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Tab. 1 CFA fitness index of each variable (n=351)

_ T R AH i&@ﬁjﬁ %u%?tfg fm?@fflé iﬂ_@.iﬁt,u% Tuc1‘<er- L-I:ifcm
75 15 Variable RVIES df B MR TR FREL FEEL Lewiss  A¥8%k
i X/df ~ RMSEA GFI NFI IFI BTLI CFI

2141\ [A] Organizational identification 24.608 9 2.734 0.052 0.947 0.959 0.966 0.942 0.965
FETZUH A 2% (OBSE) 108.922 35 3.112 0.077 0.864 0.901 0.905 0.887 0.904
1M #&3H Surface acting 11.798 5 2.360 0.034 0.974 0.979 0.983 0.966 0.983
RJZ 218 Deep acting 25.748 9 2.861 0.064 0.947 0.956 0.962 0.936 0.962
DU~ A [R] CFA 724.839 318 2.279 0.063 0.874 0.903 0.941 0.932 0.940
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F2 WIEMEEFS ISR (0=351)
Tab.2 Results of confirmatory factor analysis (n=351)
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XA &, TS Y 5.199 0.811  13.355
A TAERNT A = A TAERCR 5.236 0.800  13.211
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T SR A ZUHE 590 N TR 28 B A AR 4 (i b0 Gl R, TR 2] 5.060 0.829 16311
IS IRV A I UROE 2 PE:
MUOAEALERE, T TAERRE, RIS T AR A CREA  5.105 0.831  16.350
TR X B 1 oL 1
E:(R) R TR E 5 5 * k7 £ AMOS Pl ZAEA Z 547 5 # K T 0 69 B F HATAIREA 1.
#3 FBLEWE FREEMEXRLIFR(0=35D
Tab.3 Mean, SD and Correlation of Each Variable (n=351)
7 1 Variables Y4{E Mean FRifEZE SD 1 2 3 4
1. 41213\ [F] Organizational identification 5.170 1.118 (0.803)
2. BT A4 %5 (OBSE) 5.145 0.950 0.681" (0.751)
3. FMi#E7H Surface acting 3.429 1.263 -0.288" -0.312" (0.815)
4. YRJZFUH Deep acting 5.031 1.094 0.652" 0.645" -0.271" (0.797)

iE:p<0.05,"p<0.01,3 AZIEFTNEFHBEEFZAVENG AR FH, AL THFAS T EMERK,

.6 -
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Tab.4 Results of common method variance testing (n=351)

Er SR iy [V LG LRE Wails EBPS Tucker-Lewis?s e

BEModel  F77%  HEEdf iiii? i%gggis %%@5 %%i; Jigé? BTLI i ﬁ%ﬁﬁ
il 724.839 318 2279 0.063 0.874 0.903 0.941 0.932 0.940
e 636.290 291 2.187 0.058 0.883 0.910 0.949 0.938 0.949
AEfh(A)  -88.549 -27 -0.092 -0.005 0.009 0.007 0.008 0.006 0.009

Kenny SR H A6 36 B Am o s S22 mT0E 43
PR BR A B AR 1 2, G I ATl AR it (P51
AR DT B TEERRTT  TAER R, vk
K6 [ AR 1 (A ZUARD XA A8 & GE T A
B SN, g fe A e AR & DL S AR R A A AR
LS R AR B R, G5 R LS

ST LR  HEUARIXT 5L T% 2555 3
FMEE (M., f=-0.282, p<0.01)F TBE 7 0540
XTI J2 2T (M5, £=0.609, p<0.01)75 535 1Y 1 7] 5%
M, H1 A58 T8 R, JETAZR ASX 0T
1% 46 57 5 1 & 11 478 (M, B=—-0.239, p<0.01) A &
FAA R TR )Z (M, f=0.387, p<0.01) A
B3R IE 2, H2 A9 8 T 8E 19 3. R, 4
ZUARX I F A 210 H 25 (M., $=0.633, p < 0.01)
AW R W3R 2] TEWR R 54, TE
R ML LAY |- fiIn A OBSE 22 Ji , ZHZUA [RI X £ i
T ) 52 0 A8 R AN B 3 (M, B ==0.131, ns) , Ui W]
OBSE 7EZHZUN A SRR A C R TR EE S T
H AR s PR M, BEAE Fin A OBSE 2 )5, 4141
AR 2 268 (M, = 0.609, p<0.01) A5 % 4
T e AR a1 FR I A MBS AR B (M, B=
0.364, p<0.01) , 5 OBSE 7£ 20 2L\ [A] 5 1R J2 2
R E TS A ER . {22, Baron Al
Kenny 4 7 A6 56 77 72 0 12 46 360 v A 25500 1) i 3
P, X A 5T R FH Preacer 1 Hayes"'BCiE 9 Sobel
A3 AT I SR ARG 56 v A B8N 1) 8. 3 4 I FH bootstrap
J7 B K T 1000 AMREASAAG I A R0 pRafd ik
Ko 56 235 5 J 7%, OBSE 78 £H 2L [] %) 3 1 2 3 (Z=—
3.061, p<0.01) Hr fifr i v A7 &% 0 A S Y, R
bootstrap £ % 2% 5 i 78 1% H A RN S R Y (FE
95% 1) 5 X (8] B ANEL75 0) ; OBSE 7E 4 B [A] %
220 (2=6.693, p<0.01) T /2500t J2: i
E 1Y, XTI bootstrap A6 56 45 H i 7R 122 A 50N L S
FRMEE Y (FF 99% 1 B X ] LA 0) . Hik, HY
(EEEY S E S

3.6 ZMFARBEBRIL A N F
R AR 56 2 2R ] T 43 AT B 25 SR, AR ST iR

I FH 235 4 5 RS R AT LA [R) sk Ak 3 22 A4 PR A 2 ARG
ML, iE IS AMOS17.0 3k 7 e 2 A2 7 e
FEE Y Sfe 8 7 20 SUIN R 61 28 57 3l (04 7 FH i 428 51 X
OBSE B/ EH AT it . Horp  FEAR T MO
H 21N (OBSE 4121\ )i i OBSE, 7 T3 1f
F; R M 10, ZH 21N W] L OBSE (4 Z1IA [F)3
it OBSE, /EH T2 0 ; FERI A M1, 1400
[ii] L OBSE . ZH £ 1A il i OBSE, [A]HEFH T2 i
THANRZ I, — a5 PR L S 48hr L3R 6.

6 T LA BRI M1 AT 400 S48 bp HE A
INEN T S5k 7 RS 50 bR v ELEH P T A R
ANGERE 5 RERE AR | DR BB o2 AR 5 0 P Al 254
J7 FRAE A A AR AR AR R BUULIE 2, 5 Z A X
7 (A ZH 2N [0 4520 i (R A RGN UL 3R 7

SERE 5 ARAR UG 56 25 S R, Al U R % T
FEVH 58 OBSE 58 & T, HE 3 M 0,
2500 7 B S0 F1—0.278 RIS, 20 4N [ %o
JEZEUE A BN A 0.400 , 3 53F OBSE 4 1]
FERON M 0.222, BV M 0.622, BIZH U R X2
FTHIIFZ A 64.3% & B Y, A 35.7% &1 i
OBSE [RI#Z5Z MY , ENIE T 2G5 E 43 BT 1 25 5

4 ERELERT

4.1 ##1t
B e, AR T 44U E A1 OBSE X b1 T
TE 4557 S22 BG4 1 52 T ARG i 63 T
REUR 2 R G 45595 s kg . R ot & sc 4 s
WRIHANAT A 32 IR —FF ARG = XA A0 B it
FREARE 218 BT SR A T TE e IR 55 A7l H
AT AT SHMZEEET Y7 s,
AN E B AW A R EIE T 0 T AL 2
ARG 25 B 3 i T ARAT A, Br L n] UBE AR 2
(D Bootstrap J=— Fl' i i X BLA FEAIEA T FEREHLINEE , A BUE
R 1 A EI R AR A6 SRR TR AR e 15 1T DAk A ARG R s, e
n 7] LIS 500, 1000, 2000 45 . AR JF 5% 2 B8 % 1) 25 1 K357 (Preacer
&Hayes, 2008 ) 45 H: 1) bootstrap KE B0 e ¥, %F 351 AN EBAEAHEA T 1AL
FHE 1000 ¥, F1 FH ATl B 1000 ZHFEARAS 56 AR AY | {0 SR B AG0 fe

LS EES /ORI e S EMAIR S ES @ IE S SO ES 4 Uik -»
TR DTS ELAE O, WU A 2800 et ) o A2 F8y i Py R AR 1Y
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Tab.5 Results of hierarchical regression analysis (n=351)

5 Variable FETHZUY H % OBSE %11 &8 Surface Acting )23 Deep Acting
M, M, M, M, M M, M, M
P A5 Control variable
# 1+ Constant -1.522" -0.377 0.538 0.027 -0.064 -2289"  -1.187" -1.041"
P51 Gender 0.050 -0.112 -0.182 -0.109 -0.136 0.381" 0.225" 0.268"
Ay Age -0.030 -0.039 -0.069  -0.065 -0.074 0.142 0.1327  0.148"
2£J77 Education 0.283" 0.078 -0.051 0.040 0.059 0.310" 0.113 0.083
A ¥ Monthly salary 0.235" 0.128™ -0.026 0.021 0.052 0.119" 0.017 -0.033
JI7EHRI] Department -0.042 -0.015 0.055 0.043 0.039 0.022 0.048 0.045
T AR Tenure 0.086 0.048 -0.030  -0.013 -0.002 0.052 0.015  -0.003
[1 754 Independent variable
2[ 211\ [W] Organizational identification 0.633" -0.282"  -0.131 0.609" 0.364"
H14)75 5 Mediate variable
FFHLU A (OBSE) -0.239" 0.387"
R 0.149 0.501 0.024 0.094 0.123 0.133 0.459 0.533
AR 0.149 0.352 0.024 0.070 0.029 0.133 0.326 0.075
F 10.017° 49.10" 1.40 5.08" 597" 8.77" 41,527 48.89”
AF 10.01” 241.64" 1.40 26.51" 11.17" 877" 206517  54.87"
D-W 1.650 1.992 1.603 1.656 1.781 1.529 1.854 1.885
Sobel £ 45 (Z{H) -3.061" 6.693"

E: p<0.05,” p<0.01,

F6 =ANEHHEEE RIS IER®0=351)
Tab. 6 Fitness index of 3 SEMs (n=351)

i Fae M e EEE'ZZ [ i (S oy 155 ﬂ/\lﬁﬁﬁfi‘h %2?@?%‘ JB;HM\ Tugkﬁr—Lewis Hﬁ%ﬁl/n\
Model ; x/df 7 RMSEA f65(GFI  48HUNFI  455(IFI FEHLTLL 8% CFI
M9 597.054 186 3.210 0.079 0.854 0.887 0.920 0.909 0.919
MIO  629.026 206 3.054 0.079 0.855 0.890 0.923 0.914 0.923
MIl 854303 319 2.678 0.064 0.879 0.901 0.921 0.913 0.921

RIMRH

Surface acting

HLUAR

Organizational identification

HTHLAH Y

OBSE 0.435™

145575
Emotional labor

0.400™

WERH

Deeper acting

2 AR EEEERBERYEMD=351)
Fig.2 Path coefficient of organizational identification to other variables (n=351)

XA H AR — At . R KRB O DS HBEORAR 2 A RARAIE YN

PSR St SRR B RS, S 5 TR A W&y T35 A AT REE A FPFO A f A

BRI XA T = AR B R AT M — SR R B B AT S MSRL. WE
. 8.



MRk H T 3 E 2016 FEFHH

Tourism Tribune Vol. 31 No. *, 2016

F£7 HALINR R LT E/EAMEM=351)
Tab.7 Effects of organizational identification to
other variables (n=351)

RO HETHLMATS ESIES

WRIEI

Effects OBSE Surface acting  Deep acting
e 0.509 0.000 0.400
Direct effects
‘El )’:/L‘ )
IR 0.000 -0.278 0.222
Indirect effects
SRR

. -0.2 622
Total effects 0-509 0-278 06

FEU T ELBE BER A S R B B R, &2 5
X AR 25 B 1 W 7% , OBSE /K - 19 B T4 K3
H 2 TR Z 20

HWK 4R T 4140 F1 OBSE X% 26 55 sh i
P, ASHFSE & I8 OBSE 7ELH LA [F] 5 R %6
H R TRAIE 2T NER . WNMARESE,
OBSE 5& /MR ZH 2L AT ) 5SS AE N E
PR ZICEEN], i OBSE RN 2 AW M H B /Y
B 3R A S P R, X R R, AT 41 40A
A A 52, 25 OBSE B 5% T 7E R U9 L AR O R 3
T AT A i G AR A SR FH 2 IR R SR W, A R T
FWO K A7 5T A B 5 H B GREE AR
X — 5 F R R — R R (E R R AT A 3
OBSE £ 41 21\ ] 5 T2 2 8 1 5C R e 2358 43
AAVER, A 200N (R IR 2 26 Y B 5 K T
OBSE e 4N A SR Z R Z M P AYER . X
AR A TE RS i R v, s N B A 2 1)
1628555 3l AB IR A5 Hh AN g 58 4 S i AR 7
PO b, %t B TRtk S 32 W sh ML — T
i, RECT AL s K R P BT ARk, N
T EAA A, B2 OBSE /K 5 1Y Bt TRl gt 2
KRS XT3, AT TAERIHE A, B R B
Fr iz FH 2 1 SR RS AR 2 R BRI =0, X
W LI T B Al i A 23 A 4 OC R IT N R AR I b A B
1RSSBS T 1 51 T AT R, 15 26 595 shid 2 vh i
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i, MXTEE 1 (BEANRRED T, BIE (EAEE
180 X JL A2 v RE T A . ANETSCTIR , 21N ]
WAL TR T A A T SR T — R B T
S Z RN R, BA B m A LU RR I 5
T RS R R FH R )2 3R TR W o 3R A X AL 4 3E
Fio FIRARSS BB, 63 T8 H NG X & I
55 CLCN IR 55 PR Al A2 0o 5 5 7 TR 2 R ANY

THREART A Al gLk, T Ho 5L T 3 B A A

B, Sk T4 ZUA AR OBSE Wi 2 ] ) A AR
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I SUE T AT T B UE . XFHH SN[ FT OBSE M
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Abstract: Besides intellectual and physical labor, customer- contact employees in service industries
also have to contribute emotional labor on a regular basis. Previous studies have focused on individual,
organizational and situational factors that may affect performance by influencing which emotional labor
strategy is chosen by service employees. Existing studies have seldom examined the impact of the
interaction between individual and organizational factors on service employees’ emotional labor,
although human behavior is usually the result of interaction with the environment. Service employees’
positive attitude and emotion can create a favorable impression on customers. The quality of the
interpersonal interaction is critical in satisfying customers, eventually influencing the organization’ s
development. Service organizations in today’s highly competitive business environment have therefore
begun to focus on managing employees’ emotional behavior. It has become important to identify which
factors affect hospitality service employees’ attitude to their work environment, and therefore their
behavior.

According to social exchange theory, the exchange between individual and organization includes
both material (such as salary or wage, bonuses, and welfare support) and spiritual aspects (such as trust,
support, self-esteem, and prestige). Drawing on social exchange theory, this study aims to explore the
impact of organizational identification and organization- based self- esteem on service employees’
emotional labor, and to identify the interaction mechanism. It used a survey of hotel customer-contact
employees to examine the influence on emotional labor strategies of the emotional experience
generated during interaction with the employing organization. It was carried out in different types of
hotels in Shanghai, from luxury to budget hotels. A total of 400 respondents were randomly invited to
complete the questionnaire, and 351 completed and usable responses were eventually received. Data
were processed using SPSS 19.0 and AMOS 17.0.

The results by using a hierarchical regression analysis model and structural equation modeling
showed that organizational identification and organization- based self- esteem both had a significant
impact on service employees’ emotional labor. Service employees with higher levels of organizational
identification and organization- based self- esteem were more inclined to adopt a deeper emotional
strategy. Organization- based self- esteem fully mediated the relationship between organizational
identification and surface acting, and partially mediated the organizational identification and deep
acting. In other words, service employees with higher levels of emotional engagement with their
organization showed more enthusiasm for their work, and greater subjective initiative.

These findings provide theoretical insights and useful practical implications to help those
responsible for building a work environment to encourage service employees to engage at a deeper
emotional level, while minimizing incidents of surface engagement. It will therefore create a win-win
situation for organizations, customers and employees, who will realize mutual benefits. This study is
also a useful supplement to social exchange theory research, highlighting and verifying the importance
of emotional factors during the exchange process between service employees and their employing
organization. The study was, however, only conducted in hospitality settings, so its conclusions should
be generalized with caution, and more investigations and verification in different service organizational
settings are needed. Despite this, the study sheds light on aspects of service employees’ emotional
needs, which have received little previous attention.

Keywords: organizational identification, organization-based self-esteem (OBSE), emotional labor
(el R |
.13 -



