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Abstract

The present study adopted theoretical perspective of affective events theory to explain the
relationship between emotion and emotional labor. Diary reports are conducted to examine
the relationships between daily positive and negative emotion (PA and NA, respectively) and
emotional labor. Self-monitoring theorized at a between-subjects level would moderate the
within-subjects relationships. With a sample of 124 frontline sales employees and 3,261
observations across 25 working days, results show that daily PA and NA had a significant
within-subjects main effect on daily emotional labor strategy. In addition, between-subjects
self-monitor moderated the relationship between NA and deep acting. The current findings
shed light on the daily emotion labor consequences of daily emotion and provide important
theoretical and practical implications.
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=TI

BEE AR SR R R » AR E T B T B IIRE W E - R AR —
TR N BRI - ERBEE MRS A EEMIRFZ] - 7] DUERRE A
BATRIRMAIERE R - SRR ERIENS: - SR AIED R R E B AR
REVER - AR EFF L REE - 1568 RS SR AR 55 48 38 T T[] A EE s B AR
(Spencer and Rupp, 2009) ; Pugh (2001) FERARERIFEH] - FHEREMIER - EAAVEHE
R AT DU S SRR R o BB E R IR e e EiE s - F—RE A8
R BAPER) AY) (Rafaeli, 1989) ; (Kl » BF 20 KB —RHE KA GERINE R M
BB ESEEENRE - SR E RS Tt R MY S 328 1L - EEEIER
YE B AR AT 2 3AY7T R (Hochschild, 1983) -

B SR — AR AR IS A B RE A R EOREGHE TR W= iR - MZETE L
TEHESTH » BN L EIERERE - RS KAYERE - Hochschild (1983) #/2
EEFEMGEREZER  NERAEGHEMER » 2 R 1E52% 8 (Emotional
Labor) ° [HEHMPT ZKAY G R RN - (S8 8E RN « BRI
4& (Hochschild, 1983; Grandey, 2000) °

E—iRIRB N EFHN TIENEW RS EREFER - 280 - ks B e EH
HH & &4 (Everyday Emotion) & #f HAM AT R E £ 52 (Ashforth and Humphrey,
1995) - fHEFA/LME (Mood) » [E#E (Emotion) ;2fHH ~ ##) » AIREZIASIH R AT 2 20
15 EGIRRE (George and Brief, 1992) ; KAl » ZE—#RARIS A BV HIT BRI ATREE ZF|
BN TERE T2 - 5 FHER (Affective Events Theory; AET) FJ 51 > & T HYIEE
G2 BB - EM BRI E AT R o Grandey, Tam, and Brauburger (2002)
HIEaE i - B THYIE A A G S SOEEE AR TAE{T EAREEE | - Thoresen, Kaplan,
Barsky, Warren, and de Chermont (2003) tHBAfEfEH » B TR T/ERELL K REE AT HE
JEREFEOINATEE] - Kaplan, Bradley, Luchman, and Haynes (2009) %48 2006 £EHiH #H 1E
E A5k (Positive and Negative Affectivity) $BEGEHIFERBINIIE » ETRER T
(Meta Analysis) ; WFFCAGRZEE - B THYIE & MERCE B TIEBEUE & B 25N
% °

F B ETam AT A - DU R E G B K E - 58— 1R A\ B RN FIRY B ER,
THHERZR - #HREANEE RS AR - M R AR S RE AR AT AR # Y 17 #
TREEKIRE - RIREERICIS[FISENE o 15 R Gm v P DU R S - S I~ 1T R
LR E SR RE ANV EFEGE EEFHISZEF (e.g., Basch and Fisher, 1998;
Donovan, 1999; George, 1991; Kelley and Hoffman, 1997; Munson, 2000) ° 2R » _FltE
BT R 20 A (S e B B (Between-persons) 20 (B B S (4F 2 G P o s 04 11 58
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WEE TR (Within Person Relationships) LA B HF (Real Time)' FURZZE4E (Fisher, 2002) ©

{EBERE MR EE N ET AT EFERER - ilekE AN E#E %L (Variability
in Motion Level) * e HE TR 2 BT E AR EETEES « HA - Fisher (2002) 843
75 124 (320 28 " SER G R - BRI TE S T R A TAEF B SO sk E
T » ISR G R TAE T R AUsc 8 - BEAR LA FeaE Bl k2 I 1 H AN [RIRERE 2 T
TETE R - ARMAEFE AR R EIRE R P SR B (S RS FE R B Ry T S8, 2
BE& (Average Affective Reactions Experienced While Working) » [ AFFE FE B EEFEE]
&[] 72 5 (Between Person Differences) HJ52%2% » M IE{E#E A (Within Person) & H 72 5 A
SERRATRS2E 2 - SR » Miner, Glomb, and Hulin (2005) £F E-ifFFerh 2830 - {E A &5 E)
H 56% BFAERE#E A (Within-persons) » [ IE{E#E ] (Between-persons) © Beal and
Ghandour (2011) tH¥5H - (A A H G S 2FKEINS: - H 221G rlge M BUEIAMERE
B% - Rothbard and Wilk (2011) #iff5eth#8 3 - & T H B B8Rt TIFEHER
A SEMR BRI ATTR - ERIEFEE RS FERS HH (Rothbard and Wilk, 2011) -
SR+ SEEI TR ZRHIE R M R — BRI EIRYEKSZ (e.g., Watson, Clark, and Tellegen,
1988) - [ AN T 158 HERESE | Kk - FHEESEESE D Z 25wl E
i e

Miner et al. (2005) LARSE&HUAS (Experience Sampling) 3% 517F » Baad (B ECEE -2 -
RAFUERE] 41 (3G REEA - L5 2 BTG S - mEEERH - H—F=F
AR - HIFIRGCR: " B - B - & 298 - R - (R EEUERE - RE=E
B RN ) DUk TEAREERE ) B - BRAMTEIREE— -

I » A TR E LT R B B B EHE AR B - R ERERE
WREAR - DIHEE ST (Longitudinal Study) @ &%at Heo =0 — LA H sk 7 =5
BIFEE - BIEE—IRB A BEH EAREEEERG T RITEENZE -

FRIELZ A - EHIAEE—RRIR S A\ Eid s <T AR A 2K A B AL HT] (Display Rule) -
B NS TIFZRKAEITHIE (Coping) RREEEULHEFERZRIFE - ESEENE - LIF
BRI L B PR BRI I - PTRE S 2 B H 2= 52 A2 2 © Miner et al. (2005) TF7E45 R
fEER - RAEMT T R ERE N BB 1T R BERATREE - JRIEM A AR E 2R - DI
HEBUR - BoRMG (2003) f5HE @ IEMAAEY(E A K52 (Positive Personal Characteristics) °
MEE -~ B ~ TIFEIE - EG FENEFE R BT R EPIEFR < FEIERE AR &L -

1 EFF (Real Time) EfEE L E FNAYFFRIES (The Actual Time During Which Something Takes
Place) -

2 Fisher (2002) 7E L{FI& BRI B 3l SR R AN [FIRF AP TG BAR DL - R UCER 5 (EIRFRE - #iF —0F -
RS 124 (2 RIS AR S HA R B B SR EC 8% 50 (ERFRER G RGIR T - I RIS A &R 4507 25 -
# Ky Within Person BT » n=4507 5 {HICHFFEETHZHE —SEZ SEIFIERGIRYT - SR Ett s
T n=121 » #{7F Between Persons fiff5¢ °
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AWFFEHEI T HIREEE (Self-monitor) | FyFa BT EL -

H B S 2 Snyder (1974) At - LA S8 AAEFT R (B 5 RS A RE
TR AR B RERE AT R HIRRE i ke B T ABR A Eh B (G #EFETRE ST - DISeEGHE
ik A EE KA R AR A 5 IRl LA 22 58 R e TE Al E AR E0E B ks AN EERE H & A 1E
FrEL AR T R HIRAGR

TR BT B ta s AR R ] TE 32 A 32 (Temporal Context) HJ522% (Boswell, Shipp,
Stephanie, and Culbertson, 2009) » 5@ HEET B LANGERF A8 ER ] SOEAE H T AF
b EEREE DU AT R o (BRI AR It — ([ SRR e R PR B
1B REAT T R = WIRALR - %3 EmbR 1T AI DU DU (E RS T 2= 5200 - B8 v FH DURR R 45
W52 (Fisher, 2002) 5 2R » @ EZE MERS TR T - Kt - AF5EE s
BTEFER  BERETLEHHTFEEEEETREANZE R TEEEANZE
& (Within) b - ARWHFCEIRFAN A (E RS (Between) BIEZES - HIH RECRTE HIEHHE
BT R HUEREASCER - DA SRS B a8 H TR O ERERI e B 28 -

&l ~ MEAETmE I iRER
— ~ EFE5H)

&S5 B & & S0 /2 Hochschild (1983) FrigH - faEREE L R HE BT ZEE L
EAERAETEH - DIESERF S EETR R R G SEE o A SSER RIS ESE
Ho NEBET RESEE - RIS E TAERER IR IE S S FEEE (Grandey,
Dickter, and Sin, 2004) > tHgi/2FTFERY " BEE 2 EIRAT - HiE RERE IR Rt A EE a1
NIBFEH) TAEE BT Ry = EE Y (G558 (Spencer and Rupp, 2009) » FHAIERE S5 BIfE &2
ST R AP EOR AU IR AN (Ashforth and Humphrey, 1993) - & 25 BRI HIZKAITT
Al 43 B K HH (Hochschild, 1983) @ g {B3E (Surface Acting) B2 ZE[E B53E (Deep
Acting) °
(—)REBE

BRI R EREERE CHEEEME - SUBIMEE#ERZE T DUISEREEE
H ORI HAFEESR ; 22— T#_EEE (Put on) FY{BEE | (Hochschild, 1983) 55
REEEHN T HERAIIREE (Faking in Bad Faith) (Rafaeli and Sutton, 1987) , - BEAREE
ZAGIEANLL - (B 5 T 3R AN GRERAZ - R BISE AN BTG - DUZE Rt & 2ok e
HARF < 2RI @ BRI R A E BB MRS R E = (HEL (RS E 'R G INTE
J&k <7 Al & A~ — Y - R B AT RE & B (R 2 1 ## 25 38 (Emotional Dissonance) HJFL 52
(Hochschild, 1983; Zapf, 2002) °
(=) RE®BEK

PRI R 2L 2 (H RS S B DRI NTERSZ » 1S N TR SZ B ME R BOR A [ 8 =0
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N —E0 T R 2 R R H O YRR BEAMERIE — 2 IR EE L —5RE
H o B T Bk 8E (Faking in Good Faith) (Rafaeli and Sutton, 1987) ; ° 2R - {58
LA BE N E E B R BLYMEER SR E F]— 21 2 Grandey (2000) 5H A2 @ /a7 =02k
HETTEEEE - [FE JJ#ERZ (Attention Deployment) Sz 53 H124% (Cognition Change) ° V£
B HERS RE RS AL S TE S - R R DGR BN MR TSR - SISO A2 Y
TEETT R AL - OB BRRIRERE o H i uR I (R S0 (8 B2 B S B N 1 Rk <2 B BR 55
SRGEF 2 A - R B LA SE A BRSNS - HEE WS
#5155 (Grandey, 2003) °

W EERAE RS BIHIMEBE S R - RZRMERIGH S BB R i & 5 1 BHAE
e e 2 DI —FR%E (One-time Global Assessment) G2+ (Judge, Woolf,
and Hurst, 2009) ° ZR1fi @ T2 BAREZHISCEEE - B THIVEHEIREE H TIERER
A 7 AE (S N Y 22 522 (Intraindividual Variation) (Boswell et al., 2009; Judge et al.,
2009) ° 1 Ilies, Schwind, Wagner, and Johnson (2007) 72563 - B THHA TIE&TR
DU we o A A Pk 2 #7292 A 522 - Yang and Diefendorff (2009) fEHERT 22 5 T
[ 2 TAE1T Ry (Counterproductive Work Behavior; CWB) RIZHf5H] - E THYEHE
FEE ¥ CWB EARE - R R E L G LEHBAVITE - HE S - #SIEHE
=3 2 T4 Higil (Well-being) I (Judge et al., 2009)

G S5 B IAHRBR 78 25 DUB B R 7 DLUSGRS SR TH R R e R 1 T B FE SR ER
FERZHFHRBAI TR/ 5 BRI Z b - ST 2R St H 5 a B LI #8 B 17 Ry ey B REEH
#X (Daily Variation) » BRICANFERE DU #8255 B R (5 R B AL s 2 ST AR RS - BiE
B TAE"HAERS BT - 20TFRER{E AR DL AR 2R T Ry YRR -

o ISR P

THRE R EE LIERHgE8 A MRS E - S LS ESE N E Y
230 (] A\ HY1T By (Weiss and Cropanzano, 1996) ° Miner et al. (2005) B 3855 S L a3 —
o BMERE NS H PmE BRI F TIEE A E S A SRR E 2 - e s B
NAT Ry - R E— 38 - 56% WIIEFEE R SEAE R EEE N (Within-persons) [ FE
{E =R (Between-persons) ° BLAGSREREA - (EARYGFEINEIHE TS 28 ATRE » 5%
F5 H IS 2 - Beal and Ghandour (2011) DL 67 fi7 IT A EJR¥i% - SEEEECH# =
TAERWIEAE MR - a2 S R E HAIEA R EHEE AN E - 2 HEE
FATERTEERIA S « (R - 35 DAE (I i R B R PR 1 B R B G - mI e R A A
IHFE B RS TR TR EIR - EEEHERE R - SR EHER (Day-
to-day) B/ NIFERL (Hour-to-hour) 2R SR 881 ff Bl 1T Ry U8 G HLAELE » DR e 25
HE B RL 2 9245 5 (Miner et al., 2005) ©
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HRATAETT R (Job Behaviors) HYET &R - HAHRA BB AT 73 R Wi RHH - 16 ECE A HY
TAE1T Ry (Affect-driven Behaviors) » Z0#H#& N K175+ DURGHEZ A TIET R
(Judgment-driven Behaviors) » Z[&ERETT Ry (Fisher, 2002; Weiss and Cropanzano, 1996) °
RIZERE G - B B R AN T TR AR TIERRRE  EAMEARER » It
TART R 2 tE B ECE Y TR TR - @i @ [BECE M TIE T e B2 2 G
BRI - RHES R LT R AEZ 3 TIEREE /T RER A2 (Fisher, 2002;
Miner et al., 2005) » S A0E 1 Fros o KL - 35 8 TIERCER TIET RIS - BEE
THIEREE HAZEM: (Weiss and Cropanzano, 1996; Miner et al., 2005) °

TFTHA

TERER
THETR

Y

THEEH

1HHE I e

TRREE

A
A

L FEEm
TIFTA

1 EREHERESE

{£1E B Fisher (2002)

FERA I 55 B R (B AE L AF BB (E A G RERIHAYRES) (BRIRE - 2002) - HAT
R BB ERCE R TIF TR - RILET R B2 EE NS ERTo 8 - Ty il ik
B - {18 85 [F el 175 SR 32 SRR Y AR B R AR - FEIEL AR EAAE - TAF 3 LRy IEA B E A
BT BB TG - DI TR E A A2 40 NS Ze Rl Ry & e 5+ S
(Grandey and Brauburger, 2002) * F&jA FiltE5 - & #H B TRYIEFEEZ S G E - S
58 B R R (RS o (R R AGETT I #4558 (Grandey, 2000) ° [AIEL - AHFFELE
PRETERE 5 B AR T - B R G - SR A& R LR G5 B
BfR - B Hig HryEResiE -

=~ ISR BIER TR S N 190 S 17 468 55 B g 5 4%

FaEBTERE » S EEEE A P SR =Y pr e 4= 1Y — 1 B Fed5 R [ EK (Van Maanen and
Kunda, 1989) - Watson and Tellegen (1985) #5 1% ##& H9 #% & & 43 5 — 8 1 [F] BY 18 =
(Construct) : IE[A][E##E (Positive Affect; PA) EAE [A] &4 (Negative Affect; NA) ° FE &
IEAEREEE A EE 2R — R rEaymifs ; 2R - B Eale s LIRS - #
TA(E B8 A= B DU AT Ry A T [FI R 52 2224 (Watson, 2000) » iy HL B 5t A8 84 A AH BE 14: 1o
H Fr AN [A] (Watson and Pennebaker, 1989) - FH A 15 #8245 B & <2 B A1 & T 52 2
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(Totterdell and Holman, 2003) » & RME A &8 & 2 Z 2 (E 88 1554 = 2ZW T (Gross,
2002) ; i #E 15 ## K32 A W& 73 Fy IE ) 15 A DL E ) 15 A - BRI A FE s 70 Bl St ik — (&
[FI 5 JEk S A2 R S 8 55 B P RESS R s BHE TR &

(—) avIFGHFELEFHIBE

{18 B 15 e JEk <2 AT DU ERAE NAE 1 #8 DL MEFR BRI (E AR (73 ( £3UAT - 2011) - £R
BIERCEE  E(EREE S B RRIEREEASZT - B ARAME A IMETT RBIRiiE -
SMERBAE S ABE  IgdlaRE - BE B LAIBHEEI(E - A1 - & B LE AT
ZURWI IR RS T - Lo & TR E M Z BT am B 0015855 Bh oG - g R
BRI (B8 - DA IEAEFRZRERT & B R EREAYZESK (Rupp and Spencer, 2006) -

R (R e B PR T (R B R B — A AR & T 5 R Wi AN [R5 7 55 B R - I ¥
N EFER - TIEEERE R R A FTZESE © Zapf (2002) FHITEIE &R
(Action Theory) ZRaRAHRENE (R 2L BA PR (R 2ERTFEH - Zapf (2002) 30 Ry 38 (R 2L ag i o8
A TEIE (Flexible Action Patterns) [EK » BIRZ1TEIE R A LEFITTE » NFRICE
REBHIEAE N - v B HMEEFE AT 5 g R IEATE R JI/8 X (Intellectual
Level) » {[E #2552 I RE TG SR - AR REME ARG B AT HRoHEE & B R 5% -

FrEBam G B e (iR R 2 21 E BRIy - SEmEEI(ERERZFTEE » &
T8~ R Bk (RE SR (E R Rz AR BRI ~ 12FFHY (Watson and Tellegen,
1985) - E [ 1E f & B K E BBV R A 0 & ZE T E 2L (McColl-Keenedy and
Anderson, 2002) ; KR & KA H 5 R RH AR Y B 2 TR - AR EHEA S RIT R
(Johnson and Spector, 2007) ° Rothbard and Wilk (2011) BEHAREFEH - B T E RV TIEG
e H I T EEURAYFEAIEHE (Cognitive Appraisal) » & 2 TR EAITEFERE - 5
R AR ER & AR A RS Al - R - & DI & a A B 2K R B T /F 25K - 4E Rothbard
and Wilk (2011) BIF7EH - DLERER A FIRYE AR A B R W5 52 - 7R850 « s FEE]
TAFESK - FIRABERIGHEE AR - 825 RKRENF NBIAMEHEIVEED
B - HAELIFRMFR - HEHE T TRINES « MO - HERB A B E K RIER
TEENT - ARIEFR BN NRBIEABENR RS « ISR - fEEEAEE T
TEERIG - B TR TAEEORIFEFIFHE G Z 2 N & HIEFETse 8 - R AR
TThRH -

FLPE RCE B R B RE ARG - AN AMBUTT Ry SO o B HLIE R #E B — £ (Beal and
Ghandour, 2011) * S22 A MR HEFIAERE (Lewis, 2005) © & AMHERHE—
THTAFEKRY - FZENERAIE - MBS HRE TR - BRIl - B2
k%5 N E AT TR A8 T SR B 15w R R AR RINRY - o RIS KA A TS #EIR DL B N R HIRE
HIEHE - MRBHARBTR - HiRE A BRREF GRS - A ERZ EELE R
MAIRRF - B TR EHRAETE) - (EfsEE e - DIAFLEFI1TME
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HITT s R AR R T E KBRS R B - OB REEE RS - tHEM - HREE RS
RN R - T ESEEFRIES] (SO - EREEE T ) A RelEA U N TERZ
i NTERAZ B METE R — 2 « 280 » BRI AR EEIEE - NIEEEE R AT
B DU RN AR RS B MERY (B A 2202 - OREEER R R (R3S - BRI A e ¢
‘&l BT HEANARFEERHTETHALSE -
B#% la: BT HBYNAQFHEEIBBEAR EGHE
B&Z1b: BILHEBMARFERREBRER AGHIE -

(=) EaHhE oo HE

IEFEREETE - (ERE R 2SRRI R 53 (Watson and Tellegen, 1985) ° /&y IE A&
SEFEE B RS2 FEVE ~ BIE IR~ K JIFEiliRY 5 ARIE A 16w HIE (0 55 YRR R AR SR
fJ ~ BEAELHY (Kaplan et al., 2009) - IE[AITE#EE ARG R L EYEIREL (Martin,
Ward, Achee, and Wyer, 1993) » [RIFE R S % & Bt SRRV IE B REREE - HigriA
EERHUTE) - Fisher (2002) FUBFSEtIEH - MRS B THRE K LIFE ER
HIRBRE » & S NFEEEREE Z 91T B A E2 A T/EAE5K - Rothbard and Wilk (2011) 5

B TERIERAEREE SR - SR TIESES TIEE R E S DLUIE R A AR
EFF -

AL - E(E RIS IRRE Ry (R 15 4 - JRENERS R ENE ST ~ B4k ~ B o7aufi 5 7
IEREHEZ T BEEEENVEE - WhECREIEE) - B B RUEeEry - B
I A FE SR B 17 259 (Watson and Tellegen, 1985) o IETH & #&H FIHAFIM1T R LU g
AT R4 (George, 1991) » Staw and Barsade (1993) SHHAREFEH - IEHIERHEH
PR R B ER AR EE ORI B - 2 —TERIEY) (Stimulus) o KL » AREFFEEER - & {E
BE PR IR IERITE RIS - SRR AH AR AT ARG A 15 f R ER B RERE R - R NAE K2 B IME R
—E BREENOCHRERT RMIERZEENIIE - PR E R
B#2: AL HFAEQRETHEESHELTE -

B 2a: BT HERAYEGHERIBBER AGHIE -
B#& 2b: BLHERWMERFERREBEAREGHE

Py~ HEREEPERFEIROR

R 1 2 {18 e 30 A P SR P e AR Y — R I R DA S AT e S » SE BRI S FE RT RE
2 FE A AFSHIE2E (Kaplan et al., 2009; Bono and Vey, 2007) ° [B1EE 255 B A EH
& ERITERANTIE - TR S B R E WS E g [T EH SR A - HoAth A3t
[ERE IR M S T S 2" (Lucas, Diener, and Suh, 1996) ° ERIEL.Z 46 - i@ EWF5T
AT PERT AMS B TEAG SR RYRATR 5 Kaplan et al. (2009) fEHE/TIERE ~ AFS ~ BLT(E
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TR BA PRE TR B ST AT F SR 3 B - (B R B A ARG SR s F R AL BAGR » 2R - A8H
A5 TR TR AN B A TARASE SR A BA AR AR B 5821 - (L - Kaplan et al. (2009)
R AN TTEE A AR ARSI EA A FHECEITERE (Beyond the Big Five) ;
Btz oh - FEERTER - A TIEMRSE =SS EERG L BRI DUE
NIEREE B TIERER - THEANEREE 2R A S8 - EMEE AR B E A IR
HIBAGR < IR » $REZ - MTAd AR B - ARG B T (F S SRR AE B A Al E A R AR A -
AILL - AT - TEARIERE - MEDUR TIE R =R - AT aels T
SR - 4 Yang and Diefendorff (2009) 7E5T & [AIHRE - AE DU S A & TAETT
T = H BRI » IR SV R AR BT 8L ;5 Judge et al. (2009) A AME FH DA ENIG #4
ASENEA T (EFENE .2 RIRERR -

FIRIERE ST B0 B d N TEFEREEES - E(E RS S B m (B R RS2 - SO EE ST A
ok T AR A 17 S » LR A 2 75 RE S B 175 55 1T 8 Y IR R BRI RE ST HI PEBHE 2 5
I 35 A8 4R 71 155 85 FR R I 3 25 B BOAMEAT Ry RBLBIRE BN R T B F i ¥ (Self-
monitoring) ; ° B FEEFEE FH DA & (8 A AL e (55 RS S R RE TSR B REFE I
TREVIERE ; FEEIBHEAE - &R RER AR EER ST - DIFEaE R
R EIEE (Snyder, 1974, 1987) ° Snyder and DeBono (1985) 78k H R EE & TE
FHOWMETRES G PREREABEENE - SRS 5 SEER ARG
RET B B BRI RURK, » 3l ELF A 5E Sef SR MRy s B2 e i B LR 5 BlREE & R
HOFERR o TR B FEFEE - WA EA % H AT R DU FE G 5 A FRRA 1R - A
I CAE CHVEEE -« ARG R R B E AR ATy » i ELA AP B A i & 15 5%
AT Ry & Fo ) SO A AR E(EE - BB MR - Al - & E S
i T BRI ? MEEZANA R FEE A 2 TR E e Bl g i -

"HRECEMEA? MBS T - REAAA GEMIE C ? 4 (Snyder, 1974;
Kilduff and Krackhardt, 1994) -

A B PR A T[] [ A I+ TE e 75 e o o {8 A AR e T T P 8 R e ik & FATRE » [RTIk
EHFE N NEES R ESK - RBG EREHETOE - Bt B REE R E - H SR AT RE
BANEEE - AHEOH - E AR AEEE R R AR - EAFR R I 21T R
{EFE T B A E T RH A AT AR Y (B A R KN el - (B A2 A5 Re S IE B B 11 3
B HIREHRE IS W HIS A - R A ZE R - BB S TEE A&
8 B G i S5 BIRIBATR -

i A\ RENE R 17 B 1T A 4 B e R FLATRE ST » EHE AAERF IS R AV R B R K15
& FSEEHREENA - BN E CAE g SR R RIP RAE Y BE o 6
FiEREEH CFEE S THYE Y (Snyder and Gangestad, 1986) » Al @ /5 H FREG &
REER A IS HIFRIAE NAERE#E —E4: » Morris and Feldman (1996) fi5Hi = H #E:
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PeEm G R SRR RZE - Rhm EIREEERAR AN EBEEEE AT
By WO REIETE AR AR H] ; Bono and Vey (2007) fiff9ethagsl » = B IREEEIE T
I RIS

FHEL T A - & B IR IEA (88 - pE BRI ERETATY - I E RS hE
7] - AH S B FREEFERIE SR TZEENEREK » e 5 73 E A NTERZ - SR NTE
JikAZ ELAMEIRIE BRI G 2N — 20 BIEE REESEEs -
% 3: AREESTEBAAGEEREE SO -
% 3a: S AKEBEEGEE > BiLavFERREBB R aGMIE -
BE3b: S ARBENMEE  BiLtamFEREE B RN ERRE -

T~ TS E) B TR SRR R

T A2 AR B2 I 9 38 B » T/EEREE R Ry T I5%E o 7] FH DARRRR (A B
TASSE (Arvey, Renz, and Watson, 1998) » AT DAEFEEM R H <2 2 &R - tha Rk
R I 72 & B Aa BRE T IE e A (AT S AE A BB A5 5L (Grandey, 2000) © ERRTSZESF
B TSR EH B R L E R HE R E R (Albrecht and Zemke, 1985) « ¥f
A 84 B A & (Salespeople) Il & * Saxe and Weitz (1982) £ H B % & [A] (Customer
Orientation; CO) HYELZE4: + FEERAZ 5 » BIIE2F )i @ B HIFE K (Grizzle, Zablah,
Brown, Mowen, and Lee, 2009) A BRI S A FIMEBANT T - T8 EIAYEEE (Marketing
Scholars) ELFe H H ¥R T/EE 1 AFEX (Saxe and Weitz, 1982; Donavan, Brown, and
Mowen, 2004) E T{EREFE (Donavan et al., 2004) HJF 2% -

BAAE & [A]1T Ky (Customer Orientation Behavior; COB) s& 5 T{F &35 /7 & BEE TR
11T Ry (Grizzle et al., 2009) » FERARBEXIITIEAS - #ARFREBEE ST R o
FHRA I #8255 Bl A AR SR EL AR 15 A\ B AR I E B AR S R FE R B AT B A AR Al SERRAVTE
FERILEOK - RIS IR S N B AT R R REF ) - BLERER W « 2R » {F
NAT Ry 2 2l N\ 2B R R Z R EREN A P~ (Lewin, 1951) « Kl » AIEARAS EZE
I TAE B W R R B E AT Ry - HAT A& 2 2(E AN [AZE (Personal Factors) T
% (Mischel and Shoda, 1998) » MERFNFEIRYIEFESS BRI - AR E PR T BERA
e o sl B T EGEFE R #5448 (Enjoyment) (Brown, Mowen, Donavan, and
Licata, 2002) - (Al - #HARHE LIEEEREEREEHAR - REAMS - WEREEE
B - REFEREH B NTERZ - RN #EEH CRYEGE B MERT—2 . SUBEEE M
TR FEF INAASE - sEE BN M EBE R E - BERHI A 7e e ¢
4 kmE  FEALRBBELEKS  RBATEGTLAEESE -
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e H4 TeR
EET REIREIZE NEEEATA

H3b H3a

{ER&R (Between Subjects)

______________________________________________________________________

{E A A (Within Subjects)

v Hla
Y
BriEE SEEBE
Y
H2a Hl1b
s EERE |
H2b T

2 AHRREE

2\ MRBEE
— ~ WrEEg

AT Rt EW9T - H Rt oo A5 R 72 (Common Method Variance) * 5 S5 1H " g
FEETR S ZH TEEE - WEEAEE L SREFEE - 365
AR E SRV EE — R TR B 2 BT - HRIFFCE 2 IS AR BAT9E B VBN S - DU H
SU8#% (Daily Report) FY 5 =GEE S08% 25 (B TERZ B A TEFGIREE © [BHEL5E) ; WA
25l TAEREF - HZHIETFEHEEE T (BIZHE ) ZBEEEETR -

ERFFEE RIS BEER BHER: - 36 135 (2 I EH R 2 B LI E - Hrh i & e
EHFHEERESHENE > BEEIEEIREHESMEE NE » EFEEZEFTHY
EFEEIEIHE A8 - A =(EZGER - HFhE - RIREHEANE - 222
BRI  BEOREHBEER ST - AEEE  AEVERRZ - DIEE i EE
RS - R RS EIEESEIZ TIEE - BREAT » BiEdt 81 £7 (60%) @ 221k
52 fi7. (38.5%) » SPIILERS 36.7 1% 91 3L (67.4%) G EHEE » HSPHEER 4 4 -
EERE T » 30.4% RormHRERLATS » 39.3% RERIERRE » 27.4% KEDL L -
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BIAREEHEETHZHE R EHE SR

o WIS

FHIR A ST R RS2 <2 0 & 1 B IS AR REE AT s B+ TSR I A ZH S 5
N H G AT REfTRC s « RIIL - fEECsRIART - DR RIE R 2 5 HRIANER R AR BH I
FeFEE AR - BRI AZHEFFE O E 25 A LIERWISHINEHEHITE - 2HESE
HEd#% 5= > 2% Yang and Diefendorff (2009) WF723% st » DARR E RS R BET TS
REH TR - DL mail $2EESZ 5080 E HARDL 5 [FIRF » Ry T p szl — FLAI5E
AECE » AR - MEEEHERMAEE H N VUBERTA TR « B <2 1 n] RE s &
— THRYECHE - RS EFE 2 A HEEZHIEIRIAN - (# ATk e H
SRAHL 10 B CAER » B DAMHIER - AW ARRAE T - W82 Fe S &R TSR ER B i 3
FT7R e

WHFEAG SR - FORRECSR H A 1R 10 TIERZZ M - 124 (E2 1 - sk
3261 £ HEC#% - Hrp B ML 76 17 (61.3%) 22 48 fi7 (38.7) 5 84 i (67.7%) A %
RS EE o SPIEB R 41 (T 1{EH ~25.9 ) - RS TE » 32.5% e ik
PUF »39.8% B RIELRE » 37.7% KNE DL | o 47 #E[0] fE {7 7 (Non-response Bias) i iHl - -
DA A 36 2 B AT 92 (H e AL RL 8 B RO TR 10l TAE R Z 2 HIEE AN Ry T fE[a] (L
F£, o H1 A e FEEEBEEAR (n=124) EHEEEERSE (n=11) AR EIE LE2SE
BAE S - SRR - BRI AT E I - IEAERE - AREE - BE
TRsE ~ ZERE (RdE - BTRERTE » BRI AR WA~ R R E R 2= ] fEE
A2 5

AR RE R HRE ARSI ¢ p.m.4:00-12:00
p.m. 4:00 e-mail RN HIE _EFEE

Day 24 Day 25
| |

| »
X | X >
SHE | IE/ B (85F) |
(Day 1-24) § RE ./ EBERE (BFY)
BHEE (B5F) BESRTE (EEF)

TR massEe (B®)

B 3 HAREFRAAESEHER EEREZRA
= R
(—)Eawirs

HHEANEEREHEEE - AFSELL Watson et al. (1988) Fitfmdill Y Positive and
Negative Affect Schedule (PANAS) ZKAE/TIEE FIEFERIFEAG - PANAS B2 20 {E ik
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T FEIEREFEIER - Hrb 10 [EFREAERE (Fla0 - BEr - FUvie) ~ 208109) »
10 @R & RS (B - FETny ~ B IRERNY ~ B ) - ZEFEMKRIR & KA
ZEWF—MEEREIRE , - DIUBERE SRRy - 1 RIS -4 RERIERE -
RSB FEFE - PANAS A] FH A R0 AN [F] i i R R A (A 1& #E AR RE - 200280 ~ &R
BERK ~ BE—E - BERE  EBE—FR AR - B2 - PANAS 2 H
FITTJEEE P T 0 2 T T 5 B R T 1 e B s B 2 & %% (eg. Watson, Clark, Mclntyre, and
Hamaker, 1992; Cropanzano, James, and Konovsky, 1993; Pelled and Xin, 1999) » [A[tA
e A ik ER MR E NS H B REZ EE HEE 1 - R ERZR SRS
R L BE S BT (2/ df=2.38, GF1=0.93, CFI=0.95, NNFI=0.94, RMSEA =0.08) °
(=) &5

KRB BB Hochschild (1983) Z#iES - [HrEsEIFGE HUE =« R R
B E (R8s o LB BT - BRERIAE (2002) FRfRiE 2B RS - SRR BELM
F (2002) E7# Grandey (2003) g k3% (3 B ) BEfE(hEE (5 @) ZEHE 5 e - &
H 8 FERYNE » DUBEFHTT R it A E T 2R - WUR R RIS TEE N 3 & » &
R BEEE 1| EZEHESTER - BEhETRERGSE 88 "THREG/RE
OMEIFRIRT - BMEE AL DN , ~ TRRBIRT ERRIEHEE - R GEmE
—k - AT D EIERIEGZ J s R R T RER Ry 6 & - EE T BT fes -
HADREMEIEBAZ RIS EAR - O R kR , T E IR - N HEANR B
B - RO R E a0 o IR alEE - Z2EER TS RIRBBEE R E
BRI ) BB AREEREER 1 RIFFERFEE - 6 RIFFFRIE - (G855 BIRIECHE Z 5
HER T GFI » NNFI B EFRE N - KEEFE 2 ERERE - RIEFE5E)
RO 2 AT W2 (2/ df=3.92, GF1=0.8, CFI=0.9, NNFI=0.88, RMSEA =0) °
(=) a&RERE

H IR E e B 555 F Lennox and Wolfe (1984) Fis Ry H FRE e > tH 6 & -
REVEN AN T IRFFRIRGESPE AR B RV ESR - AR E O, - TIRATDIFR
PHITT R ATR E TR AG B A AIREEN SR | $R Likert 7085 R 30 FIE A A 25 RE TH
BORPIEIERRE - 1| RRIEEAFE » 5 BRIEHEAE - KBEERZOITEE &
FUELBE N SE R AT (y2/ df=3.53, GFI=0.9, CFI=0.93, NNFI=0.99, RMSEA =0.05)
(@) BEEGITS

A AT R ER Grizzle et al. (2009) Fir{ BV SRS - 4t 7 78 - EHIEAE " 3%
BTENREEE  « "B THERFEERN OMERENEE - $RA Likert AR E

3 EEFEZ2EENMME (2002) MEHREHRIARE - fTEHEANSCF » Grandey & Fy "In Press ° SHERIKIE »
bR SCEEELSL 2003 £ Academy of Management Journal 1EZUFE ©
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i B EEHNSEESCGENEERE - 1 BRIEERFEE s BRIEEFRE -
T B 58 1 ] 32 93 A A AR 0 R SUERE S DB B R AT (p2/df=2.42, GFI=0.99, CFI=1,
NNFI=1.002, RMSEA =0)

R EISCZ (B FEAG SRR AR 2 - BEHEACE - PRE FREEE (Cronbach's a=0.81) il
@ F2E (Cronbach's a=0.84) » HERSIE 2 Cronbach's a [HE AR 0.85 DAL » BN
Ay EEAHERERER NS —EE -

Mg~ Sp i Tk

A AIEEL TN " BB HIE (Repeat Measure) | $F¥<HIZEESTH HARMNE
B - 7658 B R P SR SRS R R S I &R (Longitudinal Data) » iRF R — A RIS &
EEREWR B —EER - 2B AR (08 REHE ) DRSS —fF&Ek - 24
T 48 2 2 2, (Multilevel Model for Change) ° $H¥IE & HIEZRIAIHT - THiE
B (2006) &3 - B0F HLM SETTERIRY Bl g sea 2 - ik - AFeEiE
BRI B DL HLM ST AR E R EER A58 - HLM &R - (E RS e R
TEHL & (F Ryt LB TH - TEF e B T IRY - AR 17 B TE SR (L e B2 B S A I
2009) ° 1ESFRGESE » 2252 Hofmann and Gavin (1998) Ei Enders and Tofighi (2007) HJAF
T TEMFFEIRAE G - BEAHFESE)K (Grand Mean Centring) » {EfEWFEES @ A2 AAE
FARE A LARE SEE (Group Mean Centring) 83 ©

o~ 8N RS EORA EE A

AR AE 1T - #HE A (Within Subjects) & HI&EFESZ BT & (Aggregate) Fyflf s
fi] (Between Subjects) %8 - Fofpba KB SHIGHE - WHEEGENES HiH
FHA— B S (Hofmann, 1997; James, 1982) ° 1EfH A — 2 Etala il - £% rwg
FEfE (James, Demaree, and Wolf, 1984) - TEAH & E51H - AWFFEERAT 1CC (1) 5%
(James, 1982) ; BRIt Z 4k - ABFFEIREEH 1ICC (2) fEAZ a0 BH LA @ X 1915 £ (Glick,
1985) o S HTAG SR AIZR 1 » {8 2 B (s 2E B R e 152 rwg /112 0.63 22 0.98 [H] » F
& James (1982) AT a2 IR 0.6 FIERRAE - 75 ICC (1) &Bf7 » Abse R & EHET
HEUEE T James (1982) F2HIAH 0.12 Z 5% ; £ ICC (2) #53 » JRFF & Glick (1985)
FrER 2 KIR 0.6 Z FITEEER - BRI » ASHRSEHHE A PN 151 55 Bl 33 BU0T & o {8 e LT A8
BN H AN -
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K1 BAABXESRESEH SR

RER RERS
r,, 15 0.915 0.945
r,, P8 0.940 0.966
r,, =/ME 0.659 0.633
r,, RAE 0.991 0.998
ICC (1) 0.623 0.565
ICC (2) 0.969 0.961
B2~ BROITER

7% 2 Ry AN 9E R BB TE A S B~ AR ME A BEAE BA 4 AT A S o 321 Y (Within
Subjects) E[A)[EFEHE G RIS B EMBMGR (r=027, p<0.01) > BRI ERBHIA
(r=-0.20, p<0.01) > HAFREAGICERER R YIE —2 - fFEEAEES G - BElREE
TRiE (r=0.12, p<0.01) BEIERE R (r=0.35, p<0.01) 2HBEERIEAERIGR - ZHI#M
(Between Subjects) » PEEF2E TIFESELRIZF E AT Ry (r=0.42, p<0.01) & 2HEE
IEMBARR - BIlEER AR BRI DR HEFEE AR R —2 - A e
Heamo Bas - BB R B RIR TR E—2 B HLM DA E -

’2 MABIBZFHE - 1R5E - RAEASIE

EHHE SEE 1 2 3 4 5 6
Within Subjects
1. BAIERE 1.47 0.57 (.91)
2. [EFEHE 2.46 0.66 .09*** (.89)
3. ZERSR 3.50 1.03 27 2% (.84)
4. FRERS 4.45 0.86 -.20*** .35%** .30 (.89)
Between Subjects
5. BREE 3.70 0.41 - - .25%** .19% (.81)
6. BEEEMITA 3.95 0.46 - - .04 427 29** (.89)

i% : #&5A & Cronbach o 1B ; **<0.05, ***<0.01

— ~ SRS Hr R IR (Preliminary Analyses)

AFER Rl N = H S8 5 B RIS & = 28 H IEA RSB AT 2 - R
THI(RER - BAGHRED  BHEMSHERFEEEANEZR - 2% Yang and
Diefendorff (2009) .~ F A » DU M =GR B H B REZ AR A A28 S B {E S
e - HASRANER 3 - fEBHERH - [EANER TR 0.40 2 0.46 [ - {HESH R
HIFTH2 0.60 % 0.67 [H - #GEEHE - [EFE5 B H 2 BAGHEE R TR 37.7% £ 43.5% [H ;
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IRENTE#EST 8N 37.7% LA ERVBEEAREH N HZR - iRl - DIHE &R

AT RS A B2 5 B LS T -

£ 3 HLM EEER TG
BARESERGEERNT L

BE o?
oo foo (% of total variance that is within-subject)
BB 3.528™ 0.404 0.667 37.7%
RERE 5.357" 0.467 0.606™ 43.5%

oz B ARERE (Within-subject Variance); ¢, {EfEREIE S (Between-subject Variance) °
BEANEREEERESLAEARX T 7,

- ZWE N ) U R XE (Testing Within-subject Main Effect of Positive/

Negative Emotion)

B e RER 2 5 H IE & A 5 #8516 78 25 B {50 P SRS s 8 - X DARE R
B PR TG TER |~ 2 28838 (Hofmann, 1997) 5 #& HLM #E=CAEE 1 B HGEE A
FHIEAMEE R TEHEE - 25 2 [GLL LG TR - ERF P A BiE TH B RER
THNRER 2 G ERa% E R R R = - HAS SRR 4 Fivr - ZHIEFHRAREHEE 7
EH BRSBTS < b FUR R - 2 A r S R (R 4 R IEABA R (7,=0.265,
p<0.05) » BLEE RIS RE AR (7,=-0.275, p<0.05) - ILAERARAT - BE—iRIRF A &
HRAMEREE S - I RAE RS - SRR R EERN - AR
RIS » SCRPAHESERER Hla » H1b ©

MAEIEA G fE S SR S BRI 2 b AP - ZHEE H B IR A5 B
REEREMBLR (y,=0.412, p<0.05) » BIZHIEE HIEAIE#EER R - HEERRRE
K B PR (R TR - DURIERE M P A AU TS R R - A oE(REk H2b IS 3FT -
PRI » FEIE A B Bl g (R 25 SR T Y B I BR AR RER (H2a) WAIEIS S -

k4 BERERRIFREISESERIBIEE

- Model-1: ;ZE{A% Model-2: ;FE{h%E
y RE S.E. y REL S.E.
BERIA (y,,)
BRIEHE () 0.265*** 0.05 -0.275*** 0.061
ERAIERE (v,,) 0.002 0.05 0.412*** 0.047

Model-1: N=2238, ¢2=0.324; Model-2: N=2243, ¢2=0.368 - *<0.1, **<0.05, ***<0.01

4 IEEFEAF22% Yang and Diefendorff (2009) 2 HHE/A R,
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=~ BREPEHSISUERRE (Testing Cross-level Moderator of Self-monitor)
T B s B B I A 5 B 1 BTG 8 25 BhAY SR B RUR - o DUREE 7 TR =X

(Intercepts-as-outcomes Model) H#EfTHE » HIEL B B EE (S B RIR S BLR 12 A -
B RE R FE T EMTERE (c,=0.36 » p<0.01) BELEAEE (1,=0.46, p<0.01) FIEE _Jg
RERAIPE RS E R KHE - (AL B A G E & m (& <2 2 A B BB ER g

HIT R RTRENE - FEE— 2 NG « ARWFFEHE—F DIRERTHHIfE = (Slop-as-outcomes
Model) ZKETTEEES (Hofmann, 1997) - Hofmann and Gavin (1998) 8H » 5@ XA G AN
RS AR - BRI (Cross-level Interaction) ELFFES A5 A AR (Group
Interaction) ° Kt - TEBSRE S K A8 B SRY » EACERIRFRE ] 2 A AR - DAt
A R ARSI XA B4R (Hofmann and Gavin, 1998)° » fEILEEHT » ARFFEH HLM
fR=EE 2 [EEETE S » bR T IDA RIS B, ~ 588 - HINAIERITERE ~ &S
i~ IE[A SR B E IREEIERIASIRIE ~ A EFEEE B IREEERYASTeTE - DAERIRE R 2
RHRR - FRF TS E B E R ARERIES W LAH I8 (Group Mean) #E1TH
LMl e

WFFEAG SRR (58 5) - BB a BRI AEMTE (y,) TERERESERE
IKYE (7, =0.241, p<0.1) » BUR - HEEEE AN BB R (R EEAIBIGR - A5t
e H3a G SCHT o Fy 7 HE— DI o PR 18 & ) (B B L g (R 2SRRI ETUR. - 2
% Cohen, Cohen, West, and Aiken (2003) FJZERRAGHIAZ I EFHE - 200 4 Frr o mETR
BEVEE - AEHEEE RN AR RRREE B E Y - B EEE RSN E R
EME B REE PR - AT - B IREE g S LA ME M EE B E AR - R
WoEMas 3a IS HF - 7RBN - SE—#Riks A B B REEERE S HE AN EiE R E
BIEHIEATR - IR A B8 HARBHER &R - JEAEEERIRAN - A REE
R (HEZIRB AN B B IREEFFE =R - HATE AR RIS iME e 5
Y o SR - B IR A & A G B R (R 2E R AR ERRUR - B A EME (y,,=-0.051,
p>0.1) REEEEIKUE - RS2 ERER 3b RIEG L -

5 22 Hofmann and Gavin (1998) ¥R BEH S K22 A 505 (Cross-level Interactions) Hf .2 75 - Sifze
HIEEHE A AR - W DAAHSFEES (Group Mean) #1700 b - HBZOT -

Level 1-1 ¥, =, + B, (X, - X ) +1;
Level 2-1 B, =7+ 70X, +70G; + 753(X,G,) +u

ﬂl,, :710+711Gj+u
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MY ~ 1SS R B 1T 2 2 % 2 (Testing Emotional Labor on Customer Orientation

Behavior)

TEIG 655 B SRR [T R 50 8 TEHERI Tl ~ 5588 - B8R -
HASTRANZR 6 Fin - PRI RICEAEE AT Ry (8=0.429, p<0.00) 2 EEZE EAHRA + LhAs
R EE—MIRBABERIMS - EERIEREEES - BRE L LAY A AR TS
BEE - MRRE R EMTT R - AiSE R H4 SR -

’*5 BREEHEMIFRRIFRSEREIFEHBER

Model-1: ;2B (A% Model-2: JEB (A%
y RE S.E. y RE S.E.

EFRIR

HEEIF (y,,) 3.524** 0.065 5.364*** 0.059

T8 (7,,) -0.025** 0.008 0.009 0.007

ETEIEER (0,,) 0.057 0.141 0.206* 0.139

EEAIERE (7,,) -1.623 1.074 -0.272 1.228

anEiE (0,,) 0.228 1.104 -2.805** 1.137

BHEEE (0,,) -0.914 0.965 -1.415 1.084

IEriERE * BREETE () 0.491* 0.285 0.226 0.325

BrEkE - BEEE O, 0.068 0.273 0.644** 0.307
EErEFERIER

EEEIE () -0.015 0.055 0.395*** 0.048

BIREZ () 0.051 0.108 -0.011 0.090
B riEERER

HEEIA (y,,) 0.226*** 0.058 -0.231** 0.064

BEHEEIE (0,) -0.051 0.159 0.241* 0.1459

Model-1: N=2362, Model-2: N=2362 - *<0.1, **<0.05, ***<0.01
Level 1 equation: ( 1&#E55E) ) =p4,+4,( IEMIERE )+4,( BAIERE ); i=1=BEhIE , i=2= REKRE -
Level 2 equations: B,=y,,+7,,( T8 )+ 7,,( EFEHEER )+ »,,( EMIERE )+ o ( BEIEHE ) +y, ( BFREEIE )+
7o IEMEHRE * BIREHE )+ ( BAIERE * BIREHE ) +u
B, =7, BFEEFE) +u
Bo=7,t 7, BFREEIE ) +u
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i — e (ST

—— [ B

TRt i

Flt

4 BRERHANRERAREARZTEUR

K6 FREIHIFERZTE

BEERITE
FH £=0.010
E¥i 7 p=-0.137*
Ska45 £=0.285***
REE R £=-0.147
RERHR £=0.429***

{h ~ iSemEd R R

TERRIFEZEF - BB —HRARES N B BRI AR ZER A B R R - DUER—2
TR A AR 75 ih B BB M o AR - AE B AEVE R - B AT R ATREZ BB FE g &
(Ashforth and Humphrey, 1995) ; KL » 72 EE AR B REEOKEF - kB A B HBYIE
FEIREE B H TIFRBIEATE - RRDMtE IR 2t - HarE AR IEARTE
i B A 25 B SRS BRI RA R - AN A B FEE S & I E T RUR - e SRR -
A HIEEE 2 L E GRS BRI EATE - HERERFEE HEAmEHEE
TEREENRIRIRAGR o BRILZAN - AREFFEIRZE I - PRI (R R R IR - AR E &
T RE 4 -

— ~ PG

TFERCEHNDHIEEE - G T ERAREBS - FDUREE B TR BT R HID
## (Weiss and Cropanzano, 1996) - Hr » (SR Rt —(E e+ = - 15
FEIEAZ - BT Ry ) = HRARATTRELAE - [EIHERmER T » CHE TP BEERIHS
HREMEMTSE - Al Fisher (2002) WF5E883R » IEMAVE#E 0] DA B T T/F i e B R 14 2K
#i > Yang and Diefendorff (2009) th#£3H » & (G e 88U 4 E TIETT RIVEE4A - R
I FEFEAERARESE - EBRF TSR L BB R — BRI RV SZ (Watson et al., 1988) » DL
SR BN 2 BR P — BRI R U B FE#8 B (Fisher, 2002) < 2R1f » B FIK B 25 U Se & 2530 -
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[ et 588 B, (i ] 7 SR B A N 72 22 (e.g. Fisher, 2002; Ilies and Judge, 2002; Miner et
al., 2005) B TG @K E NGRSV ETE - RISERE N 2RI ESCR  TE
B RR A S DB RE B BE PR (5 #E ¥ 2 - Beal and Ghandour (2011) JBEF 65 {757 I
# 21 REUTERER BRI - NamE B EF s E SR - PRME AN FAER H R
Rothbard and Wilk (2011) 3 DA HAEERE##E (Start-of-workday Mood) ¥ H—KHY T{E
ThRAETIE - PR REE - BHEREREG G NE - BEHE TIETRES
o WHEHHEXER - (GHEVEIRESIR ATRE AT H AR - B2 E HPAFEIRFE;
HI7E52E (e.g. Miner et al., 2005) - it - BT DA R EHREEBEET T (8 A B REHIERET A H
NN

AW FE DAE BB M am R B 28 — i s N B H SR HIE R S5 By 28 - DA
" EjREEIEL (Taking Dynamic View) , #RE(E B8 N H G #E 8 R HAT R E AR 2 -
eGSR T - B 5 A S B BRRBOE M A - B — IR AR
B A EAE B AR R A B R B 15 4 e B B B A A& TS+ S LAFE R

AR FE I 6E NAERZ BLYMETE #E— 20 - SO 2 PR H SR (R 2 - B R

fE{R%E « SR - TEIEMITE RSN - AWFTE(EEE3R - B G ELR R RIS B 12
{EAE R R Sl R R B R BUR - e HRA » ATRELERR - IEMIEFERIEE —ER IR A
BIERATEZENE T ~ BUL ~ KF§II7e0 - AR S AR TG R R SR A - RAMETE
A2 B — 5 HRE H i R AR (R 20K - A RISEH O REREE O (WK
FEEEDEFHIRT - B DR IS 2 AN ) - I R R A EAREE L
£ o RIAME - RERIERE RS - R AR E SR T R RN - BRERT
B AR AR B K

PRILZAN - W7 R38R - B IREE R E & HE A (G B R (R EaBATR - &
ERS R R E A B MERNERZ B S R 2VE - fERE -~ BOR - (B R S S
FRIEHEERI - & I 88 8 B i e iem & - AL B CAEnt & 155 R B HEY)
T 5 BRI - A B IREE AR - & H IR EAI(E RS - RE B BRI A SR B HAT -
YRERE FRE RS AR RN A8 - B B PN IRk 52 B BR 0 PR B — 2 551 E A
TG e LR RS AR B £ -

o EHHER

B8 RS AR I B 2 - AR S — R IR TS A\ B i B A R A AR 0y 2 T MR ED
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The Impact of Daily Emotion on Emotional Labor: The Perspective
of Affective Events Theory

Wan-Jung Hsiao, Assistant Professor, Graduate Institute of Adult and Continuing Education, National Chi
Nan University

Purpose

Frontline service personnel provide service to customers on behalf of the organization.
Many recent studies have confirmed that customer service performances are positively
linked with customer’s feelings (Spencer and Rupp, 2009). Thus, organizations are
increasingly attentive to the behaviors and conversations between service providers and
customers to create positive and memorable affects in every consumer experience. Frontline
service personnel in contact with customers have to conceal their true emotions while at
work, instead displaying emotions appropriate to those required by the organization
(Hochschild, 1983). The need to display appropriate emotions in public in accordance with
company requirements is termed “emotional labor.”

However, the everyday emotions of members in the organization affect individual
behavior (Ashforth and Humphrey, 1995). The display of day-to-day behavior by frontline
service personnel may be influenced by personal emotions. During the empirical study on
affective events theory (AET), Grandey et al. (2002) discovered that the positive and
negative effects of employees will be reflected in individual work behavior and attitude.

The AET indicates that the employee emotions can be influenced by certain events,
which in turn influence the display of personal behavior. Thus, the various events or
contextual factors which the frontline service personnel experience every day can influence
personal positive or negative affect. This further causes different strategies to be adopted
when facing the appropriate display of emotions as required by organizational regulations.
However, relatively few studies have explored the day-to-day variability in the emotional
levels of frontline service personnel and the variations in service behavior caused by the
emotional labor involved. This study is thus designed as a longitudinal study to observe the

effect of daily emotional variations on the emotional labor of service personnel.

Design / Methodology / Approach
This study observed the influence of day-to-day emotional states on behavior, which
required the subjects to record their emotions and behavior on a daily basis. Information was

gathered via online questionnaire during the recording period. The research topic and
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methodology were explained before the tests. The subjects were asked to record their
emotional states and behaviors over 25 working days in detail using a method referred to the
research design of Yang and Diefendorff (2009), and the questionnaire was distributed
online. An email was sent to each subject at 4 pm every day to remind them to fill out the
questionnaires. To prevent the subjects from filling in the records in the morning and thus
creating bias, the online questionnaire system remained closed before 4 pm each day. Even if
a subject had missed a day or two of records, they were encouraged to continue participating
in the study. If the completed day-to-day records of an individual totaled fewer than 10
working days, the records were omitted from further analysis.

We used convenience sampling and invited frontline workers of the service industry to
participate in this study. We also ask the supervisors of the study subjects to fill in
information on customer-oriented behavior to avoid common method variance. The results
included 124 effective subjects after removal of those individuals who had recorded fewer
than 10 working days of available data. A total of 3,261 day-to-day records were collected.
Among the subjects included in the final analysis, 76 were male (61.3%), and 48 were
female (38.7%). Eighty-four of them had experiences in sales, with 4.1 years of experience
on average (ranging between one month and 25.9 years). Regarding education levels, 32.5%
had a high school level education or below, 39.8% had graduated from vocational schools,

and 37.7% held university or advanced degrees.

Findings

This longitudinal study explores the relationship between the positive and negative
effects of the individual and the emotional labor strategy adopted, and incorporates the
moderating effect from self-monitoring. After a period of tracking, the relationship between
emotional labor strategies and work customer orientation behavior are explored. The major
findings and the implications are discussed as follows: first, day-to-day emotional changes
affect the emotional labor strategy. When negative affect is higher on a particular day, service
personnel will “put on” a mask to disguise their emotions to match the expectations and
requirements placed upon them by the environment (adopting the surface acting strategy).
Less cognitive changes occur to make internal feelings congruent with the external
environmental demands on emotion (adopting the deep acting strategy). On days when the
positive affect of frontline service personnel is higher, it is easier for them to see things in an

enthusiastic and positive manner. Thus, it is easier for them bring their internal feelings in
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line with external expressions by conscious control, and sincerely display the emotional
requirements enforced by the organization (adopting the deep acting strategy).

Second, self-monitoring characteristics moderate the relationships between negative
affect and emotional labor. When an individual experiences negative affect, higher levels of
fear, anxiety, and stress are sensed. Thus, it is more difficult for individuals to convert their
true feelings in the face of organizational requirements for emotional displays through the
emotional regulation process. One is able to satisfy the organizational requirements only
through surface acting. However, if an individual possess a higher level of self-monitoring,
he or she would be more concerned about the appropriateness of their behavior in the social
context. Thus, compared to those with lower self-monitoring, individuals who are highly
self-monitoring are able to sense environmental demands and expectations. If personal affect
is negative at this moment, the individual will still strive to moderate his or her emotional
cognition so that internal feelings become congruent with external environmental demands,
which indicates a higher level of deep acting.

Third, in the long run, deep acting is beneficial to work customer orientation behavior.
When an employee adopts the deep acting strategy, he or she is able to more sincerely accord
with the required display of emotions, which helps generate customer-oriented behavior and

increase individual job performance.

Research Limitations / Implications

This study has limitations in methods and context as follows. First, AET illustrates that
the affective state is influenced by affective events. We did not include considerations for
affective cues in this study, which is a limitation. We recommend that future studies include
emotional cues to completely validate the AET and the emotional regulation process.
Second, samples for this empirical study mostly come from frontline service personnel from
the finance, telecom, and funeral services industries. It remains to be seen whether these
results can be generalized over all types of service industry, such as department store sales,
food and beverages, and medical services. We recommend that future studies enlarge their
sample size and conduct longitudinal studies on units with different organization types.
Third, self-monitoring was the only moderating factor used to explore the relationship
between positive and negative affect and emotional labor. However, other moderating factors
may exist, such as emotional intelligence and stress. Even environmental factors such as

supervisor support, coworker support, and organizational/unit service atmosphere may
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generate moderating effects (Grizzle et al., 2009). We suggest that future studies consider
other moderating factors, and further elucidate upon the relationship between positive and

negative affects and emotional labor.

Originality / Contribution

With the arrival of service economy, frontline service personnel affect the overall
impression of customers toward the organization. Such emotional experiences determine
customer retention and impacts organizational performance. Thus, frontline service
personnel occupy a critical role in the age of the service economy (Rafaeli, 1989). Day-to-
day emotional regulation is dynamically affected by affective states. This places more
importance on the emotional management of frontline service personnel. The behavioral
school belief that “happy employees bring higher productivity” has been constantly
questioned in the field of Industrial Organizational (IO) psychology (Kaplan et al., 2009).
However, this perspective seems to be even more strongly grounded in the age of the service
economy. The results of this study show that the positive or negative affect of frontline
service personnel influences emotional labor strategy, which affects personal well-being in
the long run. Consequently, making employees happy seems to be another focal point of
management in the age of the service economy.

From the viewpoint of organizational management, however, “making employees
happy” and “emotional management training for employees” appear to consume more
resources from the organization. The results from this study show that service businesses can
first screen for workers with higher self-monitoring during the hiring process, which helps in
moderating the relationship between the negative affect of employees and deep acting. When
under higher negative affect, the levels of deep acting of those who are highly self-
monitoring are still higher than those with low self-monitoring. Over extended periods of
time, this bolsters personal well-being and organizational performance. Thus, “self-
monitoring” should be included as one of the key factors during the hiring process of service

industry workers.

273



BIFREERTay I PE A FHER R

SER

TR - 2011 - 1EREEEE IR IREE (55 4 /) > 5L« =%EEE - (Wang, Shu-

Li. 2011. Emotion Management: Wish You Healthy and Happy (4th ed.). Taipei,
TW: Chuan Hwa Book.)

BoRh 0 2003 » LIEFRTIERESE) : BE2BIE ~ FHRIEEIT ~ OPEEFE SR -

N7 2 K R0 B R 9T P OR H R 2 T - B S ¢ (Wu, Tsung-Yu. 2003.
Emotional labor at work: Development of concept, analysis of related variables,
and exploration of psychological process issues. Unpublished doctoral

dissertation of Department of Psychology, National Taiwan University.)

BN > 2002 - ZB—MRARIEN H & TE#E 5 BRI BN R BT R E R - LRI T{TH

LB BT EOE KB O B R R R Z iH 5@ 3L © (Wu, Pei-Chung. 2002.
Antecedents and consequences of emotional labor of the rront-line service
employees: Based on the examples of the bank clerks. Unpublished master’s

thesis of Department of Psychology, National Chengchi University.)

IELTE 22 > 2006 > MERTARIEREEC ¢+ JRPE ~ T7i KB ¢ #7ik) > 5t - BEEEEET o (Wen,

i

Fur-Hsing. 2006. Hierarchical Linear Modeling: Theory, Method and
Application (1st ed.). Taipei, TW: Yeh Yeh Book Gallery.)

e F2 BRI » 2009 » AHARAT 72 Y 22 8 JGREN T T ROR © DUHAREHT AR ~ Ak

HRGE L TAE W E BB Rl - EREEEHE - 26 45 2 #H 1 189-211  (Wen,
Fur-Hsing, and Chiou, Haw-Jeng. 2009. Multilevel moderated mediation of
organizational study: An empirical analysis of organizational innovation climate,
organizational commitment and job satisfaction. Journal of Management, 26 (2):
189-211.)

Albrecht, K., and Zemke, R. 1985. Service America!: Doing Business in the New Economy.

Homewood, IL: Dow Jones-Irwin.

Arvey, R. D., Renz, G. L., and Watson, T. W. 1998. Emotionality and job performance:

Implications for personal selection. In G. R. Ferris (Eds.), Research in Personal

and Human Resources Management, 16: 103-147. Stamford, CT: JAI Press.

Ashforth, B. E., and Humphrey, R. H. 1993. Emotional labor in service roles: The influence

of identity. Academy of Management Review, 18 (1): 88-115.
. 1995. Emotion in the workplace: A reappraisal. Human Relations, 48 (2): 97-125.

Basch, J., and Fisher, C. D. 1998. Affective events-emotions matrix: A classification of work

events and associated emotions. Paper presented at the First Biennial Emotions

and Organizational Life Conference, San Diego.

274



EARBERE F24 5528

Beal, D. J., and Ghandour, L. 2011. Stability, change, and the stability of change in daily
workplace affect. Journal of Organizational Behavior, 32 (4): 526-546.

Bono, J. E., and Vey, M. A. 2007. Personality and emotional performance: Extraversion,
neuroticism, and self-monitoring. Journal of Occupational Health Psychology,
12 (2): 177-192.

Boswell, W. R., Shipp, A. J., Stephanie, C. P., and Culbertson, S. S. 2009. Changes in
newcomer job satisfaction over time: Examining the pattern of honeymoons and
hangovers. Journal of Applied Psychology, 94 (4): 844-858.

Brown, T. J., Mowen, J. C., Donavan, T. D., and Licata, J. W. 2002. The customer orientation
of service workers: Personality trait effects on self- and supervisor performance
ratings. Journal of Marketing Research, 39 (1): 110-119.

Cohen, J., Cohen, P., West, S. G., and Aiken, L. S. 2003. Applied Multiple Regression/
Correlation Analysis for the Behavioral Sciences. Mahwah, NJ: Erlbaum.

Cropanzano, R., James, K., and Konovsky, M. A. 1993. Dispositional affectivity as a
predictor of work attitudes and job performance. Journal of Organizational
Behavior, 14 (6): 595-606.

Donovan, M. D. 1999. Cognitive, affective, and satisfaction variables as predictors of
organizational behaviors: A structural equation modeling examination of
alternative models. Unpublished doctoral dissertation, University of Illinois at
Urbana-Champaign, Champaign, U.S.A.

Donavan, T. D., Brown, T. J., and Mowen, J. C. 2004. Internal benefits of service-worker
customer orientation: Job satisfaction, commitment, and organization citizenship
behaviors. Journal of Marketing, 68 (1): 128-146.

Enders, C. K., and Tofighi, D. 2007. Centering predictor variables in cross-sectional
multilevel models: A new look at an old issue. Psychological Methods, 12 (2):
121-138.

Fisher, C. D. 2002. Antecedents and consequences of real-time affective reactions work.
Motivation and Emotion, 26 (1): 3-30.

George, J. M. 1991. State or trait: Effects of positive mood on prosocial behaviors at work.
Journal of Applied Psychology, 76 (2): 299-307.

George, J. M., and Brief, A. P. 1992. Feeling good-doing good: A conceptual analysis of the
mood at work-organizational spontaneity relationship. Psychological Bulletin, 112
(2): 310-329.

Glick, W. H. 1985. Conceptualizing and measuring organizational and psychological climate:

275



BIFREERTay I PE A FHER R

Pitfalls in multilevel research. Academy of Management Review, 10 (3): 601-616.

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

. 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., and Brauburger, A. 2002. The emotion regulation behind the customer
service smile. In Lord, R. G., Klimoski, R. J., and Kanfer, R. (Eds.), Emotions in
the Workplace: Understanding the Structure and Role of Emotions in
Organizational Behavior: 260-294. San Francisco, CA: Jossey-Bass.

Grandey, A. A., Dickter, D. N., and Sin, H. P. 2004. The Customer is not always right:
Customer aggression and emotion regulation of service employees. Journal of
Organizational Behavior, 25 (3): 397-418.

Grandey, A. A., Tam, A. P., and Brauburger, A. L. 2002. Affective states and traits in the
workplace: Diary and survey data from young workers. Motivation and Emotion,
26 (1): 31-55.

Grizzle, J. W., Zablah, A. R., Brown, T. J., Mowen, J., and Lee, J. M. 2009. Employee
customer orientation in context: How the environment moderates the influence of
customer orientation on performance outcomes. Journal of Applied Psychology,
94 (5): 1227-1242.

Gross, J. J. 2002. Emotion regulation: Affective, cognitive, and social consequences.
Psychophysiology, 39 (3): 281-291

Hochschild, A. R. 1983. The Managed Heart: Commercialization of Human Feeling.
Berkeley, CA: University of California Press.

Hofmann, D. A. 1997. An overview of the logic and rational of hierarchical linear models.
Journal of Management, 23 (6):723-744.

Hofmann, D. A., and Gavin, M. B. 1998. Centering decisions in hierarchical linear models:
Implications for research in organizations. Journal of Management, 24 (5): 623-
641.

Ilies, R., and Judge, T. A. 2002. Understanding the dynamic relationships among personality,
mood, and job satisfaction: A field experience-sampling study. Organizational
Behavior and Human Decision Processes, 89 (2): 1119-1139.

Ilies, R., Schwind, K. M., Wagner, D. T., and Johnson, M. D. 2007. When can employees

have a family life? The effects of daily workload and affect on work-family

276



EARBERE F24 5528

conflict and social behaviors. Journal of Applied Psychology, 92 (5): 1368-1382.

James, L. R. 1982. Aggregation bias in estimates of perceptual agreement. Journal of
Applied Psychology, 67 (2): 219-229.

James, L. R., Demaree, R. G., and Wolf, G. 1984. Estimating within-group interrater
reliability with and without response bias. Journal of Applied Psychology, 69 (1):
85-98.

Johnson, H. M., and 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.

Judge, T. A., Woolf, E. F., and Hurst, C. 2009. Is emotional labor more difficult for some
than for others? A multilevel, experience-sampling study. Personnel Psychology,
62 (1): 57-88.

Kaplan, S., Bradley, J. C., Luchman, J. N., and Haynes, D. 2009. On the role of positive and
negative affectivity in job performance: A meta-analytic investigation. Journal of
Applied Psychology, 94 (1): 162-176.

Kelley, S. W., and Hoffman, K. D. 1997. An investigation of positive affect, prosocial
behaviors and service quality. Journal of Retailing, 73 (3): 407-427.

Kilduff, M., and Krackhardt, D. 1994. Bringing the individual back in: A structural analysis
of the internal market for reputation in organizations. Academy of Management
Journal, 37 (1): 87-108.

Lennox, R. D., and Wolfe, R. N. 1984. Revision of the self-monitoring scale. Personality
and Social Psychology, 46 (6): 1349-1364.

Lewin, K. 1951. Field Theory in Social Science. New York, NY: Harper and Row.

Lewis, M. D. 2005. Bridging emotion theory and neurobiology through dynamic systems
modeling. Behavioral and Brain Sciences, 28 (2): 169-245.

Loi, R., Yang, J., and Diefendorft, J. M. 2009. Four-factor justice and daily satisfaction: A
multilevel investigation. Journal of Applied Psychology, 94 (3): 770-781.

Lucas, R. E., Diener, E., and Suh, E. 1996. Discriminant validity of well-being measures.
Journal of Personality and Social Psychology, 71 (3): 616-628.

Martin, L. L., Ward, D.W., Achee, J.W., and Wyer, R. S. 1993. Mood as input: People have to
interpret the motivational implications of their moods. Journal of Personality and
Social Psychology, 64 (3): 317-326.

McColl-Keenedy, J. R., and Anderson, R. D. 2002. Impact of leadership style and emotions
on subordinate performance. The Leadership Quarterly, 13 (5): 545-559.

277



BIFREERTay I PE A FHER R

Miner, A. G., Glomb, T. M., and Hulin, C. 2005. Experience sampling mood and its
correlates at work. Journal of Occupational and Organizational Psychology, 78
(2): 171-193.

Mischel, W., and Shoda, Y. 1998. Reconciling processing dynamics and personality
dispositions. Annual Review of Psychology, 49: 229-258.

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

Munson, L. J. 2000. Assessing the influence of personality, affectivity, and mood on job
satisfaction and job behaviors: A test of alternative models. Unpublished doctoral
dissertation, University of Illinois at Urbana-Champaign, Champaign, U.S.A.

Pelled, L. H., and Xin, K. R. 1999. Down and out: An investigation of the relationship
between mood and employee withdrawal behavior. Journal of Management, 25
(6): 875-895.

Pugh, S. D. 2001. Service with a smile: Emotional contagion in the service encounter.
Academy of Management Journal, 44 (5): 1018-1027.

Rafaeli, A. 1989. When clerks meet customers: A test of variables related to emotional
expressions on the job. Journal of Applied Psychology, 74 (3): 385-393.

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

Rothbard, N. P., and Wilk, S. L. 2011. Waking up on the right or wrong side of the bed: Start-
of-workday mood, work events, employee affect, and performance. Academy of
Management Journal, 54 (5):959-980.

Rupp, D. E., and Spencer, S. 2006. When customers lash out: The effects of customer
interactional injustice on emotional labor and the mediating role of discrete
emotions. Journal of Applied Psychology, 91 (4): 971-978.

Saxe, R., and Weitz, B. A. 1982. The SOCO scale: A measure of the customer orientation of
salespeople. Journal of Marketing Research, 19 (3): 343-351.

Snyder, M. 1974. Self-monitoring of expression behavior. Journal of Personality and Social
Psychology, 30 (4): 525-537.

. 1987. Public Appearance/Private Realities: The Psychology of Self-Monitoring,
New York, NY: Freeman.

Snyder, M., and DeBono, K. G. 1985. Appeals to images and claims about quality:
Understanding the psychology of advertising. Journal of Personality and Social
Psychology, 49 (3): 586-597.

278



EARBERE F24 5528

Snyder, M., and Gangestad, S. 1986. On the nature of self-monitoring: Matters of
assessment, matters of validity. Journal of Personality and Social Psychology, 51
(1): 125-139.

Spencer, S., and Rupp, D. E. 2009. Angry, guilty, and conflicted: Injustice toward coworkers
heightens emotional labor through cognitive and emotional mechanisms. Journal
of Applied Psychology, 94 (2): 429-444.

Staw, B. M., and Barsade, S. G. 1993. Affect and managerial performance: A test of the
sadder-but-wiser vs. happier-and-smarter hypotheses. Administrative Science
Quarterly, 38 (2): 304-331.

Thoresen, C. J., Kaplan, S. A., Barsky, A. P., Warren, C. R., and de Chermont, K. 2003. The
affective underpinnings of job perceptions and attitudes: A meta-analytic review
and integration. Psychological Bulletin, 129 (6): 914-945.

Totterdell, P., and Holman, D. 2003. Emotional regulation in customer service roles: Testing
a model of emotional labor. Journal of Occupational Health Psychology, 8 (1):
55-73

Van Maanen, J., and Kunda, G. 1989. Real feelings: Emotional expression and organizational
culture. In L. L. Cummings and B. M. Staw. (Eds.), Research in Organization
Behavior, 11: 43-103. Greenwich, CT: JAI Press.

Watson, D. 2000. Mood and Temperament. New York, NY: Guilford Press.

Watson, D., Clark, L. A., Mclntyre, C. W., and Hamaker, S. 1992. Affect, personality, and
social activity. Journal of Personality and Social Psychology, 63 (6): 1011-1025.

Watson, D., Clark, L. A., and Tellegen, A. 1988. Development and validation of brief
measures of positive and negative affect: The PANAS scales. Journal of
Personality and Social Psychology, 54 (6): 1063-1070.

Watson, D., and Pennebaker, J. W. 1989. Health complaints, stress, and distress: Exploring
the central role of negative affectivity. Psychological Review, 96 (2): 234-254.

Watson, D., and Tellegen, A. 1985. Toward a consensual structure of mood. Psychological
Bulletin, 98 (2): 219-235.

Weiss, H. M., and Cropanzano, R. 1996. Affective events theory: A theoretical discussion of
the structure, causes and consequences of affective experiences at work. In Staw,
B. M. and Cummings, L. L. (Eds.), Research in Organizational Behavior, 18:
1-74. Greenwich, CT: JAI Press.

Yang, J., and Diefendorff, J. M. 2009. The relations of daily counterproductive workplace

behavior with emotions, situational antecedents, and personality moderators: A

279



BIHBEaHEETHZBE  HRERFHEHRI

diary study in Hong Kong. Personnel Psychology, 62 (2): 259-295.

Zapf, D. 2002. Emotion work and psychological well-being: A review of the literature and
some conceptual considerations. Human Resource Management Review, 12 (2):
237-268.

280



EARBERE F24 5528

TEHE BT
« RIS

B KB A T RE B SR T I - BRI B 0T R e BRI R B B B AR A 2
BRI AR - R TR IR R RRIT R ~ ARk IR - FIREE R - EERGRE
B R 2R ERR R B R SN T -

A A SE R Bl & B RE R ST 5T = RSB B (NSC98-2410-H-468-031) » LK Wi {17 B 5 & 2= & Bl SH I8k 7R
PROULAYE B - R EGH -

*  E-mail: wjhsiao@ncnu.edu.tw

281



BIHBEaHEETHZBE  HRERFHEHRI

282



