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I. 794 2 4724

AL ZFoll A AfH|A FE oIy A S 93 EAEe] 54

WAloE ge AYskn Easte] AnAET A Adske 2 24 A
22 Slote] Baaom Enh 1 AaFA Aulat Aol el Fge] X
zloﬂ v A S Gelons, LA Soit ARE ARYUoR 54

FATH-2, 2005). S-S AR OIS Eepda Ao Eol gomaz, A
EE ST SI old A AL A2 4 AS| Elo
A99NS fASH] ofgith webal Auls 2R pEAel 1A AuAE E A

oz 01*‘3}*7 ARl egof HiRh A= Hah el AS WA A
AFAR Mulaes & MBlA 2219 18550 H W2 ST AL keEAls
o] ejELt 7, Aoy HiE, 353 C2e ARtf7iA] AU AAE W7k
Zo@ olojAct I o] 8= AulA ETA A diol Als o] ZQ3 EHA
= AARIthE A tlEolth AR|S mEASS AR AUl Y] AR

stal, o592 =y 3§ sol 2HRES T 2 BdE e =0
(Leidner, 1999). weba] A2 gAbzo] 7114 AAolu Ao} #H7HA] s
Aol FGAIA Apdgol Attt A2AE FHE dSshe A sl
U 222 i ZHoA siAFe] HEog 9lAlxltiMacdonald and Sirianni,
1996; Pettinger, 2006). ©]2{3t WMol A T XAl Au|Al wEXE0| %
oA AAstAY EHsoF sh= A7 A et AR, B, e 22
A QA7 = T2 9] tiitef EFA7 = EA|Z o]oJ Xt Wharton, 1993; Leidner,
1999). ABIZ =5 APOlA A4 aaso] MRS 2 RSk EEeR
A== AL ‘7W4i5(emot10nal labor)’ 2.2 7H¥3} EQIth(Hochschild, 2009).
TP AR|L oA aHAES EE B0l AGAIHA sl gt

il

o

- Au] AR wile- theRt kY] A R oA = AlAlY]
o

B4 B4 FolurI7t ofele Ao HrhHITkol B, 2006). B3] o5 Ay
2 57 g et w5 pAlo] st A Ted u, g oig
el WAL AR AFl ket Aol 91 A0 moleh T HolA] AAwEL
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FAHOE B B WAle] £83 ok
o] QAT AulA AR o] 1] GFAlo] thishEll ke 1A Feel w
STA7} B Ao] TR o3 BRFHRE FAG HAUANES
Fato] Aul2 2xjo] PP PSR A2kt T5lo] 2 @9, ol Tt
FAEY AT A4 wEAS] Sashs IARE Walo] ofusiig theas
Stk RHAANES SUAIA AR St RE HEAE tek ol B
WS SlEhbe A9l Qe BHUANEY YR F2 AAASe] A 3
ASo g HES AHSHL HPNES sk Aolth deln AANSS
aHlASo] EAISH Thoke koAl sk e aska gl of ujie
HPUANES] WS EWHORL A& ol 1 SYHel A9olA] SHE 2
% Hol7lw Stk 28 AR ALAoR I5E ol Hofal, ol
Sejia BEAt] S uetok st 4714 SElto] ATEAL el W Ak
M2 Dsiof ke B Alde] FolAli Fo| 244 EAIZ W= A9l ek
o2 Is HBAANES AHANAARAY 4529 ke WAz APzo
£ wEAeh fARE 549 BE AUE(EAE, 2013). ol S50 RgdANE
o e EEA WA ek S, Aubho R BPMALE] sshe 7
Aol GRS & A0 molth olefR S wigoR B el 11y
w9 A AT el ARATES AEShL AR galew

2]
s Belske WA Al HPdAAEC] +3s)

rl

X
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P

19809 To]] o=} ZAE el ZAS0] ATEHAS] Sulo] N EAMOR =
oj7] A7), AL 27 AFe] paurhs AHRle deld FARRA THUS
1=

o AReEL A5 sEds, F7) ol RS nlX 2Q) AE wofsgith
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ARe 24 gelolets A5 Solx xAHom el - FAHelol s B
Z - vgEF 942 QA E 7L (Ashforth and Humphrey, 1995), 22 14 719
o A7, AHEAS A=t - AdA7IE 971540 aam AR =

i (Putnam and Mumby, 1993). AH|A =% W= ZH4-& 7ol 7he] Ao A]
F-As] S SAIR He 5 F7HEolal A AR aar QIAESI o]
2eh Aoz Qe AT AHL s ibgolA Bador RYEe a4
o E8tal, JA0] EAElA vA= AEA dEFES FAHAY 244 A
WS GAs] ffallA E7HskAl FofoF sk Aoz AR itk Pal e
Fo2 93] wEAE0] ARehs WA ANSS A wEAE] Aolt o)
o gAIZ A7hE Aew wmelsit Aol 2009). olelet Azl adow 7Y

5o ABEH wF P SolA] 2X9| AWLAS FASHL ol ZjAlY]
= 293 Aoz QAE A Barchelor, Burch, and Humphrey, 2011) =5Al=
o] Apare| 018 o] Zolufi= $4| 7]4|2 BEE|E Scklocoy, 2003). 2I7ke] 7
S Auls A AA Y Fa Ao viRtEe A2 A 54t 4Fol 3
233 & o B Aol mEAES A el st 2astels
A=z ololick

MBS 22 FARE0] HEARE mEollA Blslor she dleA el 4
S oo FHsAY EHSHA] ook sh= Y FEES XV\]@}E A

of weh A4S elshes aith o uj Au|A o] A UES AR
FHS Hohs 7o ® e Aol Agt2(feeling rule)’ ¥} ‘:‘E?}ﬂ;}}ﬁ(display
rule)’ ©]tiHochschild, 2009). o]8]l FRES AMY, =&, 2, AF 4Hz}e] EA
o 9, Eobd ol wat Aol 9lovt iR ALElE - FF - 227 FHE
vt gtt(Rafaeli and Sutton, 1989; Zapf, 2002). 1|9t 744 A&7} Ay o
A oI AL glol A Hol T FHH 7Y BIE HRE AL wEAS

o] gl M Ao & FAIAY 2 HEE A4

Ol
l_.

weoll 229 A raFAle AN S Aol Bealel 24 A9 ¢ FEer
2% 31(Putnam and Mumby, 1993), 1] AA|AHE B]535F 2ZA 9] ZkE z|Zo|ut
W 9 A 2RO, 22 ARAE] HE HolA 3 o® Py aeal &
A wEgo|A AA-ES 123 5lal A A4 sde g2 ZHESttK(Rafaeli
and Sutton, 1987).
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o] = (Leidner, 1993)= Al 2ol B e BASHE 5 71 s}
ke AN ol shbs wEIE AlRslslel 7 Helold e TR
Z,:ﬁg Xéi]_g. U]—‘:o-]LH‘— l:ﬂ—/llo]l:]- ] l:l]—/llo .1J0:1 4 i%x%_g] 3}04 Ex—“
o] ML Ao ololX B wmEAEY ot AHS BE A 4 gl A4
3 sloldis BARS 7H 4 gich 53 ATAE BN wEAEe] 2
N e R B P R ES BT nﬂ A5 oA
Erhusek o2 Q8] wEHAS QPPETIE T wao] Bashh 489
o IR =EAE0] AT HE, AR EEIte] 49 AeM o]
e 5185, AEte Hro] AR W AnEe 249 olsle] YA
L Fole). of2g ML gAY Q1AH Sl st Aolod AR A
AE BEoPHe ARt A7|H0|n A%Hel AEe Baw stk a5 T4
2ol A WEAMRE AREA, Hloh AP, i B ATAL FRE) o
Aol 3 WAl 1%, o] ofd, o], 9 olop/|Lt 413t F ik &
e, g5l 24 ASel AASS B 249 B 94 7
AEL WEslshes Tokso] gtk oglE Bald A4S Hgste =EIAS B
Asks A wEAE0] YEolt HES vlE PN FAS dol, mEAEe]
AR, A, AEATEA Zo] QA MBIAA w=B5AFEC] eiH] Kolrt AL
Aokt 4ho) ofe] Zui5elzix e 4 olrhs AL ofnjgic.
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frepel 1= 29} A (Schweingruber and Berns, 2005)%= &3l 7G4 4
R AAES] Holg AR AT EAEe] AR Ashe WAL B
ek ol @7l s Al 24 el Ao U i
FRoME Ao R F7E Fojsial S wEd 4 Al o= Aol A
T A4S A B ek AR, AEE IS 24 Aol

7b R@ARE AL by ¢ ALYS0] 27| AAKself narrative)o] ©

2|l (storytelling) & E-8sto] M= Aot AdsteSs kit 1ejal
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SISl B A MASTe) oA AR 4 s ole] 4SS ST
oo thxlsh= THE= HIF A A8k o] IollM 222 4% s} 9,
ofg, Ahf A3, WA @ FRENY] BlFAA whdT) ofsl, AA 9 AR
£g MR Flgel 5S ghhoR T ARS Aok 2 5o 79 A
3)3Hemotional socialization) A2 28319t o|F &3 Y AlLGAS0] F
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= A
desol 22 2310 AA HollA dohe A& AFAAHA Wolsoe|al, ApA o
2 84 24 395 M= $ti(VanMaanen and Kunda, 1989). A=+ o]&]3t 1}t
A LgFS0] AHIEY ofsiAlel dAsHeE MRS HHE sAES
Azl =9 kEeAl, = £9H FAl(cultural control) R4 02 Z-gRitt
(Haman and Putnam, 2008). 12]31 o]gjgt EA] ©FA]& 1A0] Ql7to)|A u]z]=
Y3 - &4 diER ) 2 SAlES oISkl AH|A 24 o] g}
94 e 240 7Idishs di2 FAska, 22e dieste] SAara dtke 2

= e A2 msAes Ad SAIsks ARt B A45HA s AE
é‘ﬂ&* SHolL ARAQl 4ho] JAES HeliE 7Fs A% Al7|%= Zlo|tK(Fuller and
Smith, 1991; Leidner, 1993).

X

Mle) ARARe Aoates S Aslsh Bgo) AgrA 1AL Aust
RSt AT 2 A)H 5 A Y elAAe] o] Bale Aute
olalld 4= ITShott, 1995). AulA wEAEE shte] IAo|mE 50| 43
She RS LA olezA o] Hotol ZHAA UolA ofahe Hojie 7

Yoz o] ot FHE] A= AoR B 4 ok o2 <l 2oz
LEAES] 7HRS FAISH shegs EAFS] AR Az 220 o]F] Uk
Aoz ARE 2= gtk e AHEZoH 1R Sl Au]A LEAJSLS
AR o @ Fokst 9xlof 91l 159 AT IAA A9 tiate] "t o]z 9l
& =EAEL 229 ZARIFH | Hsleg Ao AL ThEof sk A
ot}

$41=(Hochschild)+= AH]
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AT chadete oot TS e BHY 94E A% ol
201] HJ3) sl theldom Eaalor she WS wEAE Al mAL
Holes oo WAl Re 2aste] AT AHN7IE Aol of
ol 24 3001 4 B Ao =G 51194 A AR
Ap4le] 7o) BT v AAle] e &
9 SHES JlgEe. 2D A AulA 24E LERS0] PRE L]
7HA SAISEALAL SHAA g AEolAl EH R WHAY Ee= Ha
(method action)E T o] £35S QSFcPaules, 1996; Hochschild, 2009).
T 270] AL EPETI] EAS0] A LR 9 E Sl A
7P AAIR AR AlEske 2l 58] 22l0] A&GEE AL ReAER
stole 150 YO R AlgE thFe WA 2A0A a4 e 1 S
A Afole] ZUAE A 4= ok o] Rl F&Esks A= HFE A%
e AEshe Alo] kEwAEe] E4s) a9, ARl Ay 2 FAE
S op7|stth=s A¥ES AlAlSkL It VanMaanen and Kunda, 1989; Fuller
and Smith, 1991; Leidner, 1993; Grandey, 2000; 7 o}, 2002; Hochschild, 2009;
A7o}, 2009).

Ao Bo] EASe v el ATw ANH] Yk o4
ZA0} 3 g (Ashforth and Humphrey)= %0 Avr} oFHAS 24a ot
Al AR ol {,xgiE_J -4 AMEA mEAE0] sl BEst

AE WA A =N 2489 A% 74
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© A2 Aol 85 2o AT HojslEs FEE 29 77 el =
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HFF o2 sk B B 5 glrk TRAR do|Eurt mEabso] 2
o 278 5-§atol HAH Aolol A Aol YA |BE AL AHHoR g
A A2 2] ot BRlT] PAE EAoR QAR BEL, IR
ARAF FWA EEA HW Bl BAIS 907 4 ok wwshort
(Leidner, 1993).

[¢)

s

Jelt mEARE ek HakAl A, 1A xﬁ%% SRR DECIESE

S Aol WY S FUSE ol WAL AT, =EAEE o] 4
T AS QEk 242 YA WAL AR 5 ks SUE e Bevt 9
o AA AAeEol Qs ARllA AR 54 A9 ohel ARk
JQlof o]2 = thokst W2 B 4= Qlti(Taylor and Tylor, 2000). 2] s§Q| 2 A

of A2 22 Zo] e AAATIAY Adfshs HdEEY HeoRA, F2
EEARE HIET 9algelse] 229 AAE F4s U wAlskEe dEol Hi*
She A9z PRE. A9 W9 2o ok YaFeel Zo| Pom mAS
7] A= AT EHEA, B, AAlo Hig slulet AR, ZAAI7], 2ol
U whja W 5o AHA A ol2A7HA) il cheket ejo] Held At
9] wRAS szgstr Ashforth and Mael, 1998; Fleming and Spicer, 2007). “LZ]

1 24 &34l Aglel FAo] o] WAle] Agte] Ul 4 ol wkE HakHal

A4S YT gtk oS =EAES RUHORE £33k AHY HolA,
Ydoms 12 e A2lS FAG Sus Wl AgelrE sk it

(Taylor and Tylor, 2000). £3] o] 222 22| YolA Axshd FA4 AAE
ol AFA WS FATAY TS A7l stEm A A 9l o
Ao ol WX ok "o g AlsEr)

IR v|7RA R 0| ATE ] AFE SRS nle =93 ouE v}
T Utk I o= EAEe] AR FIE de A AR 224 SAR

12108 PAge] FALESD QNG o, A A Erfgz;aﬁ AU
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o

o
Ol

14 :10
r{r

Ir

209 A WS 8] Bk S A2 £RY SIS ol
L Aot AL ALl 2 A X ES §AsElE g 2
oh THUSS A Ak B YAHolnt 247 olg&y|zyE ofg

7¥(role distance)E FiL A7] FAIEE A8k 5hH o] AL dEoA 7 T8
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5] CHAshforth and Mael, 1998). o|Z% 2 o] A=y FA] A
Aol et ‘ﬁ%ﬁi/ﬂ EEAREe] 2 A Aoy AP BT A7
P2 2, S e AlEo] HojFe ES vt 9SS AR W
2ol A vieks 4= Q& Aol

H7 msAbEol NEshs Ao WA 1AE oA maAl7|E ARkl
2401 Heg Hol= ZoAMTE AR 2 dFES Ao r Wit
2, dEAom A YHH7], Ak ol Hish u

F317], A9 5 ashs 719 oldlE= 7ol tisf WA AR AY dEs]
O yehdty 2o fAE I v 2TF wAEAL %S S5 RS A
s A ol", A, A4 oY, SHeRE o|dd w2l 59 H3] 397t
UElU}7] %= Stti(VanMaanen and Kunda, 1989; Sutton, 1991; Fineman, 1993;
Paules, 1996; Pierce, 1999; Taylor and Tylor, 2000; 2-A& - AR - 21,
2000; Hochschild, 2009). A% zxHog A4S Belslele AEs o ALsiE
AL PP A Au] A AR 222 FA o] wX|R] FEkAU FAIE Hlold

Strel] Gl Aol AbA) WAIRITE wEAE 8 4jo] ApAlo) FA AT L
WA ol HesHe A0 AN i o] ATSHE WATH: theA) PyEE
2 S ole) WelE ARe S= gk olal Aol A9 AAAL A
A= 7PsAo] G2t olct

7z0] =0l vigow B v Pl e A wel Felek 9 7
A Sash A5 43 WA S Sste] ShelRad gk

gt A= el 9 s s A Aoy #A1A Yie2 F831
TR Sk 2)al 71EY] A7ee AAEso R 8 AkEe] Bt
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AH AT A, mEAS] Sashs PReEe] AU Hek oE AN

B AT AREAAel Ade] BAES o Aag 4usia Bashyl
o AARS 1989W0] F5to] 11& 95 RERA ARudn dFud, A%
Be 2 WSk ok ANE AET AL @%X&E Sodu
2474 2 o] SUSEL, BA AAAAL) Al AN A, g @
S, Aol A H o Polshe AL TSl A/\MW g 2 e
AA|she ueale 7} AAe] JeRolrh BAA dUni § s2gow a4
4730] WA, 4790] B AARR TAEo] olct. 48e] HUASE 247} 10812
ol BAANE 248 e et BRAAAES diRi o 9o oy
U AARE ofa) 24 - 9ol LS g3 iR AA 248 He
2 g dYRe] THUSS B o ol shel ax|zjolul, 30-40¢) &
Hoj7} g AR ok T AMRE AARIS S 98 U AY AEe
Sro a7 Yie] QAN BT Axl] Ael7] A T AAelq o]
5 Azo] itk

o =)

MAES A A% 1Y B AREES SR So BYAa Aow
safot SIEAoRS Wom, GYUTEL AT ol PR
2 Agukerh. o|Foli AH4lo] Tfst 1 2
A AT A 710 we 44mE weth neby AAEY] 258 At 2
3, BPIE SR Gtk MAAEY 20| Bt AL o]doE olojx)7] 4]

) RPQTANN A RRLAN 108038 ho 2 Aol st HYUANES] U
T 5L 303U UeRFTieHA - e - AR, 2011), AR A AXOIA AAAES
o W WHT FpRE SC00TY SEOIT THA MR AL L Ao
YaSo] A e FE AL, A W47t WO UL Yol S P AANEE Ak
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2w ol 4s

TL Bojo] mATe] W okg e AoMRE Uit 1
ST AN DAY A] SAret AES sk, 1) Huel Ao} o
Pkl By HA 82 AARIE 28 vhe] DAl oA B

9]
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et 27lE 8480k sl Eeddssel 71de B e E Eavd AAE &
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aeja 2AA AARE AL g F7HAY kgl AEE AFV|E e AA
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Y GAlA = 229 oY 34 GEE Bk W7 ERA BAAAS] 137193 g2
&5 A48t 1309 2 AFEE HAEARNTE YAF 1de] A (1370 Aol Hukit dot
W=7 U= 7]Plgxlﬁi*1 o] £A7t HETF E@*VP MgH e HAANSS A,
TEjstal Y= AR Hrt g845Y0lA] 20139 495 T2 o 129 VIR0 E T FA
Azo] ostH HAMAAR Yalstel 19 ol Azl Yt HlE-S BHEFAL 35.7%, &
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(O™ 1) A EHEAAL] ME|A HHM2| =51

At [ za || aEew [ ok Sl
B2 wig b = t
Fany
JEav k13-

AAfOA 71 ol A o2 Ashe AAMES] s
A =lojop & Aolrt. T2 AAMEC] HSthe LA
of tieh 7 Y W2 ol maii ] BE dA oA aidjo] HEE
e Hee B o qlth o] uize] AAARE 17 7| e Ag2 A =
ol TEEAY oA Ao AAA T3 HHo] thA] FEE do] W Eet
AAAE] B 7S dwsl] Hdf dles i dfole REdE
ool et o= 283 HsitiEte A o2 BT Hidt A flo] T

= oloi7ks ZFF o] kmEabyolM defF el ARt wIRgh Holr.

2, S5 YO A oAt

= dshe AFAES AR AR 95 S8l AdolA A3 A
& e FSAY PSP, 229 a3 g 2RI Hofsh], HeAE
oluf leFAEI] HEE S5l ARE 7 - Z43tHVanMaanen and Kunda,
1989; Fuller and Smith, 1991; Sutton, 1991; Leidner, 1993; Putnam and Mumby,
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Emotional Labor Management and Workers’ Response in
Insurance Company:
A Case Study of “A” Life Insurance Company

Suk Jin Ryu
Kyungpook National University

This paper is a case study of insurance company’s emotional labor management
strategies and the emotional labor strategies performed by the insurance agents. Insurance
agents are not instructed to work directly by managers, and their working place is variable.
Insurance companies utilize the management strategies that induce the insurance agents to
perform emotional labor in accordance with the company regulations even in the
circumstances which are out of managers’ control. Insurance companies emphasize that
compliance with the company’s management policy is directly connected with the insurance
agents’ career achievements and attempt to motivate them to perform their functions by
voluntarily abiding by the emotional display rules. To do this, the companies attempt to
transform the insurance agents’ appearance and self-identity in the direction expected by
the organization and make their private selves conform to the occupational selves. The
emotional labor performed by the insurance agents is a result that insurance agents’ private
selves are negotiated with the demand of the organization, rather than a result of accepting
the demand of the organization completely. Through this, insurance agents attempt to
minimize emotional dissonance or discordance and maintain their selves. But insurance
agents’ will to keep their own authenticity and identity is continuously impaired by the
organization that tries to become more deeply involved in their inner side. This study
discussed insurance company’s emotional labor management, focusing on the form and
content of the emotional display rules, the methods and characteristics of the management
control, and presented how insurance agents perceive the demand and control methods of
the organization and perform emotional labor.

Key word: Emotional Labor, Insurance Agent, Cultural Control, Organizational Culture,
Workers Responses
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