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The relationship between emotional labor and work outcomes—The
mediating roles of emotional exhaustion and work engagement
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HERBEPFESFFRE -TE 2 LY 0 AL S HFESR g (Bitner,
Booms, & Treault, 1990) - ﬁ 1 h .fs_E'_fﬂz PR ETEAEFENRE _,s_EL.zﬂh %EPU gy 4
TR X A2 S B (emotional labor) (Hochschild, 1983) - 4 PR3 4 £
FIANES S bAoA E P L RS Y L (Rafaeli &
Sutton, 1987) ~ 3 4c £ = ' 7 R FE(Mann, 1999; Rafaeli & Sutton, 1987; Tsai,
2001) c BE AR B EF B3 F b BRFL PR BRI 0 B4 R
54 gy w (Brotheridge, & Grandey, 2002) - F]t » A {7 F & & pF - 4o
i 4 BR e *i\af CBE R bR - 1 E & REE o

-I\I«

Frig 3 & 4 = & k& i 41 (surface acting)? /&% i# 4! (deep acting) (Hochschild,
1983) o @ S4B R R X F 25 ehR A AL F 5 i H 2 A 12(Groth,
Hennlg-Thurau, & Walsh, 2009) ; & & plecsgph < > p A 2 4 4 E > i BaE
B % o cnf R @ YR (Grandey, 2003) - Kammeyer-Mueller & 4 (2013) s 3% 4 #7
dp i R f e B 1R & & (job satisfaction) &z xR FH A€ G L e
R R YRS E LR ROB IR TR v B AR AT ML
Fa¥F PR 1 wEAGAE Sre2 B 2 20 BT RFH FL - M1 iEk

o g2 Ag 4k (well-being) » 7 3 = BIM EBMIFE KA 2 534 R 57 &
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- & # (emotional labor)s 4% 4 4 Hochschild (1983)3% 1 » & 3 H T 2 %
THEHE R PEE o n BRO BT RBI DR INAFE AL (p.7)
dolp R4 Eigd F R 1T JRIFA R K F R F BB T Ft B AR
ehip @ (Hochschild, 1983) » 8 5§ F ¥ $ M 0 - BATHT R ZRE > 4
74 Grandey (2000):r £t 2 % ¢ TR A ZeskpiEandp PRLLZ
Fidda- BB, (p.97) -

St

2. K w

AT A A AL A Tk 2 (puton) R E > 7
B*t R 1 p ¥ ¢h- 374 (Hochschild, 1983) - j&_Gross (1998) i+ 3# &- 32 34 (emotion
regulation theory) gL gk k 5 > £ A A - AN F B s EEOFHED S
(response-focused emotion regulation) » % L 1 iF97& Jenffdy > S frdanp ¢
PR X o8 aFgEi s gon b P AR X a9 & (Grandey, 2000) -
frﬁ'%ﬁ 1 v’r’#' _,E'T [} ‘]%‘uéz Z\'E :’: ": v by Egi )»mrj‘ FIZ" /ﬁ ’ 3}5"*:{}]\ A - :T;(E"fj;[’li
o g RIER AL 24 AR A (John & Gross, 2004) -
3. ik i

R E D EE g Rt B Td poa b (inside out) s Rk A A
i (Hochschild, 1983) - & Gross (1998)4i %3 & @ crpghy » FA I - f
VT ;%_ ¥ 25 Eghenif i & (antecedent-focused emotion regulation) - i%iE 4 4%
/L% 4 (attentional deployment){riz4ric % (cognitive change) > 4 ¢ s R ¥ in



m—g— 2 MAKp L nlr i F K(Grandey, 2000) o A= R K E A o @ R A E )
HERER e RN 5 2 F (Brotheridge & Lee, 2002) -

(= s 4e 8

442 :B(emotional exhaustion)&.4p @ TR 1 i ST AL & - # 6 P E
Foem@ka P ®2L %S p e Fheayk i ) (Maslach & Jackson, 1981, p.99) - 7
M2 LR D 1R g (job burnout)z w B Y B P aite o ¥t A R
A ow] H_ 4 A iv (depersonalization) f= % < i A = Tk;@ (reduced personal
accomplishmen) o hFIEY 0 BAKIEIRBENE L f o FERFEELS L
TR P AR TR TR R g A N RAFEARG 2 TTE
Az TRA | BB a4 :,\,T% R #-€ "2 < (Leiter, & Maslach, 1988) -
P REART IR 3 A TR AL SRR s ] 0 B 4 ‘%\T‘u& R PR T
T 4L Reng % (Shirom, 1989) - Maslach % £ (2001)4p & » § ¢ P4y i p @ 2
AT TN R 0 B R E DA AR m P itde 1 (TR gV ha B

B FFiE4ccmera t4p b B % 7 { % Z0hf % (Lee & Ashforth, 1993; Lee &
Ashforth, 1996) » 4e i 1 9%, {7 & Al 4 frd & 4 o9 % (Cordes & Dougherty,
1993; Jackson, et al., 1986) o k3t 12 b #rit > AFT T I P T g ¢ AL

(Z) 17§

7 (engagement) e & 1 1000 B di ot I3 A gt F e Ak o ARTE 47
Schaufeli ~ Salanova ~ Gonzalez-Roma ¥ Bakker (2002)#t % & ¢ " 1 (73 ¥ |

- AL s p AFREL TG B .h’muxﬂl;}%ﬁi C B B3t E 4 (vigor) ~ % g
(dedication) ~ £ %t ¥ (absorption) ; (p. 74) = i# # L.dp 7 & & hie £ fow R4 4 o
)ﬁ;{,&%‘J’T]E"/\IP B 1818 FEp s E’*:je‘r?%}a*;oisﬁL ;}F],gﬁ\.%’]n;"'ﬁjl 1 iEE e
FREDRIBED XEHEDFHD s FPRED BRI 2R &
1 0Fd s 3 fEpE g T 7 %jr%rm,” HEREE Y Wt o 441 T E oz B
B %Eﬂiwﬂ'%*"é B BBt st g £ SRR B
A ez Av(Schaufeli & Bakker, 2010) -
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Hobfoll (1989) # ) ¥ /& i% 3 32 # (conservation of resource, COR) » i 5& 4 if®

§ T~ ié:ﬂ 'e‘szmp B o AR T SUR e R (p. 516) -
A i R S AR ’333@2%?’*%7@_? B (blde B E RS BT R
BURTR) EIEBE T - 2R AP EARWIA CRZEEED L TR T
ERCE SR SRS Y, S a),&%tmﬁ% (2 FFOFREX Q)
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Por FREGEFETAR . A1 TR B TR (bl4e: 84 - g
PR ) A5 ﬁwﬁmﬁiiﬂmﬁ%(mr-;@‘*%@‘iﬁ)’gﬁﬁ
Fiha g o Fhord £ e ™72 i (Hobfoll & London, 1986; Riley &
Eckenrode, 1986) -
2. F R A AR

PRERAAS LT P ELBAFTH BH? ZTREED GO EH T
(Brotheridge & Lee, 2002) » % & & difrdp B F P X 0 ¥4 AiF1 v Kep
FiEfom 384 F(Grandey, 2000)» 5 7T A BB EF e BRI T REFF RGP
# 2 p~(Muraven & Baumeister, 2000) - i&#-0) 4238 5 chif 3 hig = [T 42 B
{$ % (Baumeister, et al., 1998; Brotheridge & Lee, 2002) - ¥ - = & > JFA& & 11 3 &
M eh 3% - 5% (Grandey, 2000) » 1% 4 IFL/THarPa RS RE R S RN
Fri- ROEREFEFT R B2 ZHEFTHFS T £0FTRipHR S -
Kammeyer-Mueller % % (2013)» 45 &} » 7R A& 3 d1 e X ik M3F Lo Dl SR 1 o
ETILGCD A A AL R Bl ARG AR R IV EE R AR T R
ATILERCE T o A2 AR R B - e
Bk - AR RN BT EERT Do MG RN SRR R e MR

L- % A7 B £ kw1 7% & & (job satisfaction) sng2 58 - 1
THA AL R IR v 1 ivgma 42 G- R K & (Vroom, 1964,
Locke, 1976) - % BREE R A B FIEFT s p 3 - Ko blder ek G AR E
p '\'*‘%"’1,’&‘ FAEE 2 A et LXFFHAB IrR3EEERNRPE ¢

#2012 e i (COté, 2005) < Morris 22 Feldman (1996) %= 3 &7 @ felii ¥
T A B ROFEA D € R EREL AR o Grandey F 4 (2005) 557 K-
EBELTRARTLIIEEE 2N g3 FHFEALD 7 ¢RI TRAR
TH e AETEE AT ER L FET R RIS SRR 2

FraMIFOR L R I BER S -

-

o

Bk S HHASET Y AR RN ERLAL M
3. TR B AT

de R R IRR IR AT DT RS o ¥ - 2 0 Coté (2005) Atk ¢
SNk R mmﬁ&ﬁméiﬁ’ﬁ%§Uﬁ@m@a%%1’%ﬁ
AMEZ e BTk REEM A T BT REE & 52 ;Y (Brotheridge & Lee,
mmpﬁw,ﬂL&@ﬁ.ﬂiﬁﬂ,w@ B e EEE R FORE SRR
I R OT RS S DT RAE A IR g A L R R TR
e g o PP AR Y fd 1 E & 75 R (Job Demand-Resource, JD-R)#-2]
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(Demerouti, Bakker, Nachreiner, & Schaufeli, 2001) > & 2§ F /R 274 24 Hit »
PeF et VAL R RepR Fr o R A1 AL 1 irEE o A Ea (e
% { 4c iR £ (Bakker & Demerouti, 2007 ) - = 5 FEA L dp > § A PR
R R Xk B ;‘?é/ég A A1 ¢ a1 ¥ ¥ (Bechtoldt, Rohrmann, De Pater, &
Beersma, 2011) o 55 F #7if » GREAF N Haw RE TR A 0 X s K AFREE M G
g EE ‘i)ﬁzi\arﬁ’ﬂ—:—" B4 B 1 eha (Fed o B DN ERZ .

BRZ FEEA AN B L FEEF I M R ARG FEEREDT B R o
=R %’4'3‘%’ wE b B dE 1o K B A 2hi sk (Fisher, 2000) » ® AR R B

IIRS Al S N a\ﬁ* » Fl@ ¥ 0T ¢ 5 B s & A& (Connolly &

Viswesvaran, 2000; Erickson & Wharton, 1997) - 345 1 v & f£—F R#cd] > Fh
MEF 2 TR e Tk HLE 24F 51 174 ) (Bakker, & Demerouti,

2007) Saks (2006)45 &1 1 IFFE & o iFiE LR e BB o SRl &
ThAEERMF A LFER AR 1 TRE > BRI ERLR -
BRe 1 iv@EmET U AFAFNEIIERLREL TR G
N i R
(-)F LR AERERE

AT T RFEME R (F5# 4~ # & Hochschild (1983) e 4 4 # 1 i*
ZHEFE Y- ZRE G He MBS HES R ¥ - uﬁn“»ﬁlf%ia‘
AL FBEREE SR AT R PR TEERY R
TN FER R - TRADRF R EAEE > AL F G A ﬁl‘ﬁvﬁl’
REFT T EHEFPEFTHEE T LT 2 EROTPEB L 534 7 0F
BuapdZa @ g -

x

pun]
~ml

£ %250 R E > wizd 192 i (w TS 5 76.80%) a‘r“$ BHEH G PEE
Fmanl 150 xR B L5 179 i (F »xwfed 5 71.60%) o & & ik i u
Tl o F ML 29.6% 0 & MR 704% 0 R A e A R S o B A FA 25~54
2B Tiaeds s 3682 K B L L 55k FTARLE DG 13 2(7.3%)
REFRDE 20# > T3mEF L 631 & 8L L 574 % o



()71 k
#*1  WR—EREH
By EE A
BB EN SRME ~ BREZFRELSASR6(2005) » 7 BERE
1REHEH 5 BIRE « B RS O E IR T BIEEPR LR 2200t -
2.5 g 6 BIRE - EOBANEFRE - BT TIERVEDK  FEE RS T Mtk - (E B CREA TR
B OME
1H4EFENE 6 Tepper (2000) - 4 BLRE
BIRE SR B2 E SRS -
TAEEEE 9 Schaufeli, Bakker, & Salanova (2006 ) » 7 BE R &
BIRE - FEFR RN - FREBEFWEIS () -
T TEEsEER (=R -
FEHEER TESY (BR) -
TIEmEE 3 Cammann ~ Fichman ~ Jenkins ~ £ Klesh(1979) - 7 BiR &
BIRE « BERSARER » T TAEREDWE -

ERN N Tt

(= &AL FIF A~ 47

AFT g - 8% LISRELB.70 sk A (74 47 £¥ 7 BT ¥ (2 B iR
Romdi ~ Frgde® s 1 v ¥~ 1 FRLR)EFHRELFIZAPT MR E B
LA aE ok o 9} AT F1F f RS E P F KE(p>.001) A
- B FETAORIEAMA LG OLF BRI ERL OV RT FIF R EE R T B
LHGY o e RA R IR A 20 B fedp R0k T T 0N B ot o

2  WT—HIESE C BlEE fE AR LR (N=179)

S x? df RMSEA NFI NNFI CFl IFl PNFI PGFI Ax? Adf
1 ARF 77463 367 .08 93 9% .96 .96 .84 65 - -
2 MHRF— 125381 371 12 89 92 93 93 82 57 479.18** 4
3 WRF—  1207.74 371 A1 9 93 .94 94 83 58  433.11%* 4
4 =NT 1692.52 374 14 87 90 .90 91 .80 52 917.89** 7
5 “KF 234860 376 17 83 8 8 .86 .77 45  157397** 9
6 —KT 241788 377 17 82 8 8 86 .76 45 1643.25** 10

g .

*p < .05 ; **p <. 01 ; ***p<.001

1 ART « REEW - R - BERS - TEECE - TIEmER AT S E & 5L -

2 UAF—:

R E R SRR ER T -

3VURT + th4E M I TARRCEME SRl R — (AT -

4 =T - REENEREEEN G A —ERT - SEFE R TFEeE L SRR —E T -
5 AT RIEEH - PR - 1EEFE - BEITERCEIUEEE SR A ER T

6 —HT : REFTARLE & ERT -

(=) ip b~ 47
LRIE2APH Bliched 3 4T o AR WL ERIAR LM =-23p
<.0L) FAF MR L TR RLAPM(r=.46p<.01) FhF I K F DG



BB L TR AR RS L TSR LM (r=-40,p<.01)> 1 Teeke
1fEB R AL AP (r=.55p<.01)-

*®3 W R LS S IE A R (R EUEH(N=179)

SR AR TERBAGRE
g S 1 2 3 4 5
1. Egad 361 116 (84)
2. EREEH 5.71 77 -32%* (.88)
3. fE4EEEE 2.27 49 29%% L 24%%  (81)
4 TiEEEE 5.18 93 -21%* 57%%  _40%*  (.96)
5. T{EME 5.12 99 -.23*%* A6%*  -40%*  B5%*  (73)

*p<.05; **p<.01- 3 a FESEANE Cronbach’s o {48] -
(=) BR&#

AFT3 % LISREL8.70 3= #:iE (7 447 o B B BB » 1 384
# 4 #ic5¢ (Partial mediation model)¥ = » ¢ 4 #5% (Full mediation model) - i fie4p
TP 4o b+ 2 a/gf o d R (1.97 < 2.18) ~ ACI(926.80 < 935.15) ~
CN(107.14 > 106.38) » &gor 384 ¢ /i fics @ fedp iR s B2t = 29 4550 A3
e e

o d AR A R+ 2 e Ey® =T727.92(p<.05) p 4 & 5 368>
+ = %ﬁ mopd RS 1970 ptdliciE ] 5 A n 3 2 4F i fie(Kelloway, 1998) - & %
it e RMSEA 4 *:.08 3.1 2. i i£ 3| 4 @ ¢ pe(mediocre fit) (Browne & Cudeck,
1993) - 4p ¥t pe CFI ~ NFI ~ NNFI #0:E 3] 2] 45 #.90 2 + (£ P12 > 2006) -

#4 g RS L i ARG R Rk (ELT9)

2
Bty X2 df Z—f RMSEA CFI NFI NNFI  ACI CN
1 /A ¥ A58 72792 368 1.97 .08 96 .93 .96 926.80 107.14
2 =>7 i34 80515 370 2.18 .08 96 .93 .96 935.15 106.38
PR LA A (RS R D) (R 1 T 1 FERR)

(e 1 irmE)>(1L T34 R)
2. =2 AHS (R AFD SRR (B 1)
(Fgfm s 1 iemE) (L ®BLR)
dBLT F A AR R EF M (8= .24, p<.05) > i
SRR R S e (B =-.20, p < .05) > Bk - L 4E o A K
v e EaE B =-0Lns) EEFNE I FEEd BEFLAAM(B =59, p
<.001) > Bk z EEF LI
%55 p RWP R ENP T r R Gl 2B IFIHI TR AR D
TEAEFEEFB=.08,n8) @ 5 EFELBAFECE L (B=-07,n58.) 5B

1 ik ek 5 (8=0.00, n.s.) o & B BT A R AL TR NI G A



FoOFN BRI AETLE FEFNHLERIADEREETF MG
=.29,p<.01): A FZBHFELBNF R >cE 5(8=.05n8) FiB1 FExELaFi

2% 5(8=.26,p<.001) > d ¥ iRk ow A B BiE Tk end AR 0F
MR Bk EE AL

®5 W HEBEHREBE ESCR(EEEHRE)

5=
RIS (% JEREIVE S NS e
IBetrEry TAEECE &t
EEEE— T/EHERE  0.08 -0.07 0.00 -0.07 0.01
EEE > TR 0.20% 0.05 0.26%** 0.31%**  0.61%**
*p <05 ; **p <. 01 ; ***p<.001
0.29*

W4 o8

*p < .05 ; **p <. 01 ; ***p<.001

1 BB TR AR R REL

Fe -
g;\pi_
LI R L RSN S S e B 825 U

F B e sxdg iR 4o 0 E E 0% & & (Hennig-Thurau, et al., 2006) ~ #2 % &3
(Groth etal., 2009) - AF7 7 EF RO IEF 4> F] L E AT 1 T A RB
gz - 0 TR OO B BB -

RS A b

R MR RS Y R R 2 R M

FHRFFRYEFT - A B 42 FUEP ARSI 22 - £ 4342 03

Mo B PBER R - iRk - HEK= -

BRk— t 2 ARGy e MGG IRE AN B Er e M
Bz tEAF N TEEF e M R A RN B TR ERNEDT SR G-



1 TR AR

WFRETEHR AP T*Eév*?i@ﬁ%%#ﬁi CFUE R8RS S FTRT
Z e 2. T (Hobfoll, 1989) » 3 —"Ffﬁ;i % p % iRE (self-protective) #-3¢ (Arkin,
198l; Cheek & Buss, 198l; Thibaut & Kelley, 1959) « & 471 7 305 & k& i 11 & 44
Emk o R 1 @ AAE A S FRAES M T e AR
EREERT & o ¥ - FBHBIAAE LAY ik ¢ T H(social interaction)
WS E ARG e L BEHE YR PERARF N IR B
TEf e e e 7 S e @ s g (el T OPREE R4 (COte,
2005) c R AT RFL >~ 4t kpAEE mf@ﬁ@” P Gk s peagre T
oA - BE e TR e S G AT TR DEKS o
Bk AT Y AR RNz foe B (R
2. FRMEDFAR

FRGENPE R A P R 1 TR Renfi - Ko FR A A E B A i
gLy 2 4 (Ashforth & Humphrey, 1993) » { &: %s}»”%%?l F o AL € 3 & LBt
Kf R R O E el A A R R fr(Grandey, 2003; Groth, et al., 2009) -
FEEHR IR ey 63 Bahk o R 3 BE T RHE - RFI TR £
7 /R -] (Demerouti, et al., 2001) # 5 ik e i@ J2 0 #ef A% F 1 (EF R K e iF
HEARARE > F 1 (TiE G et 2 4% a0 »i(Bakker, & Demerouti, 2007) o iF
R it RE TR A > X B E AR IHY EET IR MR IFR R

ARETRIBATEERE R 1P T R A ¢ BRI v F

BRe 1 ivEmET U AFEFINEMEEs el ko
ﬁ,’ﬁﬂ “#EP‘F‘ j‘ﬁﬂm']Fﬁf’r E#gﬁ'meii’léva p’%ﬁ/z"i)/

SEE R A B R R B RER TR E LA AP
;F;;ju,‘ EA RS R p L N 7 R

=
~

53 200 AL woicd 200 (e 5 100.00%) ¢ 4tk B E P E

T8 ikt ¥ 0 4 22h £ £ 4 188 i (F W fad 5 94.00%) o H & 41 ik 4 )

TA 0 T 37.2% 0 L [0k 62.8% 0 A A R Mg S o E#L A F AT 23~54

2B T3nEdr i 3194 % > ERL LA K c EFEAFTRDI2B! 0 BT

FHE 22 # > T30l (FEF L6507 BB L L 414E FRFEFLEEL T

i A ) () - IL kG 36.7% % 432 % ik 51.1% FEY 432 % (- 12.2% -
9



(=)= %

AT HFEF TR BFT - AP LA ONEPRY AR E LS
Fadty =% @2 £ F 5@ k&4

a1k

:’\; &—L—F‘,L_!,

%6 WW*E%W@

iy E o

1B4E55E) Brotheridge B2 Lee (2003) » 5 BL R &
1R S| B HEIHIEE CEEARE  RREHEK -
PRZSE= s 6 | pirE - R VE A AR R (Y K2 REBS
EH O R 2 BS54 -
TS 6 | Tepper (2000) - 4 LR
P - BREEA LS EGAYE -
TAERZE 9 Schaufeli, Bakker, & Salanova (2006) > 7 iR &
B = AR TAFRF > TEGEFTmENS) Ch71) -
WHTIFEE T (Z=80) -
HREHEENRIES (B -
M5 4ER 3 | AP THEERANE - BlEaE CRESERERE -
=~ FrLR%

(= DHFEILFF » 11

KA F - &% LISRELS.70 % 4 it 7 A 45 » 41
- AL R
THETERITR T AT FE
E_%;IEI?!—, F 3Tk i@f:xz? ;_f#‘u ol T F] S 7}_3—;\‘;5;@
7o bRl S T TS

LRLEIR

- B F&

BRI 4

=

I pFmy R AT
1 ivEE S M f;;:)iaf;gggz;_.p} FlE A4 AR L BT
FEDEF REP>.001) BTk

o 7 B

RN A s gt e

I~ F

=7 W TOHIESE  BoEE e IR bR (N=188)
PR x? df  RMSEA NFI NNFI CFl IFI PNFI PGFI Ax? Adf

1 HARF 441.71 200 .08 91 94 95 95 .79 65
2 MURF—  609.12 204 10 88 91 92 .92 .78 62 167.41** 4
3 WURF—  643.04 204 12 86 89 9 9 .76 59  201.33** 4
4 =T 919.74 207 14 83 8 .87 .87 .75 57  478.03** 7
5 “HT 950.67 209 14 83 8 87 87 .75 56  508.96** 9
6 —HT 444532 210 33 55 53 58 58 50 .26  4003.61** 10

iE© *p<.05; **p <. 01; ***p<.001
HEAEH T AETE— -
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(= )Ap B A~ 47

LRI 2 APRE i licho & 897 o 1 (FFE E AR ok B F it 4P B (1 = .26,
Pp<.0l)ic& 7L REAE > BE TPk - R H i p w9 4§
BRI EMRE g BEFAPM - £ K w A (r=-05ns) % & & (r=.02,ns.)
F4LB(r=-.06,ns.) °

*8 W RGBS S B (R B (N=188)a

EIH Rzt HHRA 2
S L 2 3 4 5
1 REEH 331 .64 (.61)
2. FEEE® 4.02 .55 10 (.73)
3. IEEME 2.59 52 24*  -10 (:82)
4. T IEwE 4.72 .89 -12 28** -49**  (.93)
5. AR 52 33.78 -.05 .02 -.06 26™*

*p<.05; **p <. 012k :a 55 A Cronbach’s a (4% -
(=) BR %

AT LISRELB.70 4% A2 7 A 47 o B AZHSS BB o v 314
AR B 2 A o i fedp R 9o ebgy@k > x;rt,u pdR(242 >
2.41) ~ ACI (590.64 > 588.23) ~ CN (101.47 < 102.21) » &7m = = ¢ £ 5" i fiedp
Tw Bt ? A0 BRSSP o

2 AHR AR Ao+ 2 fe Rx? =488.23 (p<.05) f d & 5 203
+ = x;ﬁ Mpd RS 241 pEciE ] 25 & on § 2 4F i pe(Kelloway, 1998) - &
it fir RMSEA 4 %+.08 $].1 2. FF:£ 3| 3 34 ¢ gﬁo(medlocre fit) (Browne & Cudeck,
1993) - #p #Fi iz CFI ~ NFI ~ NNFI 573 ) 2] % 452 .90 12 } (X P> 2006) o

%9 Wige N EHF 2 BoE T E TR EERER (N=188)

2
T 2 x2 df Z—f RMSEA CFI NFI NNFI  ACI CN

1 E.) SrgiEiE 486.64 201 2.42 .09 94 90 .93 590.64 101.47
2 SEEThiEE 48823 203 241 .09 94 90 .93 588.23 102.21

it t o LEb R - (REE - FREE L) -(EERNE - TFESCE - TIEmEE)
(Fetrers - IT’E%&Z%)H(E&‘ BEAY)
2. sEE T (REEDL - EEET)-(BERE - TFEEEE)
(FsErers ~ TIFEEE)~ (B E8)

11



dR27 gl A RF DGR B F L AP K (f=.45,p<.001) > F
i J S

K %’ﬂ,—ma ARG R F Ol M (F=-24,p<.05) Bk - EELE R K
M1 T ERFLAAM@B=-32,p<.001) FkF B TEE EFDLA

B (B=.42,p<.001) Ek = EEL

%10 5 p R8I 2 REOP Lok iR B i o £ kR N HM R i
P GBS Bnl ok L (8=.16,ns) BB (Fick S ock (8=
-33,p<.001)  #HRA K F N BB T ERPABE o T ER - AEFL
FoORRF MG B BB REBOTETE S (f=-08,ns.) 0 B
W ITEE R Rk S (f=43,p<.001) c d T R RSB (TEE
2P ARG BRe EELEF

% 10 W5 B B EREE ERR (R L AR

o st
PR B EHRECR [EI R SRR
fEerE  TAFeE L
g B - 0.16 -0.33%** -0.17 -0.17
ARIEHET - S - -0.08 0.43*** 0.35**  0.35%*

*p <.05 5 **p <. 01 ; ***p<.001

*p <.05 ; **p <. 01 ; ***p<.001

&2 BRSSP
2 3t
SRR LT
T8 £ ha ik o & L TR 8 TR
L WSy eHF RO

BACAFLIET > RPIF O BRE BTN DR TN g BRI A
B AFET R AL T4 Bak i (Baumeister, et al., 1998; Brotherldge & Lee,
2002) o R o FRFNEPEDFETRES 0 P EFAAEH GRS G 0
TR o FIEh 3 R g I 4 #B(Cote, 2005) o
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7 ¥ R F (Coté, 2005; Kammeyer-Mueller, 2013) > #7245 %o &g ik g 2 e
/ﬁ%ﬁ 1 e (' Fc ¥ (Bakker & Demerouti, 2007)  # & & &1 &2 1 (v ¥ chbd 0% 87
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4 vcqp #0872 Goldberg 82 Grandey (2007)s- 5 3 s 42 § » -5 £ R 7
ER S T LT TN T RN EIEDIY TS Sy B
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PR EL S BT R MR TR B E S R R AL £ v
PALEF T FHEEYEE L 6474% - 5|2 aB %P 5 33.65%
IR 2R APFRRYATEIOER 5= - FRISRZK
T TR e TR AP AR AR AT B RSHEG AT
BB 1 AR IR FRT AL M E A ) B ARSI

14



EGRE T TR RGE LG AR ERAFEER - S o &
Py AenfrAr g Rl R R 1B FRRR > BRIl 2 kg 2
FTRPFEEHENER R RBEF L AR P N HFHTRDEFEHE RE
ARl o REERA R R N BIER R A B AR 2 T R R o
() A kg =
AT IEBGIE® fF > A RT A G ﬁﬁ.&* ¥ Becha (T e p B

TR 2 f D AR B i B (TR T BT S A
FHPER - 2 % # 4 (Brotheridge & Grandey, 2002) - £ & k3 » |74 5 & oolg &
g aa}iﬁnaam'ra o T g A K F N e iEr o Ak FF H B
A fFe B G- AR PR vug’\q.\u?mk%ﬁjﬁézwl}’\*&?)ﬁ?mﬁ
(Demeroutl etal, 2001) 7 RE L KGN I FEEBOPRE TR
NI ER R R B A TS § & > Bechtoldt % 4 (2011)#&#, 6.
R A fi%;é#‘%l & (emotion recognition) i pF » £ w1 T E D v B ¢
(PR FEFINELITEEDE GREd 2o f oo ARTEHHEE B A
FRITHE L > bl4e - 54 A7 s (emotional intelligence) (Salovey & Mayer, 1989) ~ 1
= A 4 F 538 (Big Five Model) (McCrae & Costa, 1987)% - % = » & Z & i !
1 PSS 0 AR BT 1 Fk gz » Rnd ¢ 2 — (Gaines
& Jermier, 1983; Maslach, 1982) » ## 3 A #-¥F ¢ta 1 ivh g K 13 A 14~
%R A :,V;I@g._gp\»oé\je? Bz BB - I I T g S %}?L
BREZp REVREZ 1TSS 35 AT NET I TRLRAE A 2o
ARFT UL P 2 AL TR E e B IHEMM RS (I LR LA
FELPBR) ~1iFdd dhion (el MR FL 23 HF5) ~ 1 e
Ap IR (4o BORE - e ) B o
(1) %%

AL FRBEE R Bd 2 T T R eI 2 B o A PRAME
LaugAeg Y o AN EN R mr—}ﬁ?/ﬁl v Fd é_i‘ﬁ‘.ﬁi‘j%&‘:?ﬂ R
TREFRT R DK AFAREEM P BB T RORE > BGER 1 1 iF
HE P REET YRR R E RN AR R YR 280G
Ek 5 @A REFN O NTEESEEF TR AT - HEFEFFT R
WAEAREZ 5 HILIFEE ) PRAPTE - BEFRFAFNEEL Tk

-

=1

Ao BRI 1IERLR  WEEBRAG Eed 41F% ot feffdiiR, 1 (Fix
YLMBABFEY B g £8P d o

15



T3y e
(= )¢ 2 2|A
TP IE > 2006 o 4R AR D SIMPLISehg* > ot ® 1T s e

BRI E ~ AR~ % 450 20050 E A f EIRGEA B OFEA F S ek F R

Hd% o Bth: 4FFER L0 kT EemET > 28(4) > 693-719 ¢
EREREIY

Arkin, R. M., 1981. Self-presentational styles. In J. T. Tedeschi (Ed.), Impression
management theory and social psychological research (pp. 311-333). New York:
Academic Press.

Ashforth, B. E. & Humphrey, R. H., 1993. Emotional labor in service roles: The
influence of identity, Academy of Management Review, 18(1), 88-115.

Bakker, A.. B., & Demerouti, E., 2007. The Job Demands-Resources model: state of
the art, Journal of Managerial Psychology, 22(3), 309-328.

Baumeister, R. F., Bratslavsky, E., Muraven, M., & Tice, D. M., 1998. Ego depletion:
Is the active self a limited resource? Journal of Personality and Social
Psychology, 74(5), 1252-1265.

Bechtoldt, M. N., Rohrmann, S., De Pater, I. E., & Beersma, B., 2011. Research
Report. The primacy of perceiving: emotion recognition buffers negative effects
of emotional labor, Journal of Applied Psychology, 96(5), 1087-1094.

Bitner, M. J., Booms, B. H., & Tetreault, M. S., 1990. The service encounter:
Diagnosing favorable and unfavorable incidents, Journal of Marketing, 54(1),
71-84.

Browne, M. W., & Cudeck, R., 1993. Alternative ways of assessing model fit. In K. A.
Bollen & J. S. Long (Eds.), Testing structural equation models (pp. 136-162).
Newbury Park, CA: Sage.

Brotheridge, C. M. & Grandey, A. A., 2002. Emotional labor and burnout: Comparing
two perspectives of “people work”, Journal of VVocational Behavior, 60(1),
17-39.

Brotheridge, C. M. & Lee, R. T., 2002. Testing a conservation of resources model of
the dynamics of emotional labor, Journal of Occupational Health Psychology,
7(1), 57-67.

Brotheridge, C. M. & Lee, R. T., 2003. Development and validation of the Emotional
Labour Scale, Journal of Occupational and Organizational Psychology, 76(3),
365-379.

16



Cammann, C., Fichman, M., Jenkins, D., & Klesh, J., 1979. The Michigan
Organizational Assessment Questionnaire, Unpublished manuscript, University
of Michigan Ann Arbor.

Campbell, D. T. & Fishe, D.W., 1959. Convergent and discriminant validation by the
multitrait-multimethod matrix, Psychological Bulletin, 56(2), 81-105.

Cheek, J. M. & Buss, A. H., 1981. Shyness and sociability. Journal of Personality and
Social Psychology, 41(2), 330-339.

Connolly, J. J. & Viswesvaran, C., 2000. The role of affectivity in job satisfaction: A
meta-analysis. Personality and Individual Differences, 29(2), 265-281

Cordes, C. L., & Dougherty, T. W., 1993. A review and integration of research on job
burnout. Academy of Management Review, 18(4), 621-656.

Coté, S., 2005. A social interaction model of the effects of emotion regulation on
work strain. Academy of Management Review, 30(3), 509-530.

Demerouti, E., Bakker, A. B., Nachreiner, F., & Schaufeli, W. B., 2001. The job
demands-resources model of burnout. Journal of Applied Psychology, 86(3),
499-512.

Erickson, R. & Wharton, A., 1997. Inauthenticity and depression: Assessing the
consequences of interactive service work. Work and Occupations, 24(2), 188.

Fisher, C. D., 2000. Mood and emotions while working: Missing pieces of job
satisfaction? Journal of Organizational Behavior, 21(2), 185-202.

Gaines, J. & Jermier, J. M., 1983. Emotional exhaustion in a high-stress organization.
Academy of Management Journal, 26(4), 567-586.

Goldberg, L. S. & Grandey, A. A., 2007. Display rules versus display autonomy:
Emotion regulation, emotional exhaustion, and task performance in a call center
simulation. Journal of Occupational Health Psychology, 12(3), 301-318.

Grandey, A. A., 2000. Emotional regulation in the workplace: A new way to
conceptualize emotional labor. Journal of Occupational Health Psychology, 5(1),
95-110.

Grandey, A. A., 2003. When 'the show must go on': Surface acting and deep acting as
determinants of emotional exhaustion and peer-rated service delivery. Academy
of Management Journal, 46(1), 86-96.

Grandey, A. A, Fisk, G. M., & Steiner, D. D., 2005. Must “service with a smile” be
stressful? The moderating role of personal control for American and French
employees. Journal of Applied Psychology, 90(5), 893-904.

Gross, J. J., 1998. Antecedent- and response-focused emotion regulation: Divergent

17



consequences for experience, expression, and physiology. Journal of Personality
and Social Psychology, 74(1), 224-237.

Groth, M., Hennig-Thurau, T., & Walsh, G., 2009. Customer reactions to emotional
labor: The roles of employee acting strategies and customer detection accuracy.
Academy of Management Journal, 52(5), 958-974.

Hennig-Thurau, T., Groth, M., Paul, M., & Gremler, D., 2006. Are all smiles created
equal ? How emotional contagion and emotional labor affect service
relationships. Journal of Marketing, 70(3), 58-73.

Herzberg, F., Mausner, B., & Snyderman, B. B., 1959. The Motivation to Work (2nd
ed.). New York: John Wiley & Sons.

Hobfoll, S. E.., 1989. Conservation of resources: A new attempt at conceptualizing
stress. American Psychologist, 44(3), 513-524.

Hobfoll S. E. & London, P., 1986. The relationship of self concept and social support
to emotional distress among women during war. Journal of Social and Clinical
Psychology, 4(2), 189-203.

Hochschild, A. R., 1983. The managed heart: Commercialization of human feeling.
Berkeley: University of California Press.

Jackson, S. E., Schwab, R. L., & Schuler, R. S., 1986. Toward an understanding of the
burnout phenomenon. Journal of Applied Psychology, 71(4), 630-640.

John, O. P. & Gross, J. J. (2004). Healthy and unhealthy emotion regulation:
Personality processes, individual differences, and life span development. Journal
of Personality, 72(6), 1301-1333.

Johnson, H. A. M., & Spector, P. E., 2007. Service with a smile: Do emotional
intelligence, gender, and autonomy moderate the emotional labor process?
Journal of Occupational Health Psychology, 12(4), 319-333.

Kammeyer-Mueller, J. D., Rubenstein, A. L., Long, D. M., Odio, M. A., Buckman, B.
R., Zhang, Y., & Halvorsen-Ganepola, M. D. K. (2013). A meta-analytic
structural model of dispositional affectivity and emotional labor. Personnel
Psychology, 66, 47-90.

Kelloway, E. K., 1998. Using LISREL for structural equation modeling: A
researcher's guide. SAGE Publications, Incorporated.

Lee, R. T. & Ashforth, B. E., 1993. A longitudinal study of burnout among
supervisors and managers: Comparisons between the Leiter and Maslach (1988)
and Golembiewski et al. (1986) models. Organizational Behavior and Human
Decision Processes, 54(3), 369-398.

Lee, R. T. & Ashforth, B. E., 1996. A meta-analytic examination of the correlates of
18



the three dimensions of job burnout. Journal of Applied Psychology, 81(2),
123-133.

Leiter, M.P. & Maslach, C., 1988. The impact of interpersonal environment on
burnout and organizational commitment. Journal of Organizational Behavior,
9(4), 297-308.

Locke, E. A., 1976. The nature and causes of job satisfaction. In M. D. Dunnette (Ed.),
Handbook of industrial and organizational psychology (pp. 1297-349). Chicago,
IL: Rand McNally.

Mann, S., 1999. Emotions at work: To what extent are we expressing, suppressing, or
faking it? European Journal of Work and Organizational Psychology, 8(3),
347-369.

Maslach, C., 1982. Burnout: The cost of caring. Englewood Cliffs, NJ: Prentice-Hall.

Maslach, C., & Leiter, M. P., 2008. The truth about burnout: How organizations cause
personal stress and what to do about it. Jossey-Bass.

Maslach, C. & Jackson, S. E., 1981. The measurement of experienced burnout.
Journal of Organizational Behavior, 2(2), 99-113.

Maslach, C., Schaufeli, W. B., & Leiter, M. P., 2001. Job burnout. Annual Review of
Psychology, 52(1), 397-422.

McCrae, R. R., & Costa, P. T., 1987. Validation of the five-factor model of
personality across instruments and observers. Journal of Personality and Social
Psychology, 52(1), 81-90.

Morris, J. A. & Feldman, D. C., 1996. The dimensions, antecedents, and
consequences of emotional labor. Academy of Management Review, 21(4),
986-1010.

Muraven, M. R. & Baumeister, R. F., 2000. Self-regulation and depletion of limited
resources: Does self-control resemble a muscle? Psychological Bulletin, 126(2),
247-2509.

Rafaeli, A., & Sutton, R. 1., 1987. The expression of emotion as part of the work role.
Academy of Management Review, 12(1), 23-37.

Riley, D. & Eckenrode, J., 1986. Social ties: Subgroup differences in costs and
benefits. Journal of Personality and Social Psychology, 51(4), 770-778.

Saks, A. M., 2006. Antecedents and consequences of employee engagement. Journal
of Managerial Psychology , 21 (7), 600-6109.

Salovey, P., & Mayer, J. D., 1989. Emotional intelligence. Imagination, Cognition
and Personality, 9(3), 185-211.

19



Schaufeli, W.B. & Bakker, A. B., 2010. Defining and measuring work engagement:
Bringing clarity to the concept. In A. B. Bakker, A. B. & Leiter, M. P. (Eds.),
Work engagement: A handbook of essential theory and research (pp. 10-24). NY:
Psychology Press.

Schaufeli, W.B., Bakker, A.B., & Salanova, M., 2006. The measurement of work
engagement with a short questionnaire- A cross-national study. Educational and
Psychological Measurement, 66(4), 701-716.

Schaufeli, W. B., Salanova, M., Gonzalez-Rom4, V., & Bakker, A. B., 2002. The
measurement of engagement and burnout: A confirmative analytic approach.
Journal of Happiness Studies, 3(1), 71-92.

Shirom, A., 1989. Burnout in work organizations. In Cooper, C. L. & Robertson, I. T.
(Eds.), International review of industrial and organizational psychology (pp.
25-48). Hoboken, NJ: Wiley.

Tepper, B.J., 2000. Consequences of abusive supervision. Academy of Management
Journal, 43 (2), 178-190.

Thibaut, J. W. & Kelley, H. H., 1959. The socialpsychology of groups. New York:
Wiley.

Tietjen, M. A., & Myers, R. M., 1998. Motivation and job satisfaction. Management
Decision, 36(4), 226-231.

Tsai, W. C., 2001. Determinants and consequences of employee displayed positive
emotions. Journal of Management, 27(4), 497-512.

Vroom, V. H., 1964. Work and Motivation. NY: Wiley & Sons Inc.

Westmana, M., & Etziona, D., 2001. The impact of vacation and job stress on burnout
and absenteeism. Psychology & Health, 16(5), 595-606.

Wilk, S. L., & Moynihan, L. M., 2005. Display rule "regulators™: The relationship
between supervisors and worker emotional exhaustion. Journal of Applied
Psychology Copyright, 90(5), 917-927.

Yang, F.-H., & Chang, C.-C., 2008. Emotional labour, job satisfaction and
organizational commitment amongst clinical nurses: A questionnaire survey.
International Journal of Nursing Studies, 45(6), 879-887.

Zapf, D., Vogt, C., Seifert, C., Mertini, H., & Isic, A., 1999. Emotion work as a
source of stress: The concept and development of an instrument. European
Journal of Work and Organizational Psychology, 8(3), 371-400.

20



