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[. A&

g aRste] S27b FAAH R P mE ]l BA7F WA ARRIEAAM T Z
HlE& AAshs Aol stk oSt A2 5o P2 ANkl gte] Ao =e
m, FA 2l Q7o) F7ERE oloHth 2021 71Eo R AHAATY 16.5%7F lojn, 4d
91 2025419 20.3%° ol=2 ‘2FA] & Ao Far ATHEA, 202D, olHF =1l
ITe) S7hs duiAbsle) W Abgolak dvhd o ddsHAlT A ARk ddA
& A THERiTh

Age] ABARBIR L77HA] kRl Fwol Wik =71 o] §igld 2L oln Vs F
& oj2jo] efstEoA I Emol tiF o HTo] FaHE
373417 2749 W} SAlel ol FoiH o2 Qlete] k9l FFe] it & FYJo| Haw
7b FORAIHA 2008 TERE Q7| QYR PAETE AAEHUT LIV SYRAAEE 65
Al o] kRl B 654 mRte] 2= Auf - HEUA S
A 60D ol 2iR QDS FHE] offnal A= E
dPgAtelAl A Zsely 7iAF Bee Ashs 5o A7|8dEelE Awetd =¥ AT
A8 AR S =S O S| BES dolgomd SRl g Ae S &
& FHOE APt 9= AR RPA oIt YR I EFA, 2019).

B718%EE AL B ARG AgHE, I T I8

FEol v Aehe 7L 9l A9t won AN AE e
AAH oz Skt FejoltHEARAR, 2020). F2 A, HSF § FF9 =
FAAE Yaspr] woll Aldell oRehs 8YHIARE SEARIR] PR &
FaA 2 2l Agsith HEo] ARl SRehs A9 SYHIA TRPHE 5
T 2w EA AHHe® o] F FEjoln, AM o] ARBIEAAL FEAL AR
A5 TR FAAETY 88T 52 Ao o dFFEelA ZFEaL ok olHd
BolA Aol TRdhs SYRIAE SEARIE ATE fstd A= w8 Tl A=
23 em ole =l tid EEAHIz=e] A dleto g o]oXth(g g, 2019).

olEF Wt o] AFe =8P TR QdERIAY] A F 3929 ®

HePglo}t ojFofx, ARRAAAY e B Stk Z dBA URe] AT 2UYES
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AL A2t Aste) BEBA SN Aplzel BE DS Sstel A A BH, 7
He A g 210 a7e ol AYSIA FAE W94E o|vickHochschild, 1983). 8%

HEAE AR A BAEAG QoA pheelA Seuks Al ZAERS S AT,
L sl Bastel Aule] B A s sk BT s B &
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A rZo] W2 AEHAE SAFQ g2 7HPAQ A3 =& 0]2 o o7 Y9 o
2 olojxH o]g AH|IZTI AR =Rlol| thdt Mu|~8] HF sk TP s FaF Q%lo
THQYH A EF A, 2019).

A olYF ErES FAAR] aognt FAE AL oplnth AES EHP 0}
WARe2 THE 4 2lom(Hochschild, 1983), ol#jd F71x AUe] AT iAo
At} FHEF o] g Blo] &a%d JBeA a7tk AAM A iAol Bt
F7] fJste] Al e SAlske A=A 2] 22z Yl ic}ﬁ}x]
= A& ougitie]zls], 2007). WA WHPS = Al A] &%1 = AAS e 83
Aol 2] 222o] ARl S =FoE WA =g uFITHA R, 2016).
o] AFollAE 71&Y ol dFelA vEhtbRo]l &"tEEAH EHYPHNE HHG Lol v
A Hoh F83F FAZ Bk, olHd EHYLT} o|Fofxo) FIFe mX= BANA A3
qu zAEINE BT

53] ARBAAAIE 712 AFEolA T ol o7k ARBARA ]| 2Alo] ol A

oo] Ak & 7HSolv B8, ZIEF QIIFANA 2= ABAA A HTS *abii%k‘:‘ru
o] AFolME oud ARBHAAT} o] FARLUE TR AR IR ST ket
QAHTALY] o] 2 o]} o] X‘“Q} Tdd T2l dojMs |F bl e ARIFAA R
the ojudt ABRAAAZE e PA=UE B4sks Zo] Huh QR EAe] ZF-goly
ofe] oSl B E.OJ ?‘E}Bl—% ==Y F ] dEeIth

webs o] Aol F2Ae QR TS FHEPL T} ook m|H|
A NA omet *}3429.2]2](23*14 ARA, £43, gra)yL =44
Zolth. o8 EUE AB|AA|A0) 7|WeE QR TALY] o|ForE U
o|2gk Ho| A o] AFlA FHstA k= ATEAE thed 2t

AR, LFEIAL] FHPL = o] o) oAwd IS WA=

=4, QYR TR ABA A A= o]F o md ojw7t FaFe HIA=IN

A, QGRS FA LS} o]F o) o] BANA ABHA A= 2HEHAE Ko7
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FEAYPAE AT Y8R0 EA, 0 AAETS MFHOE olad dart ot A

A%+ F(Emotional labor)o|gt= WEE A0 & A|AISH w]=re] AFs])EkA} Hochschild(1983)+= %+
Arss ‘IMELE #F 71 FAHY A5S THEoUr] A RY A’ ga HYst
Atk ol HOoE JFFoF = AA Boh FHE Fo A BRHe S AL
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gt RS x5 /g Aolo|tk Hochschild(1983)= 19 73
2 = FATL ALl AR 5 Al ALEA - 22 H e g %@75. Z
e 95 YEHoE FABIAY 2t A7 ARE IRFo RN I xFolde g
< AlEA AAESKESE JEla Auj2A 2F5AEoAl SA s (physical labor), A4lvE
(intellectual labon®™ FHEEE 2 §3<1 7HdxS(emotional labor)e] ZAE Iotslar, o9
el =3kt

Morris¢} Feldaman(1996)¢] 74-¢-ll 755 ZZoA a8k v s f‘fﬁ%oﬂ
FALE o5 TS AHIAE AT QoA 22 olA J‘?ﬁl@l: Zage R
H =golut SA” 2k dsketaint. Grandey(2003)= Hrss 240 5% 2
E=5AE ARe] BT Y BRFE sk Z1oE EYTth webx  FAR A
87 Mt 2ZofA FolRl HRE G438 At Ao wAolyg S BA e &
she =¥’ ol 24913}051‘:} g ATl oA EHs<l(surface acting)e} WH3Y S
(deep acting)®] T84S =8, EHdglet HAYHE T3 1HETAY HPo=E2A A
EES HIEAT ol P xdo] E(emotion regulation theory) S E-83 da mdlz 74
slxlo] A [ WA Ade =TS S A Mdd 2ds AlFshrlel o2tk

olg%, Wt Bl TR I E A AU AAA Al =¥ &
A3, e UlAA Al Wl 5o Zolo| webd EFE Zloltielzls), 2007). WA &
A= MRl AA R 73] AA FE 7 e BYA| oA 7RG dAHoR 9]
A LS 3] A 222 AAFH FAE A=E]E sHARE WHARI HilZkA|

g A5 detielzls), 2007). &, ulevt Apalo] e wfde wet ujee Zj”é%

7= & 05_71?‘5}501 Aele] w71 e £7)1 go' sejus Ao, ¥4, PFoEn =
S 73 Qe A o] oxHoz FH= 2L w3THHochschild, 1983).

< #xdp] ﬂSH 7le] AAZ w7l= U
A DI RA, 2016). FHsHE S
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UdelA HF2Hes & i°‘°?l7%ﬂr, HA=
P T3 2AS MekA)E Zlo] WHAsld sigdck
-0

el agels B e agu sl HH] s bl gEAgolsta @ 4 itk ole@
& 8% HUAE ATHE AT FuHOZ B WS A 2ok 99 g
P19 ] Yt AU RS 55 Al A BT 297} APl o
ol 8% AILE AFEA} s agusAs Al AUHeR o AR el =
% Sick TAEh AYNE AN Sy A 89 w5l Slzee Al
7) W) tdiel ojsk R Wik ALl olRAel Fyont thgol itk wekd o
B A DA ANs RS $9 1D FEY, TUY L Ul 5
ol ZEeA /gl et 222 tAIsIA plaE & B
oz, WS Ut U Fol YA o) BREFL FASHE Zolgy T & Yool

74, 2008).
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=3 QYRTATE MBS olsfisle AR 280 #EE ST ojls ¥
HA @2 S7olE Fofshs SHo] SARIG. 8GRI FFHEG MulatidAte] 78
FAH oz Agsof sb7] WEol Mulx AN £ o AT A =F
 Hhell flth ARlz el A didate] ARRRgoly ZA1H 5S drlsAl S5k ¢
128 AT ffeide LYRIAPE 2282 A1 e defsiort sk ddoltt
A A7 AASEO] HoARAY RN QFR B TRk o E=T}
=2 AL AN o, arREALe] RS AAle AT ARl gkl AR A
Helsof sk A Eoltal & 5 3tk
ol dellr AME uie} o), QFHIAL AFE S| HsiM= Al AAHe Alst
v 2soF shz Zlo] YAEeln o7l B dl|ATE AREY. S AYRIATL AHE
sk A 30l Wt ol =E ITMIZIAY HHE gaad 5 s R
Elytth A8 AFoA QR TALe] RHE oo ko) A2l FFFS mX|A|Th YHEY
£ LY E oFrE Solet IS vRte @ﬂlﬁ(ﬁ*dz}, 2014), LFESALNA
Hop FAH R tFojof & EAls UL} 1o mE ojFexe] Frietal st

2. A8 AR} o)) ] B

ML 7ESelv 745 & 79] BRRIE HIESt Tt Jeje] AZAAE =35kl S8
dom ookl A es o %0}7}‘4 o] &2 oz P Ak3A HAEY HIAE A
317 #AH(social network)o|2kal golst, o] g AlS|H AW ZRE AlFE= o FE)
o] =23} YXE A3 A #|(social support)2kal FFCHFE7138) 2017).

ARSI AR A= 1970 R o] & 2~EH 20| RAFAQ FFOERE tiAsr] 9% Ade
2 A=Y SESA AFEHATHIYE, 2016). 2 AF7HA] ARSI A AR ] d-2 freld
W&o g2 =2 A2 oflm, AFAEY H Aol wet ARFAA A 9] /dA - 224 Ao
aal H7F A gkl EAIt A, 2013). =) AGE AR 9Rx](1985)2 Al
< UM e TS, R RF, o] FOERH Agwe A, AR, BE, 3R =%
< ABFHAA R Aot om(BEA Y, 1985), 27M £J(2008)= A ou|e] ARS|HA|AE
4, %, Ug, Ao E /ASSIATHI M <], 2008).

AR AR A = TRl e ZR TR FA ﬁlzmod ALEA Z 7152391 A
A Zmow THE ATER UHE 4 9,11:]('1}%%, 2017). 2, 724 SHAAY AF31H
e 7H°d°] LRI ﬂ]d WA F=o] AA SFHE olopldke ACE g sfidlo] ofH
Arga dnf 2 dRIFAE 23 =7t 3]*- A& AP o2 ST RN dojxitk. o
v e idﬁlﬂ UEA, Dt B ool A&Eo] YA 55 ABAAR Y SHARE
AREShE Aot 2017). AFHOE= 7RIS 1 FEAE, ofAolu 59, Al g,
T3 5 22 U AEAE] AEA AY & X3t ARBIE, ARBIAAAY, ASIA
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B3G5 AEBACA Y Y SHE 2she oHE AdHAIVE ¢, 2019).
7iRlo]

7154 SN ABHA A= AHAle] B e AAA tildAY] A& ofEA
Hrketa JIAlS=AE SA9E Ay J97 B2AE £ Aol ofdel, dFe 2Edx
Bl FEAS v 1 FAE I =T 3179 EAE EojwoEA #AF A #3 )
Qo] AZHE dotE= AS ABAARA ] F4 =72 ARSIt AR o EE JiRINA 2a
AAAR] AxE & F v AFE e A, Tag 2H2F 235 v A Yol 1Y
2o 54, WA, wEE S g e B ERE T ARE 238k HE 1A4s
a P7], 2018).
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3l Aok House(1981)L /\}347‘42]212 24/\17“ E——F—ﬂ X*EE. 3714 X]X]E —rTrO}oi-ﬂ o]
T e AEAES ABAAAG stk BAA A= JRIelA AelA PEE AlEsiH,
AR E FAZA =7 AYS AFsta, ARA A= EA9 s =28 F= A
RBE AlFsty, nptoz Hrha AR & Ao Hrtel] #EdE JRE VAL AE 2xm
Hrre 4= A ARE AFE F= Aoz HoJsitiHouse, 1981). Cohen} Hoberman(1983)
S ABAAAE AA A, B2, ARA, 283 AEE AR 1A FEHE YEde], 53
A2 ARG 79 AAE #=ATAY ERIAA BIE A4l BEE ARl Brkehe FE
24 el
o] FellAl Au i npe} o] ALB| AR o] FAQATE ThFetA AAE L o™ oA
FE AT tiFES WRA198H)Y AAA A=A, ARA AR, =FF XA, H7HE A< 4
7HA 9] FR8AE FE F83tal Ytk o] AFeME A A(1985)e] ARFAAA] FHAE
283t ATE st

l

3. AB|AAAe) zHET}

AGU2015) FAEET o|H o HAGNA ASAAAS] 2HEN ATE .
T A ABHRA A = Ak AR E ALET olZew 7te] - AT} 9}% AOE Bl

Atk FAT ATRA ANHQIE =AY QIR ENE DR BT
oldo|E, ABHAA el 2AE ATE AWSALE, AFHARA ] 2AH GYL F)HE
Ao Jeith dl o] ATelM ZAwEel shelaclel Erasle] 49 s, el Aol

9 Aow Yelsken, WRASISl B3 A4, Fa, ATELEN FATE Aol)
Ao BIAT ol FIE AAHNINE RUREAE Do PALE

ABAAA] BA ATE AHSYOH, LPRIA PHEFS HRUDe| RO FF
mlFou, olgolse] el ake MUt show, ARHAAe] selalown FE
AA D A% AR HY B FEuse] WM folnd 2AEnE YT Sem. 5
A EAA Wele 2AATL Pris Bwaeh 134 Yrhs Rt FEsa g F7HQ)

tlo i
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A7} BaG ok

FAR el FG - HEHEDE LUYRIATF AZshe REET EHAYo] 4
D27 9 oldelse] HAt L defeti, FEo} A AXe] ALNE Folur] I
AZATE $AT A3, A, BAeF F NDRIE £ olel o] JFS HAE Ho
2 Uehgow, B4 A=ER EY7Po]l T4 ol Ho ] = FFRANA A
AR Ao 2AEI7} e} GAe} BRE| Ao ek ZAwFH EHFFo] HT-aA of
o) o] mAE GaFol Lk & Urka ANSHAE

olefd ATATES] ofa, ARHAAAT Be AP ASHAA} Fe [ mrh 24
Moz AR a9l 27, oA Ert WAl Yehm, 2ol 47, olzel e golA A
522 2AEA} Gl W selsn glek B, AR =oE ABHAAE 1
HART FREE o= AAAY TR Yrhs ZHA o AT IS Ak

53] AFAAAE Agshe i SR QRaAA AFA0] LA et o o] LA
& 4 ol glom, A7) agAulzze] BelA ol ol 2ol AR ouF AFHAAL f
oJu]FAE Yrele Aol Bt AHA el Z oz I mehd o AeME /)=
ATobe Tl 2AH MI0R 75T ASHAANE ARA AR, BIH AR, BAH AR,
222 AAZ ARsle] agusAle] HxE F RRAYSIe} olHdme] WAE zHsTA
Sk

L d723 3 A7

o] Aol myL oy [1Y 119 Aok =PHSE = SYgRIAL] TR
A AAEo shefdcloltt. FEHTE o] Y® otf. 2EWTE RRIQYAE QYEIAL
o] ABFAARE BAA AR, ARA A, E2A A, B A2 9] 4714 dHe| LRl E
Btk A E Rl 8 YA agREAe] JIFARIS B4 A%, oY, wleAt
7 S AR AL JHAS, S S iR AT e &=
ARGEARY] B3 dAdol A3 A wiEel TEA FRE Jste] oA st E4
st
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SHHOl : I3, B2, HSXt 92, YL,
S1 |%, AYNH, 7tRLE, 2R

o] AT wQlaPAY AR A EABS} olZelEe] WA BT BANA A2
5348 AFsher] B3o] glong, thew g AT 7HEe Myt

M 1 2R EAe] ERYWL BLFE ol mE EL Aotk
M 2. 2R BN AR HAATL B4R o]Hmt e lojtk

744 3. ERAS9 ol el ze] BANA FHHAAE 28 4TS T Zoltk
M 4 EAYIst o] H el =e] BANA FRAAAE 2H 4BE T Zoltk
71 5. EAYsE o] Hel o] WA BHAAAE 2 4TS F Holt.
714 6. ERAYIs) o] H el =e] #ANA BAAAAE 2 4BE T Zoltk

2. A7) R A 54

o] Av FEAHKXSEEA], A7E, AHBAA AHe 24 =037 F R T =2
SYAA B =RISYFFTFAE/IOl IHShs SURITA 4008-& AL UG o = Stk A
o] A= dEEAR} 2810 HAES ¥, APIZH2021E 1Y 8YR-E 20213 12¢
170l A3 224 A o= Qlste] A AgFr]e] o] e HAE dFe At
dE& 783l HFRAE AARIYY AnfEE 5 YAE 7)7]9] G857 & dH gis)
Ae T2 AEAE 53 28R ZAE AAEITH
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=] 4]

l

AAEF 39 FALAE ATuld A3l wel Ee ARt wet thfsiAl &
ok @ AG-EolA Hochschild(1983)e] =@ 2 WS E FHZH o2 Aqsle Ao
(B73A, 201, ZAgel, 2015. ©] AFeMe AFQ017) AT Zo] AT F
Hochschild(1983)7} A A8 ZHaelz a-4sla w9047 2% QR 5A} 98] 7w
5 A3 ZHdLdE 6/ EFoz FAHY 9on, =F Likert 53 =2 3 18
2l ey o 1, ‘28R YT o 2%, ‘EFo|t} o 3d, ‘I™Ty of 44, ‘ul$- gy
of 5¥& Fslth SHA Y A4S 7t B3] HG5E 6&&@ Likert 3 HEe o] g3}
Aok &, b grol L= ZD%Z@HA FEo] B2 AL onjgitt. ATl 25242017
o] AT FHE L AL AFE JIHE & AT $£FS HYow, o] dAFA A
9o M Ag 884E UER} o%%*ol =2 FFoUh

[YHBA olAoE: T Y2014 ATolA AR SAHTES ARESIAITE o) x

_:ml

LA Aol tid E°, T U 2ol mE o), gt 24o] BA go} o
4 Bhs, ARe B UF 4, Al Ui A8 o & sRgow 74
A3, BT 57 eAElkert) AER 14 ‘A oiny, 23e aA 9Tk, e

‘REolty | 43e ‘OEYy | 53 ‘ol T 2 ST wEkA th A7t
ESTE oIt 52 AE Qlu]@‘:‘r. S B(014) 0] AFolA AF = Alg= 887 <},
o] ATelAE B86lE UEI H2 FFS BT

o] Aol AWMl AR AHA| A= Coheny} Symeeol 2J3f 19851l 7Hdtd Ao 2A, =7l

A F=SRANE 53} FUFRAF 2AREQ015: 28)oll A= BARAA] 83, HRAA A
3, EEAAA 473, B AA] 3EF F 1I8EFOE o]FofX HEFE ARESITh thEk
2 WEomE QURITA} IASE AlF, ofA, 7Hgoldd, XE 59 AAMAAA 8&E,
el I dS 228 & F RS ARE AlFst 55 A §Y ARAAA 3, S
tialas] FAY Eolu E1& AlFdhe 5 AAH ERE AlFche A T9 =2AAA 453,
T8, 382 AH7E T BIHHAA 3B F U I 18 EF}oE FdH] Uk

[URTAL QI 715, N, I H F9 ARFEERE A4S AFAAAE BreEE
Hol flow, 7zt w3k A %A ony 13, a%A vk 23, ‘EFoltt’ 339
o, ‘AR I"E0 47, ule a2™Eu 530 FAE] lom, glAELikert) 53 A%
= TR0l BETH QYHIAY ARBIHAA] FFEo] Fre Ae udith g, IAY
(2019)9] AFtellA sl AF= Age BAAAA 892, HRAAA 773, EHHA|A]
855, H7FAR|A] 833 o]Qit}. o] AFe|M= Zhzh 913, 762, 878, 75302 UEh} =2 AlF
= AT FEe EAT

O
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4 Ame) BH

o] ATNAE BT Z2 el SPSS 210 TR IAL T TFe go] FARA
2 HASET: 2R, AT AT B4 )8 F8 W] SHE opnud

\l

1£5AE ANSETE BA, FaU5] JBUAE elsty] Sfs)
A, SR B FAYS} A HAA ol H oo N og

JAANN A3
AA0) ZUEE FE5) Ao BaronsKenmye] A ZAIATH BROL BAE A

V. 94234

1 AT Lus B4

AR ol QAo FALERT QB QU TALY] SIS EHorE el
GE DI 2ok 982 604 o) dAE=o] 173H(616%)0].0m 604 mlgre] ¢dgi=o] 108w
(38.4%) 0.2 604 o]Ato] ©] W& vH|E=S xR\ TE e wo] 999(35.2%) 0 2 71 w9
om o ARUE 82%(29.2%), 434 thEtw £ ool 54%(19.2%), F= o|3} 461
(16.4%) =013tk EQJAHEE Fal9-2t g Soo] 1921(68.3%) 0.2 7g Bekon, o] &AL
H 81(28.8%), 1< 69(2.1%) o2 Yepgth 77t 19olgl= §8°] 17H(6.0%)=E
Elgton, 221 ool tREEOZ 264W(940%)°1UtE FRE AT JYtks oA 2399
(85.1%), 7 FEl7F 2A78e A thidAl 20878(74.0%)%1 A2 YEtth 7 €452 799
3005k PRl Tl 133W(36.7%) 2 7P Wekon, tho® 4007k wivko] 85%(30.2%)
o mwoltl QoFR AL ZEAH] 4d oAkl ATl 238W(84.7%)01 Ao E UER} TR

22 Apska gtk
2. 78 Wle] 7leFA 2%

£ Q9] 21 Wel Y AEEA LA G D% Ark Fao| e e o
A9 E(M=389)F Uehgom, 7P 32 A2 EFXXAM=253)Z Uepith 3hH, dze
Wl A - 1304 3360 S0, BEE 004 029] W) el slol A A1ES! Ak
33} 10& Z7elA 9 Ao Ueh} AFEEE mEE A0 A4S & ItkKlne, 2005)
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A Study on the Relationship between Surface Behavior and
Turnover Intention of Nursing Care Workers : The Moderating
Fffect of Social Support

Lee, Okza
(Seoul Social Welfare Graduuate University)
Kwon, Jin
(Ye-myung Graduate School University)

PETEEES  Long-term Care Insurance, Social Welfare Policy, Social Welfare Practice

m Nursing Care Workers, Emotional Labor, Superficial Behavior, Turnover Intention,
Social Support

This study is a study of nursing care workers, who are the core personnel of the
long-term care insurance system, and is a study of turnover intention leading to
rotational door phenomenon in poor treatment and working conditions. Nursing care
workers are generally suffering from serious emotional labor, which is an important
cause of turnover intention. In this context, the relationship with turnover intention
was analyzed by setting ’surface behavior, which shows negative effects during
emotional labor, as an independent variable. In addition, social support was set as a
moderating variable to alleviate this negative mechanism of emotional labor. Until
now, many studies have looked at social support as a personality that comes from a
boss or family, and in this study, it was differentiated from existing studies and
analyzed as emotional/informational/material/evaluation support.
As a result of the analysis, surface behavior was a mechanism to increase tumover
intention, and social support lowered turnover intention. As a result of the moderating
effect test, it was found that information support and evaluation were shown in the
relationship between surface behavior and tumover intention, but this statistically
significant inhibitory effect was shown. Therefore, in light of the results of this study,
policy and practical implications were presented.
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