. The
emotional intelligence presented in the research model of this study was shown to have a
positive effect on customer-oriented sales behavior, and the interaction between customer-
member relationship in relation to emotional intelligence and customer-oriented sales behavior
was also shown to have a positive effect on the mediated effect. However, the work engagement
was found to have no effect on customer-oriented sales behavior unlike expected, and the
relationship between emotional intelligence and customer-oriented sales behavior was not
mediated.

Based on the results of this empirical analysis, this study provided practical implications
that employees in the service sector who face customers directly should enhance their emotional
intelligence to have a positive impact on customer-oriented sales behavior and to enhance the
customer-member relationship as well as improve their work engagement. This study is
meaningful in that the structural relationship between emotional intelligence of employees and

customer-oriented sales behavior was empirically analyzed.

Key Words: Customer-member exchange relationship, Customer-oriented sales behavior,

Emotional intelligence, Work engagement
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