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AetAY o]l HEASH] fof k¥Hole AMEE 739 ko2 I Ls(emotional
labor)o|2tal +43ot3l JAtHHochschild, 1983, 2009).

A= @ AEFY ARRloA e AES 249 ol wEt A4l A AISH
I AR @20 wep ALl TS mESfokst=d], oot T2 S AT T
Aol ArESH (commerc1ahzat10n of human felling)2tal AsttHHochschild,

1983 2009) d& ¥ 24 st AEFESE &5 A8l sAEol B4

2 A5t WAl U Y (surface acting)?} ‘WHAY (deep acting)® -EH .

A s HHPLL WHP S 25 go] #ElEo] It = 5830 A2, Apo]

A2 BHYPH 7 AA HH TALHE HSHAIZIAl 21 239 AAHFRS Eo=E
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SolA 3EA2 Aolt.

TE GARFE AP Y Tl et PAF FYE IPAGE viaa 28
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A FEA BR=T BT ZdBest vs. Worst)2| 5714 JHER AT A0l A4
oz 4=l . dlE =9 oFde 4T B OF, od, 24, &
Al #9171, #E A, 9 59 #HdBes)d 7IES AlAISEAL, ol
(Worstyg WA= AASIAL A&, ol &2 #4823 22 292 AHlL IolA

fEdos Yepta gck

oY F FBAY 1A AR, DAF o AuA PR D L A
w5 o) tEAel AT dg 59 LASIA JHoE PRI, Adolq S
U A we 349 Felo] Be SRUSCIA A4 Az Holt HRae]
EA4 (display work)Zh ZAFo] Ao YRt A7 A B 4 Itk HhEA
o T FTA R SUE 34, Wolag, HE 59 AME 74 Sol4 2
& 5 ok
[RECS 22 WHUS2 - Sl 78, U vs. E8o| X Hol/2s

- &= HO|ZY/HES/HFXI/X|0H/+ /L0t L F0{/£5Z201/Ef'd
- of0f: ZO|/FM/IRE/ME/E=/H S

- &M OIFR(HIX|, X[0h/S2RA/WLl/ARY/AE & =0
= AMIM2]: HZO0I/SZ0I/EM/BX/AA S

on

7h MH A8 AHESH ME AR
© FEO| 8oz LA $EE oY
@ gLt HO S0 28t AM0] dst AR0= X|0F DIHEL|S SdH MHRe X0tS RAISHH.
@ AMX|H2(et SH Rl R0 = HEA XIF Myo2 HAM
@ Z&0Z|9 AL YIEA| Hair Dryer 2 Y0|2E A 2ZEISIC

—v—

Lt S22 8 AT M5 At
O A OjLFO0 (Manicure)?] MM SUEL Makeup Q| XSS 1125t MEASHE| SIQFAM HZIO| B
0 Lf= Zi2 msict,
@ 4El] H2 XIZ20 Stoto] ZESHH, UENOIS ™ HEfOIA 0N 2/3 K| Z=Ch
@ HHOl= St CXRle] B (F O[L{) 1 “4of ototod of8stl |AQl EMFL E5H2= O

—v—

il

RiQle Zsi0f, B 0| 1 et ZZsHop ik
@ SIOJHELL FOfHO MA2 BN XZEQ HAMDL HOIXIM & MefBict
® YOfRl= =2 J12IX| B0f0F BHB, AHIA Al HHH2|7t B2{UH2IX| RIES DHEI0{0F BTt 0] FS BHOf
Mook QOfE] WS W 1 JWIKIE B Jtssict
o ohE Aefst Zopie AAkEel A FYI Aol vt il gl
o, FHT ook weE =o(RIQdet 9 2013-2014; FAIR <], 2013-2014)5°] &S

A AFHL Ao 4 Zord Azl Qstd AAksH AIF FHZ¥(workplace

violence)¥ d38]&(harassment) A2 A =29]&0] Wi, E3] A3Zto| 1Zof o5t
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FEgo|v FY A=0] Bol == UAth9) 53] A3A | o7t ZZ(third-party
violence)® &3 (harassment-bullying, mobbing)s HEZ I#Hstal Yt A|3A}
o] o3t Zolgt ArEo|u} AMH|AE ¥h= T A(clients), AH]AHcustomers), TS
(patients)ol &3t &(threat), AIAZA  ZH(physical violence), BAZH =

(psychological violence-verbal violence)& 2u|stct,

(B 2-3) Z3s Aot MM BOf XY ZE8 /Y
g o W &
Zd/54 MEIE Ak S5O AIME SHZ Ol5|M= IZ (=D YF AHICH 2F = MES 247p =
(Assault/Attack) ,_|X‘||—\ OOH )\lE =2 ,_|7§‘||—| OHE \:IO|E:IE 49 (_l__h =, -.‘_-Hf—h =, &, o598, OJ 6)
Syut
(ﬂT;reat) SIMXIOIA AAMA, &, FAA TGHL O 28X HUE F2Yot ot 28X ZHE A8
Si] ) o L o ) )
(,?l“tliuse) M, aEo=z sitfsh= HRIZE slSotY|, sitfoly|, AT uEe 52 ZE
LIO], ZOH, O0|= ZH, 7rgetd, M, d&FE, QIE, OFM 10|, Zu, FXM, 5X8 2
slg CH2 7siLt AE, =718 S2 MEE 7|H, Amete] &3, B S 2429 ZIM0| 28501 ¥
(Harassment) g2 Ol OE HHE 782 5t=-C01%, HANM, AZHE, MMM, MAHX-HIZEGHK] &6t
(Y55 Zet
S =28 & Lot dE92 YriEe A2 S S, DshR 2ed, 284, d=9| f”e 7t
(Sexual rassment) | XA & & U= HIEZZEGHK] 25 X L
22X JHRI0|LE HHOA SELE FHL HOIE H2AZ|0X 224 W2, XIS 22 19H
Hul/ e g8 Ol NS St SHHRZ HAN 559 oF Hl. BHoP| XEHCE BN ASHE 95(7Lt H|
(Bullying/Mobbing) | Hale &S, st MRS Atsl MB0M DEA7|= s, HRE JEE 005U HE2= ds
=0| ®3t
o [w=]

. =53 4o 4 573

1. ™= AEjQt 72
1) ZHL-EXI 72 AlE{10)
ot AHC-EX 72

A9 Reg a7 NEUW 2 PHLEY A3
gl A% u AEARIA o] EobA gt

of
19
2,

ARl A EAaer &4, 73
ol Au|AAYA FAR}E G

. & A=A FRE
A (o]

9) FHZole EH9 AFHLME o AlEste] OWHE 244 ZH(internal workplace violence) (7
LB5AZE WA= AAE FAF £9), @9F YA EFH(external workplace violence) (O] =%
ket 1A Zko] JR FPupgoll A S AAH FAF Z)oz FRES/E SA(LO, 2003), @
Wy ZAgd Zat i AR ZY 9o 1Z(clieno] s HAEE ZEOIRIE ZF
(client-initiated workplace violence) (fl: &7} At kS AO|A ot H)oz2 FESI QL
ok 3 AR =2 Z2o] gab W] met AIAF Z2(physical violence)(l: &3 5)3F 4l
A ZZ(psychological violence)(l: W&d, AolEE )08 FLEEV|E AR &, 2014).

10) 342 A<lot 20142+ AFH(2012)9 F8 AFEHIA WS AT Aotk
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SR AT ADEE, AFe F4%= A2 7hesiud, AR 2 AAL
A B =Eo] Ao wet 2y fie] AMA s A AR 1A Al
A R FEAE 3 A2 ohdr. ok, Ak el Ao 2(2014)= HY
AABAGEATRAL 712 7FBANEY Z2AMEA =5 97 AL 7oz A4
=& HRE FAUEE, AEeA 5 oF 740W8(FE At AAQ 41.8%)2=
S8k Sl

(28 3-1] Fo ABY AWY-SX 7F2 ¥ HIZ(2011)
2729rH
300 2269r3 (15.3%)
250 (12.7%)

1680FH le87FH

=00 (9.4%) (9.4%)
100

EHOY AR PEIESE -GS TET U B FARE ~

=l 2x FAA
* & () HE2 A AdZ2Z2AK1,7702HE) iH] ZF-es oig EHe o

* AE 2011 Z2EHETA ¥ ZHESATIAL FRIE(ZRI0) 2013)2 WE Td)

Aelot 9(2014)= AAGSIF T A=A FHE FF5H7] Asll, @A ZFA
749] HBHEE AI7F 1/2) oARS AA AT Y= AFE ZoA G = 29zt
% 50% ole|AY, st T 17”0]1/} s 2T Q= RS = ‘:LUA]7} 1/4 ol

Ao MER wEHGT U A9 Y AF SV F 20% ol AFow A
o giet.
(F 3-1) I, 8%, 34, 8% S U YYSK 72 FH011)
a7, S7H, ShY, B A 37t ' AZH0|LE SR ST
SRR H|E (%) JIERI2Y BIE (%)
g4 g4 7,417 (36.1) 3,014  (14.7)
e 7034600 | 2525 (17.7)
ik (30 3,944  (53.2) 1,350 (18.2)
30-39 4,122 (41.8) 1,612 (16.3)
40-49 3,679 (39.8) 1,486  (16.1)
50-59 2,068 (35.2) 857 (14.6)
S I R 7378 QLY | 234 (99
& SE0[5} 983.3 (26.4) 371 (10.0)
s 5,400 (42.2) 2,116 (16.5)
_______________ gumoly | sie7 wan | 30%2 (67)
HE 2|t 1944 (29.9) 99 (15.2)
HE7h 3 SR} 3,839 (565.7) 1,097  (15.9)
A EALRt 2,468 (30.2) 1,194  (14.6)
MH|AZ AR 1,986 (65.8) 846  (28.0)
THOHS AR 2,711 (76.4) 916 (25.8)
SHOY STSAA} 12.8  (10.2) 8 (6.0
¥ ¥ HEHI|IS SAK 719.9  (21.9 309 (9.4
Zx, 7|71|x” 2 ZESAR 944.4  (25.3) 507 (13.6)
HEL-REAR 1,665 (31.6) 562 (10.7)
=0l 10.8  (12.6) 2 (27
TIA| 14,551  (41.8) 4,884  (15.9)

* XpE ;o 2210t Q(2014)0M ol

— 290 —



Aok 4QO14)E FHwE] B md CiRE geish] Sistel 1A, 34, 44y
WA ge AY TRt ol AR A ANF T Wt ¢ ndolt BT OE
of ofshH 2T A7 F ol Lt sigsteAe] tiek Sge ezt o]0 3
AZEATEAGY) FFA £5 17000302 stol g FARITE 45

A=

20119 22844424 9 AABEAFRA AR ‘“*71"01 et
(1.7709%) % <F 770vr8(41.8%) A= Heh FHwe 29 Y F D27 9 o
AP 27299(15.3%), WA 22678(12.7%), AHlL SARAE 168?}5(9 oo
AR SARE 1689HH(9.4%) £=o]tt.

20118 HYAZERARA 23t 12, 52, S, B4 5 Hrfoll g AR “—e
TAS Ay ol AR T $Ed AL BHG6.1%0 M o

5917, 4% BEES AL WABAAEA0), AVAEAT (658%), e o 1%
FAR (55.7%) oItk 2AL AJOIA Sk & Aol Bk Aol dfat Y] 2
RARES /401 AR T SR AE BHALT0N M o4H(7. 7R %
AT, A% BRI A ANABAR8.0%). BB 25.8%), FEF U BAE
AHH(15.9%) <otk

L ZM=S $Y 72 33

Aok Q0147 71 24 AN FRo] FIHOE AFHo] UL I S
BE 12KOF BOVYAL, YIS 710 B8 AF UFE STE 2634(% 466
ggon, 4E BPNN E o Shies aw

32.7%(CF 5799)2 Zetn Sk,

_Y,‘-‘_.
o]o
v
rot
o,
{0
rr
o -
i"‘a
19

LA

AQUiERo] e RIS AWuy gr] AHHoz dAfHe A g
of MulAFARS] 13.5%, WAL 16.4%0] AP AT vehdm 73
#7130 4L Sof AthE SHS AulA BARS 30.0%, WEARS] 32.6%
k. et olgfat Mg AYH PALE AR okl AL Hxa 45
o AL § ¥4 Uehts 49E Agick

o 3-2) ZHML-EX Y5 SEE AP 72 =H(2011)

G0 d8He=z HRHN AS BiCt Ue #8s =710 LS olof ottt
et % Fgo+ IS AR 0 % Fgo+

e @©HY) e &)
= 4,934 (142 2,513 9,141 (26.3) 4,655
HE 9,297 (26.7) 4,726 12,751 ( 36.7) 6,496
A 20,552 (59.1) 10,461 12,892 (37.1) 6,567
Total 34,783  (100.0) 17,700 34,783  (100.0) 17,700

* Atz 40t 2A(2014)01M MRS
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(H 3-3) 20l M2 AFE=SA SAA #2 FE(2011)

YR HYMo= U= d8s =711 43

AZE S ottt ¢ JHL} ofiOF Sttt © OFC
ISRRH B % HERRN B %
el Rt 116 (17.9) 195  (30.0)
I.J—':'Jf X HHASAKL 1072 (15.6) 2129 (30.9)
AP SAE 1367 (16.7) 2255 (27.6)
MHI*’QM t 408 (13.5) 904 (30.0)
TS ALKY 582 (16.4) 1155 (32.6)
SHOHY SBSAAL 8 (6.4 25 (19.7)
Jlsd H HEIIS SAA 410 (12.4) 681 (20.7)
SR IAZE B ZRSAA} 402 (10.8) 724 (19.4)
e FEAL 563 (10.5) 1048 (19.9)

* XtE o olot 21(2014)01M xHRlE

oll

A gRol APHo ARHo] g AhE SHLS Bl AHOIA 17.9%, AT
FAA 16.7%, HEIL D BASAA] 15.6%2 e} AuAFAA B TSl
Ao g} F2 vlES HAh FE 710 42 dfok b SHe WHBAR
A Vg we uge BEou HEVF 9 BASARCIA 30.9%, FAAA 30.0%2
et AElAEAge BT B B & Rolk Aol 9

S A= oh9l 471 ASHE Fol7t Uk AHIAAY] A $YE 52.3% HEE
WA 2 Holn, AHIAAY SHY AFER ALY Aol(ARlAEIA 64.8% H7HS
MBI 63.1% ) BARAAB| 2 49.4% ) AAARAH| A 49.4%)7F ATH(LE 3-2)).

(23 3-2] U MHIAMRTH 519 474 ®F WIS MENES: %)

—_— e B2
/ : 63.1 64.8 |

52.3 |

49-4 47.7
. —
M| A S MAXL M| A /8 MUH|A 7ZHQl MH[A APS| M H[ A
* 3R BN BFTF Ot U &7 S BIXt S ARMEL MY Moz YS EP0j2ke 280 2ZAIZE 1/4 01402t
Eot ‘St U ™S £70F 5L St ROMA| SHe 2P 0l2ke 280 718 O|AC2 St ARKER| Ha 40.7%)



10 982 977 977 958 96.9
897 gag 89 gry 907 90.7 907
837 806 824 g

S 202
613
£
a T v T T
5 ~ =
& o

764 Faa 781

h
& 2 F B P R P PP R P g S P S
P W% 0 o o W & 3T WT & o W B L T Y o P
v 2 r“\j A 5 & Pl g éﬁ‘ T e A B A Pp ® g & ¥
e E S e G Y Y o K
A ﬁfb & -
K

o
o

T UMES AY UG KBS U U2 IUS o AWS Tt

S SICH'Of CHet 22U MT)oN 2 &2
e JEC 9 SE HI=(%)S 20l

(E 3-3) £2 MHIAX ZAFELS £ g - EHAL, HHEH(2013.9)

ZH-E B =N EEEN
(ROl ofd 22 RE HY) (RIEst Z/ e MA 7] Qo &)
| e | am | oo | B2 | B3| qax | am | me | B2
0| 3 | o | 2% B | e | o | 2% b
;{Iil@ Y 48% | 143% |810% | 376 | 95% | 95% | 57.1% | 238% | 295
T | oy | 05% | 05% | 135% | 855% | 384 | 50% | 88% | 582% | 27.9% | 309
enTEY A | 05% | 07% | 136% | 853% | 383 | 52% | 89% | 582% | 27.7% | 3.08
A 13% | 353% | 634% | 362 | 56% | 176% | 57.1% | 197% | 2.90
ﬂ;‘i ofA 0.8% | 262% | 73.0% | 372 | 61% | 21.3% | 555% | 17.1% | 2.83
= A 10% | 298% | 69.2% | 368 | 59% | 198% | 56.1% | 182% | 2.86
o LiAg 49% | 52.0% | 431% | 338 | 22% | 269% | 635% | 73% | 2.75
7:E|6EP§ 014 2.0% | 423% | 557% | 353 | 20% | 268% | 60.4% | 107% | 2.79
&7 A 42% | 498% | 46.0% | 341 | 22% | 269% | 628% | 81% | 276
= Y 11% | 31.9% | 67.0% | 365 | 11.8% | 312% | 43.0% | 140% | 259
Al 014 22% | 778% | 3.77 44.4% | 444% | 11.1% | 2.66
7 A 1.0% | 31.1% | 68.0% | 366 | 108% | 32.4% | 43.1% | 13.7% | 2.59
£ 2
ééﬁ 014 20% | 447% | 524% | 349 | 39% | 206% | 63.7% | 11.8% | 2.83
T
=E] oy 9.7% | 323% | 581% | 348 | 65% | 22.6% | 548% | 161% | 2.80
AEAL | o | 09% | 34% | 198% | 75.9% | 370 | 86% | 185% | 59.1% | 138% | 278
(eS) A | 08% | 42% | 213% | 738% | 368 | 84% | 19.0% | 586% | 141% | 250
=4E] A 333% | 66.7% | 366 | 16.7% | 16.7% | 66.7% 281
S 014 3.0% | 303% | 66.7% | 363 | 62% | 23.1% | 538% | 16.9% | 278
OFAIES A 28% | 306% | 66.7% | 363 | 7.0% | 225% | 549% | 155% | 2.78
g8 | 01% | 37% | 440% | 522% | 349 | 45% | 240% | 59.4% | 12.0% | 2.78
A o8 | 03% | 15% | 246% | 73.6% | 371 | 55% | 17.9% | 57.7% | 189% | 2.89
A | 02% | 24% | 323% | 651% | 362 | 51% | 204% | 584% | 162% | 2.85

T ORAMNA RS WSIH CIME FE TRE 20%(447F), FHRe D3 26.4%(602%), T XI5tE 529 645(28.8%
%), Hx M S2Y 46%(104%), HY ZISA/ERAL 4.6%(104Y), Tt SHE HEAL 11.8%(264F), 28 SMH
S 0E 3.3%(733)
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J3H AeE2 45 2 A" 293 FFe) mE O eEI e Aolrh gkl
e S ARMuIAYd W HARA O dgshe A=/ AtdFelEtaLl st
T ;*} m7led], AFdAolete ti Aula R mEr ks Akol7t
ATt EZE HfEA e A ARl SATE R -AE) A5 sAee] #ks =3 4=
T 2 Holoh

ft

I
rlo Hq )

i, 1k

F2 MuA BAs2 T2 AH97.7%), 8Y IHAH96.9%), 7= 221(95.8%),
e LAAH2(90.7%), B ﬁi H90.7%), ¥ 2gH90.7%), & HFE wrid
(89.7%), =¥ ©=(89.7%), & A& TMA(86.8%), =W EAIH JH H86.8%) &

AA A HeERRHHHSA, 2013).

H-tf-H’ (face-to-face) T2 ‘EA7-f-F4 2]’ (voice-to-

voice)Th= ‘IATO] AT ARG I o] FEBX]7] wjZolth. AAZ 20139 F8 AJH|

A LEJES gilog ZALE AHRA ARE BAS Ay Z4AHrE0] ‘FHo)
Bt o] w g

(Ht 3.627)et HHBN (B 2.85%) =S 23 HIFLoAE Apol7t &l

ot

et AH|AARe] A eE EAe skl A dE el ASE ARl it
AHE FAHCz HES da7 3o ol fEust AH2ate] A dHE o
b=t oA T8 A2 AL LeeAE Ae] JoAg 3ol B o=
He 77140 BAE 91 UA=AE Tefole A= S8 (H 3-42F (B 3-5+
M| 2Atd 470 o9 A F2 AR Ak % WA AR ot

89 A Aol

K 48 5 AR ARH (G W =
& 5 ot FAS AWE Zolth AuAAY 5

AFEAEA 64.7%SHE 64.7%, WAIE 65%), AN
AR A(EE ) 55 4%ENRT 55.8%, BHHE 45.6% SANE 55.6%), AAS
A2 48.8%(TFSAL 46.1%, TFEZXFA 60.7%, Q=27]&/AE2] 48.8%), AZNQIAH]
2 49.1%(EH 52.7%, FH 45.3%, WAERE 51.8%) &= fol7h it

SO2 (FE 3-5+& AHA =gA] 1ATe] 4L F §714 A W ¢
Z 5] oA A9 299 dx7F RsithE A & Zolth AH|AAY S
dE5E AT 599t PR oH= AABAEIA 90.4%(TFEAF 93.8%, ZFERTEAL
79.7%, Q=m71&/AEA 81.7%), AFEAHIA 83.6%(MI 82.3%, WAIE 89.3%),
ARBARAEA(FE) 81.4%(ENES 80.9%, FHHEY 82%, ZH7IE 81.6%), AN
AMHA 76.3%(ZE 70.3%, 7FA = 45.4%, AERET 51.8%) 08 Zo|7} A

ol
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