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Making Employees and Customers Happy:
Situational Antecedents and Performance
Evaluations of Service Employees’
Emotions in the Recreation Industry
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[ Abstract] In the recreation industry, service encounter is an important
influence on service quality and customer satisfaction. While managers may
attempt to standardize the service process and the emotional labor of employees,
it is not possible to control employee emotions occurring in work situations. This
study proposes that employee emotions are affected by service situations, and
also impact on organizational performance. The empirical results in recreation
industry reveal that peer conflict and physical surroundings have significant
influences on employee emotions, but the negative effect of peer conflict on
employee emotions is weaker when teamwork is necessary to complete the work.
Our results also show that employee emotions have significant positive effects
on job satisfaction, in-role performance (IRP), and customer-directed extra-
role performance (CDERP). Employee emotions have a more pronounced effect
on CDERP than on IRP. Furthermore, the results of a mediating relationship
test show that employee emotions and job satisfaction have mediating effects
between service situations and organizational performance, and both mediators
also have greater effects on CDERP than on IRP. This study concludes with a

discussion of theoretical and managerial implications.
[ Keywords] Service encounter, Peer conflict, Physical surroundings, In-role

performance (IRP), Customer-directed extra-role performance
(CDERP)
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AR 2 ZE AR IS A\ BB S T H R 2R - RBBEEHRRSH RS g
TERRFS BB AL - o2 OB B FHE IR S E B (Mott, Schommer, Doucette, &
Kreling, 1998) » {i " {52 | (service encounter)fYE EMEAIEFEF o FHAIE LUK
WEREAE SRR - NMEEE AR ETE S & T SR A S - R H S IER
RIS OE B E THRG B HBEE R EA R E e AT
T K FTSE HH AR A1 R BB B B R T R A A Y RS2 B (A ckfeldt & Wong, 2006) <

R ESE R T IERESS S ) (emotional labor)Z TIESIS, - B T AR B I
BAEE T IERER B RREL (BRI TR R EBE REES ) - fRe@EBE L E
TariR - #6875 %%/ V8 (Tidd & Lockard, 1978)EFE Z % (Rafaeli & Sutton, 1987) »
T R IR A (Mann, 1999; Rafaeli & Sutton, 1987; Tsai, 2001) » JE TR H AR B BE E
R - (e 55 DB ST AR (B R 57 s R - AE LIF R R EGEYI G #8(Diefendorff &
Richard, 2006; Rafaeli & Sutton, 1991) » {HEEE Al ZE IR = AR 15 #E 55 15 ) BERHEE ALY
LRI (Rafaeli & Sutton, 1987) » & MBS HEFEEE THIEHER - fHEL
[ A T IEFEFEY ) (emotional exhaustion)f K3 (Grandey, 2000; Hochschild, 1983; Morris
& Feldman, 1996) * ZjAZ=H H & H & (negative emotion) » i & B B 52 28 T/Ef ABK
¥ (Lee & Ashforth, 1996; Lord & Harvey, 2002; Stenross & Kleinman, 1989; Wharton,
1996) -

AR » Mott » Schommer * Doucette#2Kreling (1998)HIFE Ry » ARFEZFENREZ HH 1K
FER 5 N BRI R RERK GG IR ML E - IR AN B R EBITERR "TAREA
(agents) * TG BEEARER T - HeE s REMEE - Ei 2 ZIREEI
(Bergen, Dutta, & Walker, 1992; Eisenhardt, 1989; Jensen & Meckling, 1976) - A5~ » &
TAEE I EREEERERZRZE T » ATRERT 2P T LRI R (Mott, Schommer,
Doucette, & Kreling, 1998) ° [ KR EMEE S & - W& E ARG E Z5A 2
HY [ (Bergen, Dutta, & Walker, 1992; Besanko, Dranove, & Shanley, 1996; Eisenhardt,
1989) -

AR TTHIHAIAERE « EARTHARB AR - (TR rE (FE BB REFHR IR
"HNERATEH  (external marketing) + JRFEE " NERTTHY ) (internal marketing) © FiTEE
"TINERATEE 0 FREEAFIE RS - B  UEN R (RS RS R B L RTRNE - BT

B T—EEE » DAFR: B T @ W07 B TR0 H i (Berry & Parasuraman, 1991) ©
Thomas (1978)LAE3E ~ B T EEHZE =& 2K E RIRGITHIVERE - HHTTHESIH
TR EEEE RSN TH - BAERR AR Ry B TR NERRE - (ESFNER T8 » &
EAER B TELYNTRRAE B BAT A BRI B aE - Gronroos (1981)E5Rii & T 5N
R - P AR AR E BT R BN ERTTEE - A REAIE R W R B R
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Tansuhaj * Randall#2McCullough (1991)¥5H - WEMTHH A2 B T LIFEIHE - HRE
TRERE - MG TIFRE A B - Rt E— D BN E W EE

iR EREs 1~ R R T =R, - 5 B TSGR B S E
Zeal G A ZR T A 5 2 801G IR 755 #7 &l (Bergen, Dutta, & Walker, 1992; Besanko, Dranove,
& Shanley, 1996; Eisenhardt, 1989) » AJRETEAR IS TR IR M & 1T H JRIGHE -
35 iV RE 75 S AR A RSB FEE T 2 (Lee & Ashforth, 1996; Lord & Harvey, 2002; Stenross
& Kleinman, 1989; Wharton, 1996) » BEE B4 E AR 240 I E A H A% L IR < A
(ABESEANFE) - ek A LE#ERAE (Wt - DR~ E) - HTH
HHIE | (self perception)AJERES & — [ AERWIRAVIEER (AFREMOVIERTTRE
B - ATRERA T IBFEIECE: 5 (emotional contagion) YRR R B T T PR A 1B B S e
(Bem, 1972) - [ LIF LR « RIH - EEFEREHETRENTH - GIEEE RFH LT
TETEIR - R rl i B TR IMER B NETEREECZ TR 22 - B RIS IR G RR
EFTERE - BERFTIHER(Berry, Conant, & Parasuramen, 1991; Berry & Parasuramen,
1991; Lee & Ashforth, 1996; Lord & Harvey, 2002; Stenross & Kleinman, 1989; Wharton,
1996) -

E:RHochschild (1983)AYEES - T IEFESS 5 | B — (R L/E Ry T REERAZ R
RIF ERBEEHEZBHENTIE - B TIEEEMEENSEEE - RIS
B TIEHRENCRIE TR - ARz — @ AIfESRET 2 B R H i B TG
TEEEATR R HAd 5+ IR R S ETTE M IT - IR B AR A ARG Bl B [ 4 i B At
i REE R E S NME R R BR K 0 LIFBE e E S R H A & TR ETREE
TET TR TR B 5 BL R AR AR R - LA - B AR AR AH BRI Fom i B R a A T
AT BT EIBERT - #EE R E R AN A (A E W - BEEEEE
F) BAEEN (W TEWRE - LEER%E) - §iEDUTHEE S IRE I 7e 5
5% (Ma & Dubé, 2006; Massad, Heckman, & Crowston, 2006) » %% HI| A& #E 55 5 5%
F5E(Ackfeldt & Wong, 2006; Gonzalez & Garazo, 2006) » AlEEDFEHHHAR A ~ INIRE S
et o EIRBEFRIFEERN  SMNBTHHITRIETE R - RGBS ELETEA ~ IR
Z HEFAfR(Lovelock, 1996) - #AN eSS —H Y5 EIGZ BN & T FE R, - &
Ak R B TR E N~ AMNDRER s - DU TTII R 2 255 -

Bl - XEHUREI SRR R
— > IRAFERAEEE TR

FERE SRS B EE B T - (S BSIRSR . — R TIRBSAE L - RARE
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TGRS S - T BEZARTS 1 (customer service) e IR 2 £ B 1Y B THE ) FARRL
fEfEZ —(Lovelock, 1996) « DA B Rsf% IR B i = - sasiny =(EEER R - R
HEE e e - ABAEFN > DUE—TEA TR (Solomon, Surprenant, Czepiel, &
Gutman, 1985) + &t BH T IR HE (B TE ARG el P AV B B A B - IR Rl A
BMHBER - I EEEEAEIRGEENE R a7 R A A2 AE
EEFEETRE - SHERBNERENE - BEERIARERERE - At 2L EEE

i = B B A Y B B[R 32 .2 —(Grandey, Fisk, Mattila, Jansen, & Sideman, 2005) ° i
HiEm el 5 - ks N B SRR B eI NV H R BLE E TG - DRSS WE

S EEE CMRIESE ~ BRTG2E > 2001 3 Hochschild, 1983; Van Maanen & Kunda, 1989 ) -

Rl » 0 2 W R 5 B2 il B TRV BB RE A XU #ii(Hochschild, 1983) @ BAE ¥k
HHIFHER G HSINARIER A - M E A AIEA - b a SR E & A K
ANEBRES# - TE5EEANBIRBENE - THEREES —FE TR LR
HE DA B HIE T e SN E RIS - oSG MM LA G - EE R L o SRR
HABWEEHELREFNCHEEEE S — > BEARELEHIEAEDWHE -
Ak R HERIREE (RS ~ BTGZE - 2001 5 5REG R - 2005) -

MorrisEdFeldman (1996)% {557 15 B8 11 B AL SR T 5B A SORRIEIRE - 23 E T
R A T $f T 2 (face to face contact) ~ (LSFFE ~ HEJEZREN T E S TIEME &
R B TGRS - WA TIFmER AR E - RafaelifiSutton (1991)AMFFERIZEH -
TIFREMERE T BTG TR (IER/ER) - 8RR B TG
HNIRBENBARFARZE (W LIENRES RS « SRS ) (Ackfeldt
& Wong, 2006; Gonzalez & Garazo, 2006; Lee & Ashforth, 1996; Lord & Harvey, 2002;
Stenross & Kleinman, 1989; Wharton, 1996) » 55 224G R g [ 4L (FF 21 S (H A 0GR
BUITEEAES R (MRS ~ BTEZE » 2001 5 Hochschild, 1983; Van Maanen & Kunda,
1989) - EHH B T & H HAH A Sk s2 B8 ERER » HUaE & 1G4 55 Bk
FEEARISE T - (EHREEHESTHRATENEH » Johnson » ScheuingfdGaida (1986)
fRH - DL T NERTTEE ) R ARER B RIS RE SRR ) S A 1 B IR AR A N B
% - MiTansuhaj * RandallEiMcCullough (1991)/REH - T NELITEE | ERELRESIRE &
T B8N R HRRE LR - E— T B THIMEMIRBE - "] DIELE RIS
AR IR #E % (Bansal, Irving, & Taylor, 2004)

ARIFEH TSR - PRET e BN  HE B LIB R B SR AT A X B LIS
AN~ AHARAE R RIRCER - FHRE R E RN RS IR B RA A U - A
TDASE H NTERYIE [A) 1B Ryl 78 ] i A B A fR (Y & B IR+ SRR T3
% (Johnson, Scheuing, & Gaida, 1986) « AWFFCU AT EmlE eSS ISHEH - S Pe R
HIE RSB - TREEhEEEZRE T & TIEEERATAILUL B TIEHEEENI
%@ o
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S RAEBBHBEIEENSE

()

tHAEIEETE - N B[ BIZE R AEZRITEERR - JEEA B OB
SHEE S R EEE - MEORAHARE B[P EE AP RERYE 28 - (EARIHFEfRaTamiss B T
TEREATE - BEEERE A2 EERE R (Slack, 1997) » 15 8 T HERHEK A E =
FRak P 22 B 2 g A AT ZE © i Gibson  IvancevichEdDonnelly (1997)kSlack (1997)
Wk REAE A g kR FE AR TIEEER T EREAZERE - MER "H
M (opportunistic) ) AR + B T A B TIE T 5 AT RERIM AANIE - HFETIE
s e AR R A ZE0E - H AN LB IR N E A < SR - RITSE S plorH #% A9 Y (] 025 iy
Z€(Slack, 1997) ° Grandey (2000)8F5H » & B[R S HYSCFF & Bk B LAY SR -
B s N B B[R] S B TR RS A 2 R R A ey - AR - T E A SR
< € K TAEREFE (Frone, 2000; Spector & Jex, 1991) » KirmeyerfDougherty (1988) * Lee
EdAshforth (1993)F 3 - (At ERE TELtamiFeE - Ktk - AWrseed
{REHla :

Hla : [F{E{EZeH IR B THIE A & mRER -

DU FE AR5 Y e e il ~ 25T Ve SR T AGER. - B G IR 8 i TR R E B & (F in ke e
B o BEEFREFFKEERS  BRREMHRDEREES - BREEMEEE) -
TE i 00 50 R B S B R B HE R B R EERE T - B L IS E 22 ZE £ (Gully,
Joshi, Incalcaterra, & Beaubien, 2002) ° FH " it & =Z#F | (social support) A E - & T3
EEFERVRE T IBGS - EREEPREU T B A AU AR RAFED SR » (e EE M A EIRER ~ 3
FEEEE T - LR S ZFF 5 MARIEHobfoll (1989)WIERIRFERES - il & S Frift
AREFEEMARNEENR - AlA] IAEF SRR (WFEERE R LIEES) I
SN LR IRAFNENETR - 5L - BELREEHHERSGFNRE - WERECH
1S58 2t & SZFF LASE s E - Bl 58 A0 R (R 28 -t & 3 S 15 o op e 3R A B
15 #E(Cohen & Wills, 1985; Lee & Ashforth, 1990; Sarafino, 1994) ° [t » ASHFFEREE
BB TIEF K2 G R frse ¥ B TIEERE » BEHI T -

FUIb ¢ B T 75 ok 50 072 R A L TS B RR
(&) WHEEREER

TEREOHE ) BEIRE NETREERREMGEESE L (Carrus,
Passafaro, & Bonnes, 2008; Clitheroe, Stokols, & Zmuidzinas, 1998; Holahan, 1986) *
Zeithaml¥2Bitner (1996)LL " EH#EFE , (physical evidence)qit HHAR IS E:524 M BHAE HL /N ]
BEEAHVENEECERBIBEZER - HREEERALAFRBVAEIZGLE - HRR
B2 TRIPE  (intangible) » BEESE T G ORI LA Y R EECE B8 3 it FE RS -
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BECHAZMICEY - REERREESZEESANE - CHAERE - &5 -
L Sl R A S5 B Py HHEE(Bitner, 1986; Cronin, Brandy, & Hult, 2000; Pullman & Gross,
2004; Zeithaml, Parausraman, & Berry, 1985) © #Xfi] » T BB ERRERRLE Y
% 5 T.(Baker, Berry, & Parasuraman, 1988) * JUH-E HEIRIFSIREGHIEFE R A BENEE
R E B EEREEANEEE A E) - REEREREAAIETREs RIS NE - ik
5217 5 (Bitner, 1992) °

—BUIREE OCEE ARSI - B8 RN R ) (pleasure/displeasure) © T HAE
F2RE | (degree of arousal) {&l[H [m] AT i B HE BR AR A (] 52 88 A JEAY IS8 S FE (Russell &
Lanius, 1984; Russell & Pratt, 1980) o " [irfk/MerEfE s | M2k TS A ENIRGS
5 DebygGERRER ) R TREMIRIIRE SR, 0 T DR EREEE
ok EEIRESS, o T N EREREER , EE2R T EBRES R
(Russell & Lanius, 1984; Russell & Pratt, 1980) * W95 Sis HERIE ARG 2 5 i H
H R RIAR B SFE T8 S E R ] DU AR THHIBAZ B0 B TAER e BRE PHUTT Ry -
R - AWt FeHeemic s & TR EE EREREENAE g2 E#(Bitner, 1992;
Russell & Lanius, 1984; Russell & Pratt, 1980) » Z37{RERH2 5 :

H2: BRSBTS IR B B 05 1 ST S L e T i
= BIREgHEA > aBiBEERGERNBE

IR BB T IR B TRYIERE - B TIBREI 2 R A TS R EIREE
(Martinez-Ifiigo, Totterdell, Alcover, & Holman, 2007; Morris & Keltner, 2000) * Grandey
(2000)$2 HH 1855 15715 AR 5 B A 43 {6\ B AHA% G K © LeeBilAshforth (1996) » Lord
EilHarvey (2002) * StenrossEiKleinman (1989)K Wharton (1996) 552 & fEH - BT
TR R PR NEE N E RIEHE - §EBEEHRBRIFEENE - AR
Fr T € Grandey (2000)F7Hi2 H A {E A BELAH #8188 T A B 5 AR 75 2l & TS RE (AL AR A
SRR - N A B YN R IR S AR ST Am(Lovelock, 1996; Tansuhaj, Randall, &
McCullough, 1991) « EfA bt - B TIE#ERR T EHE A S AR ~ SNEDRESEE BBk
R RN T ARG BREESR R R R A - E 2 - IRBEEEER
B B Re % E B TIERER /I R B 2R JTRIRER - BRI ZelR T 3G B
TR EEE IR EAE ARG 15 5 B[] g S A S BRI R R -

(—) TAFmE

PRET B TREERIMFZERE DL T TR Mo (E A\ g mE TIERREREZFE

LHERERBEREM S BB TEEIRZERS (WFEE - B - BiREREE
) BB TIEARSS @ R T = B A8 55 5 AR M s B AR B IR E - T

faras
=3
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REER B T OHEHAEMZE TIEEEE N mE & H 7 2 (Halbesleben & Bowler, 2007;
Wilk & Moynihan, 2005) © MorrisEFeldman (1996)57 5 » 15FE4HH 8 TIEfEA T
BTEWE  @EMEBAMEIAEL - ETETEERYRRZBRE TEREER
1EAHREE(Fisher, 2000; Thoresen, Kaplan, Barsky, Warren, & de Chermont, 2003) = FHltt » &
IR EM S THE FHEEFESS TEREERS - A TEWEE TR - RifH3a
BB & TIB## B TE RS R IEAIRA R o MER 2 ARG G B TS FERRAY R
At RIS - BLEME TIERERBHNIRER 32 0 WEEREEEEE
TIEEEET/EWER - l—F R H3b ¢

H3 @ AR5 B TIEH#H () LIEMEAR IEARESE - W 0)IRBIEE — LIERE
ZRARERNRER -
(Z)  AHARAE SRR IR S AE RN

X EACHBRAEENTEZEH T —  BEEEZE RSB 2HE 5Bk
B2 BEIRGHER HEE - HHEH B THESWIARRR T ER T EBRER
e B A RS IAERETT By - BettencourtEilBrown (2003)f8H » IRISE TEVE =
T B EEAS T Ry - H—  FEHREMEEERSREA LTS  BE  REEET
HEHHE - SRA R EEFIIRT &k - BRERSEENFHEEERTE T
AL E) - e ah B B LB R r AR H A RIRYEHE - B2 B THRRF AHRERITT 1
GBS (R - A RAF TR 5 Hrea s -

NHEFET B LIER HIEE EXENGEEIEFE(Motowidlo & Van Scotter,
1994; Singh, 2000)  {H & TAEHIEA 5 DLIMN AT H BL B35 ) ¥ 1 g =Rt Al T e
B R(MacKenzie, Podsakoff, & Ahearne, 1998; MacKenzie, Podsakoff, & Fetter, 1993;
Netemeyer, Bowles, MacKee, & McMurrian, 1997; Podsakoff & MacKenzie, 1994) - E25%
R AR S Ry T A ENAERL ) (in-role performance @ ffEIRP) K " A INE
%, (extra-role performance * fEfFERP ) - 2RI & 5L & Tax =25
% (Borman & Motowidlo, 1993; Netemeyer, Maxham III, & Pullig, 2005) °

MotowidloBdVan Scotter (1994)f5H » " AEAFERL ) (IRP)SFEHIFH#E B TIE
SORRRERL - BN R Rps HAY (AEEE ) sl SRR LG (A= 38l ) AR -
Singh » VerbeketilRhoads (1996)/RFIRPHERIEALE F Ry dn ~ BHEFFK ~ IFREELINER
NFEIEIR R IR R &5 BEAESUEE - Singh (2000)78 R ERIRPIR R 4
BT K TEE o TARET ) B AR ED - T ESEEN AR AR - i
g AE TET R AR EVER o BRI EEEL © Netemeyer + Maxham T11E2
Pulling (2005)E#IRPEy : ()EFAAT] ~ 2 /AR KB FHIRR AR E 5 (2) e
BT/FECEk ~ M R ERBESEE DU Q) LIEER & - A TEERaT B 5 Ryl
REE S — AR B T - B T IHECN B IR EL E B L i ) LIRS - MR
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F— N F RO/ AT FEIRP.Z FElE] -

ST - EEMER T AGIMEIR , (ERP)ERFARAE - EE 5 BRERE
RN - 55 T A& 1Tk ) (prosocial behavior)(George, 1991; George & Bettenhausen,
1990, Puffer, 1987) + " H##{7/ | (spontaneous behaviors)(Georgo & Brief, 1992)ak

M 2%&17Fs 1 (contextual behaviors)(Borman & Motowidlo, 1993) » {HYETTHH Bk i
RV R R B2 W E 28 FyOrgandE 19884EFrHe Ay T #H#% /A 1T/ 1 (organizational
citizenship behaviors, OCBs)(Organ & Ryan, 1995) » #1252 5H1T$5 A BT Bl
HIAERARTZEEER A It — 8BS (Z1MacKenzie, Podsakoff, & Ahearne, 1998; MacKenzie,
Podsakoff, & Fetter, 1993; Netemeyer, Bowles, MacKee, & McMurrian, 1997; Podsakoff &
MacKenzie, 19945

LA bt - AAFEERFHOrganty AR BRAT Ry o (OBRs)EIRL{SAERPHYELRE -
HRARE S G Ryl et & IR ps 2l B T - BORFsEEIIRGIR TS m A S MERL
(customer-directed extra-role performance * ffHCDERP) ° Borman&iMotowidlo (1993)
by A SRR RIRHE R i e T RAEIUBIE AL (contextual customer
performance) * WiANEHY (B ) fHARE 2 TIRPAYZEK © BettencourtfBrown (1997)
JzBettencourt » GwinnerEiMeuter (2001)f5H! © CDERP;Z & T HIBAZ S fBIHE - AR 155 7Y
HHNG ) SUHBREEE B EREINEE RERE (BB E = EIRY)) -

M EEE RS E - FiREREF IR ERE AN BEERA - THEZ
SEBEEEEY - IRBERZEE TGN - ABNEHERAE TIRGESR (HF
S~ BG4S 0 2001 5 Hochschild, 1983; Van Maanen & Kunda, 1989 ) - [fijifif i H1E
SRR B A\ S RIRESE - FE[RIRF S ZEIRPHICDERP - {Rai H4aBHAbHE G RS B T
TERESIIRP RZCDERPHIEMRR - MARH5 H5E hitH B TI5#7 #IRP X CDERP - t
e B TG IR 55 ELIRP/CDER PRI EA /2 » (R H4cHITHAd Rl T H—
A TRARR

H4 : IRF5H:E B TI5# % (a) IRPK(b) CDERPA IE[AIRE - W¥ (o) IR 51 —
IRP }%(d)IR #5515 — CDERP.Z B H /R0 -

Bt - BRP5 B THITE R 2 BN THH#EX » Lovelock (1996)BIFEH » ARZ51T
PHEEEE TN ) B T AT —— Rt e AR B TR
TTEH5RES - DI & TBA RIFRY TOREIBREATT Ry - S 2 AR R AYRE S IR HE - R
S B E THINE LIEEIG 2 2 HANFERY - BlackElGregersen (1997) 1287 -
TR B TR - BIIRGS B T T/EmE S g S E B H A2 )
BHmEE -

I - BB TSN GE R DT MGl H Y - JRMEE L & THY TIFiRE - Jike
HRGEE B TR S B BE IR - TRTT SR - ARHFEalRy - BENIRE IR
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EEAE T TERERE » NMEEHMTARIER(LAIHEM TIEERE - Haeldsg g T %
NG TP B - RE & B (MacK enzie, Podsakoff, & Ahearne, 1998) » 5t 2R & TH T
EME R A 2IRP » fjOrganfRyan (1995)tHiEH - IR A B TIEWESERPH)
FLEETTRETE AHAIRP » SRR ER HSail H b 3 T E M= B1IR P . CDERP & IEAHRE -
DIAERE K*Tﬁllﬁf%%/ﬂ\ TAEFRE IR S E AR P/CDER PRI 55—l Hr /48t 1
H5cHIHSdE By I — R M ERaR

H5 : [R5 2 THY TAE S % (a)IRP K (b)CDERPH IEARE - W ¥ ()R H
—IRP K(d)IR 751555 — CDERPZ BfAAH FR /TR -

= B X

LSRR ETE B (b e am -~ 32 R AR T FE MR (A& 1 R -

R 1B I AT R = I ek NEEERL SEREERYL
Service situations Employee emotions Internal performance External performance
BB T AR W1 s it
Teamwork need Job satisfaction
v
- . FEBPIERY
[E] {75 T 22 | In-role performance (IRP)
Peer conflict =
BT 5%
Employee
o emotions H4 R i m 2 T ANE
AR5 E RS IRIE o > 90
Service physical Customer-directed |<—
surroundings extra-role performance
H3-H5: 1971 Ri{% (CDERP)
H3-HS: Mediated relationship

B1 HEZEE

Fig. 1 Research framework
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B - BRI R E SRR RIEE - SBIH BB RE RS RS E
1o #IF - fr T ETERE ) RAEREERERKAON - INTERERIB REH
EEFHZ (10fCFRMmE - 1{UGRHGE) - HERVEHEE R Likert CR RUE M & -

FiEbE T EEfRZE ) (common method variance, CMV) » IS &= a1 Al ( [5)05 fE
7€ BB TERK - IRBERER) B LEHE TERESESHEORGEB A BIE
% AER - INTESATE EE TR - AEREEE R - e A S E
(Podsakoff, Mackenzie, Lee, & Podsakoff, 2003) °

= B &ArA

HETIEX LA - RHERRIEASHYINE - AT REEATR - B2 - DL
IRFSEINEMBASEA BB R - L 3 R BRIEIIS - B0 - U ILBLER
A (SOULBFSHENE T R 0GLBTE ) SEFTHIN - FEIEF S R B G RO BERT R
o SHETTRESBCI S R AR E LMD, - 5 5 A BRI B R RELE: - LA
BB (RS HTHER + A A Cronbach’s o (ITE0.8LA | » (B ELEF -

= WARREHE B A K

BRI it A 5 Ryl RE RS % B TR HIR G 1 il T R PR BRI - DA
B R BT o AFFEDARRIE ~ A4 P I ek R 22 BT R S BRI SR R B
i - SoDAERR RS H R ELETT A EREEFERFETERRE - &
RERRAEE A ALY Cirdbrs) DR - (BkED ANAEL - GHiT) 7
i REEY (B AEBESMESR 024k "EEERE, )~ (BR) MU
fers ~ (M) gIBALTHSR - mEHy (FE3%) MERKHERS - (GR) EEIH R
SRER (165 e A EFEEEEE - EofEE MR G ERIL - o B RREM
W - RS R4 RS Ry PR R A SE TR T % - B ERRE 2 FRE -

IR AT i@ S P S AR (AR - 755 2 B 77 B R A B B R B I
AT AW (0 R W S 7 8 R S0 8 T - FHRIFE KBS EE D
REMETHFEER - Dl B THEER GRS M ELRERZE - I - B EEF
EH% 8 TEAREHRE - FUEEFEES THENERI0GL - R - e AA
AR ZE R ABHREFDIA » B Co - FEF RIS - FHFEBRTCHRE
i - s B TR BRI 0 EE MR FF KR - EIREITHE - e N B AT 558
Wi - DIEE SHCH A 2 mE -

mREI321{3 & TRHE k42 ZEHE - RIS ESNE (LEHEE HE
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M - HAHEEN 8 TRIGHRI 2 RE) - EEtEE W B THRE306(7 ~ &
3905 « IFFekEAh » Z214568% ~ 26-305%1540% ~ & AELL FEHI1540% o

W EEEARE

BEAERHERFSPSS RAMOSHETT{E B 34 » E e LLAMOS i Bl 23 TH /2
SO EREAC » DA\Multivariate KurtosisH T2 7T &3 AT » LET{E (critical ratio
fEfcr{E ) £520.447 - Mardia (1970)f5H » Multivariate KurtosisHJcr{EfE49.1 AN {E i
KEELLEMaximum Likelihood, ML)HREFEA] DAEESZ » BRI FERVBIHE G 24T
REIC - AT DT IRAEM T A -

AHfFELACronbach’s a (REUKE & —8TH MR IHEH—EE - WIRET S BT
IEAY T HHEEFE § (composite reliability, CR) » 7 a {H A0, 780 CR{E AR 0.6E1F= 7~
THYAE—E M = (Fornell & Larcker, 1981; Nunnally, 1978) » 32188/~ WF5TE 1Y
Cronbach’s a fR#({E0.78 A L= » CR{ERITE0.92LL | - {EEEREE - 5540 » AWFFeERFE
TR TR TSP ALV & | (average variance extracted, AVE)K & " IEEE |
(convergent validity, CV) * FR1ZURATE T EIENAVEEITE20.69 » # BB I #EE
(Fornell & Larcker, 1981) °

2R TR IE AR (R BUBRIE - B AAHR R EE 50.793 - S AIRATAVER)F
TR+ 77120.836~0.893. 2 fH] o [Rl/NAJAVESE R AT S IEARRRIRE R Z iR - £
A BIER BA R -

B R SR T2 (structured equation modeling, SEM)E 1T HEHE iy & 5 =
(measurement model)HEFRE 4 A2 53 M (confirmatory factor analysis) » f@iii 2 fe {7 &=
AR BCEE TR - 23 - B RS ECEEE L & aE I BagozziBlYi (1988)FT
FRERIE - M MEGS = 813.993)8E H A (df = 303)ALLHIE 2.686 » /NA3.0HVEER(E
(Hayduk, 1987) « (Rl » Aifse2Eig i &2 Bl A E RAF -

%
#

B DIiER

AR EE BRI ~ IR RRETRR » R RS — AT (MeMo
Model)(Baron & Kenny, 1986) * Hi5t /2 Edwards#iLambert (2007)F 5.2 " 55— J &t
7\ (first stage moderation model) ° FH A SEMAE B 38 FA BN SR IG5 EL TR - a1z 844k
EHEMRRE S « MiatieE IR - DU IES Stk E S [FIRHET SR TR TR =
$.%% (Edwards & Lambert, 2007) » Muller + JuddE2Yzerbyt (2005)%2 5 i 47-F¢ FH P g 310 st
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Table 1 The items, factor loadings, reliability, and validity of the study variables

S
SEATE - EfiffE  Cronbach’s
]
Variables fir BLREUE Ttems Factor a CR AVE
Loading

PE1. JH A TIFRHEE KR = -
I often do things going on at work make me 0.888
tense and irritable to my co-workers.
) PE2. & s kA IRFEI AR A E A -
[Fff5E2¢ 1 often try to persuade my co-workers to  0.810
Peer Conflict accept my opinions.

PE3. oy as ikmioR A FRER 2 T 2K
TR

0.783  0.9275 0.7003

I often try to get along with my co-workers at 0.810
work.
Sources: Frone (2000); Spector & Jex (1998)
SR1. W TAFBRIEELZ 2R - TEREE
oh - 0.921

My work environment is safe, it’s not
BB S possible to have any accidents happen.
SIS Sro. it L s -
Physical h K situati K h
Surroundings The wor situations make me happy.
SR3. BHEIM S » WHEAFHEMIGE THH
I R E R -
I am satisfied by the facilities my company
offers to employees use totally.
Source: Bitner (1992)
TN1. ey TAFLAAEEZ RIS AT e AT EGER
SRR BESTK ©
It is necessary for my co-workers to give 0.801
suggestions or information in order to
E|ZEsk  complete my job.

0.868 0.852  0.9501 0.7725

0.846

Teamwork  TN2. EETERERES AT TAE - 0.783  0.9273 0.6994
0.826
Need Teamwork can reduce my workload.
TN3. FAEEFEFEEYEIE - A HEER T
fEER - 0.880

I have to cooperate with my co-workers fully
to achieve the goal.

Sources: Gully, Joshi, Incalcaterra, & Beaubien (2002)

EM1. B/.L/ B/ Joy/Not joy 0.906

EM2. [R4&/ 1 [14% Happy/Unhappy 0.919
S5 EM3. FAE/Z2[E Meaningful/Empty 0.890
Employee EM4. H &/~ & Satisfied/Unsatisfied 0.872 0.955  0.9800 0.7885
Emotions  EMS. £/l Fun/Not fun 0.850

EM6. 17y %/4- % Expected/Disappointed 0.876

EM7. %481/758] Optimistic/Pessimistic 0.900

Source: Havlena & Holbrook (1986)
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Table 1 The items, factor loadings, reliability, and validity of the study variables (Cont.)

iSES
AT . Efif& Cronbach’s
w2 =EET Har=  Cron
Variables fr SREUA Ttems Factor a CR - AVE
Loading
IST. PR A B L F RURILTF - 0,720

I might not be qualified for my present job.
0 IS2 FRATDAGE H T TAE RS SRRt o
TAEE  I'm able to feel achievement in my present 0.884
Job job. 0.803  0.9322 0.7174

Satisfaction  JS3. ##f S - FH i HHIHY LIFEEH
AL i
B
As a whole, I am satisfied with my present
job.

Sources: Fisher (2000); Morris & Feldman (1996)

IR1. T/ R kAR TS

How do you rate this employee in terms of 0.872

knowledge of your products and/or services?

IR2. B8 TAFRIVERHIE -

How do you rate this employee in terms of 0.932

goals of work achieved?

IR3. YERfE MR SE R T F A E - 0.915  0.9675 0.7982
How do you rate this employee in terms of 0.896

work completed accurately?

R4, RGN R ER ARG R -

How do you rate this employee in terms

0.907

oA~

. : 0.872
of customer service quality of company
requests?

Source: Netemeyer, Maxham III, & Pullig (2005)
CDI1. BEE AT RSN LTI R e -
How often did this employee go above and 0819

beyond the “call of duty” when serving
customers?

CD2. B EHC LIEFEER - R
s -

How often did this employee voluntarily 0.909
assist customers even if it meant going
beyond job requirements?

CD3. FLLH O AR LN EE W
How often did this employee willingly go
out of his or her way to make a customer
satisfied?

CD4. BIFEANEN AFHEEERA - thEE
HRE R rE -

How often did this employee help customers 0.884
with problems beyond what was expected or
required?

Source: Netemeyer, Maxham III, & Pullig (2005)

0.886  0.9572 0.7514

TARMTO

0.852
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Table 2 The correlation and the square roots of AVEs of the study variables

oF SR ™™ EM JS IRP  CDERP
Ef%ﬁict (PE) 0.837
et ey 1y 014 087

B T.[&## Employee

emotions (EM) -0.142  0.653 0.102 0.888

TR

b eatisfaction (1S) 0211 0793 0125 0683  0.847
PN In-role 0125 0104 0240 0169  0.144  0.893
performance (IRP)

EEEE ) AT INER

Customer-directed extra- -0.191 0.222 0.165 0.209 0.294 0.724 0.867
role performance (CDERP)

it - AR EE R VAVE ©
Note. The diagonal shows +/AVE.

&3 EREMREOMTBEENEEE

Table 3 The fit of the measurement model for confirmatory factor analysis

FEEEET  EEE DREE  seeoemmamemesle potiERE

Measure

Fit measures Fit index Model estimates Degree of fitness
standard
O E e
Absolute fit ¥ /df <3.00 813.993( x *)/303(df) = 2.686 Excellent
measure index
GFI >0.90 0.909 Excellent
AGFI >0.90 0.836 Acceptable
RMR <0.05 0.071 Acceptable
RMSEA <0.08 0.074 Excellent
FEEEE TSR
Relative fit measure NFI >0.90 0.901 Excellent
index
IF1 >0.90 0919 Excellent

CFI >0.90 0918 Excellent
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(hierarchical regression analysis)b#igdMeMolR T, » #EFZoMeMofs =i B e 15 £1 F [ 3l
72K B 38 (Chen & Aryee, 2007; Joshi, 2009; Lam, Huang, & Snape, 2007) ° AR5 Fy {5
Fa R T BRI A A TR R — SR ELE B 1 - S PR A R B A R ER e (AR -

— s BI4ERE A REAHLR

HAREREE RS TIEEMERRETERE - BMRRHIAIH2 - FE R EE ST
FEERANFAFT R o fE G EHEIE#IE I Model 1900 A " [EIfEEZE | B T RIS E SR
% o BB (Model 2)AUfRTE ST RIEBINIAR® = 0.363, p < 0.001) » Hrh - T [E] &
e, B TETIER ) BEEERNERP = -0.463, p < 0.001) > " IRGSEEERE | QY

BTE#, B %E%E@Er&v?&%(ﬁ =0.298, p <0.001) * (A H1aFZH2RLIT °

fEModel 37 - FETEIE T BB TIEFR K WEBESSETEZEB = 0.085, p =
0.062) ° %TﬁTﬁEP%ﬁEII%°@MMM4%ﬁ’FI%IW =5 R
e B T BTIER ) FEEZENZ AP = 0.504, p < 0.001) » AR T HETIER
Ko B TEIEEZE ) AT ETER ) MEABGREARETRNER - MiModel 4HIEE RS fE
TSI EE R INAR = 0.020, p < 0.05) - HERFTAH - HEBE TIEEREES - &g
A [FEIE ETZEE B TR A SR » RiHIbES 2 F -

BTIE%
Employee

Emotions ;-4,_\\\

' FEEEE

Low Peer Conflict

5.50

4.50

4.00—

[E A EZE =
High Peer Conflict

3.50—

3.00

BRI B 7K
Low Teamwork Need High Teamwork Need

B2 FEEEREEF TR RKHETIFECTENR

Fig. 2 The interactive effect of peer conflict and teamwork need on employee emotions

SRR P AW KR

AW FEAh PR RS R R iR AT Bt B IR A R S B, - AERSIINERS  Model
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Table 4 Results of regression analysis for the effects of peer conflict, service
surroundings, and teamwork need on employee emotions

HEATE Model 1 Model 2 Model 3 Model 4
Variables B ¢ B ¢ B ¢ B ¢

Pl I
Control variables

MR
] 0.187 1.531 0.022 0.492 0.010 0.231 0.023 0.518
Gender

fff 0.179 3.0717  0.087 1.854 0.095  2.040° 0.089  1.925

T/l
Full/part time

8
Indep. variables

0.059 1.017 -0.011 -0.231 -0.012  -0.259 -0.015 -0.332

*

I=1 _ﬁ/ Aw *okok ok okok
RisLES 20463 -9.980™  -0.472 -10.165 20.818 -7.016
Peer conflict

RS B e R

Sﬁ;vsf:; 0298 62157 0288 59807 0268 5.607 "

surroundings

A I

Moderator
B TRk .
Teamwork 0.085 1.870 -0.235 -2.159
need

A H R

Interaction
Iﬁl{%?@i%“éi
E AY SiEtey - kokok
B TIEFR 0.504 3.221

Peer conflict X
teamwork need

AR’ 0.046" 0.363" 0.007 0.020°

Note: " p<0.05; " p<0.01;" p<0.001 °

larf - T [EIMBEZE ) (B =- 0.812, p < 0.001)F1 "RIFEFEERSE | (B = 0.259, p < 0.001)
HIRBETH " TEWE , BIFFEZNEESEE - TEEER X BB ITEER ) 2
2 HAERAIMEEEZ B = 0.582, p < 0.001) ° Model 1bHIA[#$IR " ETIEHE ¥ " TIEw
B BEEERSERPB = 0.078, p < 0.05) » MEMAHRNMEE— "B TIEHE, %
AR B R A B EESR (Brmase = - 0.254, p < 0.01; Bypsmms = 0.100, p < 0.05) J A2 A 5
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(B =0.204, p < 0.05)F75 * F& /T EIERModel 1bfRFE I HBEE IR (AR = 0.453, p <
0.001) - FLASRSCFFRERHS - T B TIEM ) & "I IEE — TIEWE L BRRHEAEH
IR - HRINA B B Hh 88k - RS SRS TR EEE N
BAZZ HAEF » Kl Model 16043 /T -

[EIf5EHE © Model 2a8E7~ " [EIEEZE | (B =- 0.493, p < 0.00)l " RIS E LIRS | (B
=0.167, p< 0.0 EIRIF E TR " AR ) (IRPVEBEEEEUR - | [E/EZE X
B TAEF R ) hEEEEZHIERA B =0.372, p < 0.05) © Model 2bJj[I A —{f f17#41E
—— TETHEE, BT TERE ) » EHRPEEBEENIERSEEBa g = 0.137, p
<0.01; B = 0.707, p < 0.001) » (EARBFIEEE ) SR (B muse = 0.080, p = 0.517; By,
s = - 0.010, p = 0.746) K A2 FLAF FH (Brapsgrse cmps e = - 0.039, p = 0.799)# B Ky 1N B
ZoEHTETEME BT TERE ) £ TIRBEE IR, MEETZE2FH IR
HModel 2b% 88 5= AR I BHEZ FEEI(AR” = 0.322, p < 0.001) * Hda » H4c ~ H5a L HS5cHE
§FF -

F% > Model 3arf T [EIfBEZE | (B = - 0.749, p < 0.00)fl] " RASEREEREE | (8 =
0.182, p < 0.00) ¥k B THY " BAZE A2 A EINERL , (CDERPVHREZEIHEZER
5o TEMEEZE X B TETR K, W EAEERZAEERA B =0.599, p<0.001) - Model
3vEE TETERE BT TERE ) EF T #IE - S EHCDERPEVE IR EER
IEMRR(Ba rme = 0.168, p < 0.001; Bripws = 0.728, p < 0.001) » {HfEModel 3bHARTS
&8 2 HEE R Brapmse = - 0.066, p = 0.490; Bipemmms = - 0.051, p = 0.173) R 22 A FH
Bz cmpzremsr = 0.091, p = 0.442)# 8B R EAZE - 38BH T BT ) B " TERE
¥ TR 155 — CDERP |, MBIRIRHEAT 2N EER © HModel 3bEEfS =R fE /7
TREEEFRE(AR® = 0.395, p < 0.001) * H4b ~ H4d ~ H5b K H5AHES L FT -

ENIFMEEWNE R S S HI B

(FERE

— R ER

K

B RS E SE Y E R AL R o B IRps e B L R S A Ry - E AL
HMFFEE SR - (BE RIS EER A RIRERES - ATeEsEHC LEZ5%
PR R G - HINpR B REE S E I T IF 98 s i 15 A i E B A Rl e
PR - B FEE EZR T HG R AR E - LHAERFBEZRSHRD - BESIE
FRY A B B SR RE B (BT 20 OK B v [B] (5 1 2% B T 2 IS R LR LUK R (R 2 2 1
7] - (EREFETETT ZRCRE IR E AR S T F BB S (A SR B RE S Rk [F]
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Table 5 Results of regression analysis for the mediated moderation model

R © TR RE

(BT @ IRP

%48 : CDERP

Vai&:;ﬁes De%.a\t/{asrfl;(gliz:nJob Dep. variable: IRP Dep. variable: CDERP
Model 1a Model 1b Model 2a Model 2b Model 3a Model 3b
Pt
Control variables
TR 0.042 -0.034 0.066 0.036 -0.071 -0.106™
Gender (0.888) (-1.309) (1.223) (0.852) (-1.428) (-3.221)
il -0.053 -0.032 0.119" 0.157°" 0.063 0.087"
Age (-1.081) (-1.159) (2.137) (3.555) (1.226) (2.537)
RiE7E:E 0.057 -0.002 0.057 0.016 0.089 0.051
Full/part time  (1.162) (-0.057) (1.022) (0.376) (1.761) (1.505)
AR? 0.026" 0.055" 0.052"
S
Indep. variables
[ {75 T 22 -0.812"" -0.254" -0.493™ 0.080 -0.794"" -0.066
Peer conflict  (-6.518) (-3.390) (-3.506) (0.649) (-6.143) (-0.691)
Service 0.259 0.100 0.167 -0.016 0.182 -0.051
physical (5.067) (3.375) (2.895) (-0.325) (3.436) (-1.366)
surroundings
AR’ 0.298" 0.108" 0.223"
AT
Moderator
%iﬂiﬁ -0.296 -0.117 -0.176 0.034 -0.327" -0.071
nend (-2.551) (-1.821) (-1.338) (0.323) (-2.709) (-0.885)
AR? 0.005 0.003 0.003
A H R
Interaction
[ {75 T2 X
B TIEESR 05827 0.204° 0.372° -0.039 0.599" 0.091
Peer conflict X (3.483) (2.177) (1.972) (-0.255) (3.454) (0.769)
teamwork need
AR? 0.026™ 0.011° 0.028"
Hr A TH
Mediator
= =23
fmiplfyﬁ 0.078 0.137 0.168
emotions (1.986) (2.703) (3.847)
AR? 0.040™ 0.020" 0.074™
TAERE 0.707"" 0.728""
Job satisfaction (13.353) (17.762)
AR 0.302°" 03217

Note: 'p<0.05; "p<0.01; "p<0.001 °
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Table 6 The summary of the hypothesis test results

WrelReEsR (RS i LR RS
Hypotheses Hypothesis Statements Results

] 7 1y 22 4 R 15 2 i B T 1B e A AR - e

Hla Peer conflict has a negative impact on service encounter S ojted
employees’ emotions. PP
B % (' 5 oK i 2 ) £ 1 2 3 i s 1l 5 T I e Y B2 m R

wy B £
Teamwork need reduces the negative impact of peer conflict on Supported
service encounter employees’ emotions.
s i & T3 ARG B A BRI A I B 3 EL S A R - e

H2 Service encounter employees’ perception of physical S :t d
surroundings has a positive impact on their emotions. upporte
sl & TIE#Y TIFwEE ERRCR - e

H3a Service encounter employees’ emotions have a positive impact S :t d
on their job satisfaction. 1upporte
BHBRATIEERET - TEREZMRITE 2 (g

H3b Service encounter employees’ emotions mediate the relationship (Pa rtsiellllpll\)/;) Iji?:ti n)
between service situations and their job satisfaction. ¢ N
s B2 il & 1% #& HIRPAE IE[ARUR - o

H4a Service encounter employees’ emotions have a positive impact S :t d
on their IRP. upporte
PR 155 20 & T B #& 5 CDERPH IE[ARUR - e

H4b Service encounter employees’ emotions have a positive impact S :t d
on their CDERP. upporte
MR B T IHH Y IR 155 — IRPZBARE /TR - IHF (sEEFIT)

H4c Service encounter employees’ emotions mediate the relationship Supported
between service situations and their IRP. (Perfect Mediation)
%?%%ﬁ%%I‘I‘%%%Hlﬁ%‘l‘%fﬁ —CDERPZEARAEH 2L G (22t

Had Service encounter employees’ emotions mediate the relationship (P rfsugﬁ/?ltﬁgﬁ n)
between service situations and their CDERP. eriect Viediatio
sl 5 TR TORME S IRPH EF R - S

H5a Service encounter employees’ job satisfaction has a positive S :t d
impact on their IRP. Hpporte
PR & TR TR E 5 CDERPA IE[A R - e

H5b Service encounter employees’ job satisfaction has a positive S :t d
impact on their CDERP. upporte
B RERE L LERERIE  RPZWRATIH oy sea)

He Service encounter employees’ job satisfaction mediates the (P rfsu,f)i/?rzgﬁ n)
relationship between service situations and their IRP. eriect Viediatio

Tl 8 T R IRZ B — CDERP %
H3d Service encounter employees’ job satisfaction mediates the (Perfilcl‘?i/([)gieigtion)

relationship between service situations and their CDERP.
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TSR B TR RTER - ik EENEREER TS EEENE - g
AR B T RS T B E(Bitner, 1992) » AHFFCEERH - A AR A B pilE
HIRBENS - ITE—EfFEETIHE - 2 Bl ERREgHeMMERERE
TE#E -

Kuseagti - BAEREBEENIRG ERE THAS TFRERERS - B LAYIE
[F B FEREFE T NTEBUBIR 1 - 4 SRR - BEEEAYE - BB IR G &
TAERETEAH AR & T2 LIRS - BIER " AENER ) (IRP) » 5 FHEE B
FAET IR RN - (RN TR IR R - RIS B AR HilE thre 4 L8 i
BIEEZ - DA HEE s S i [ & S AR5 B R HE - R T R A A EMERT
(CDERP) ° Netemeyer * Maxham I11EZPullig (2005)FUHF5E 8 #E30 » T {ERE JT#IRPHYS
ERIRCDERP » AWHFE(E & LI » IRPELCDERP.Z R - th Bk F H2il B T I5HE %
CDERPHIEEE TR PR » 7] RER Rl R ARors #2 i 5 TR S A5 w8 B 2R RAS & BE AR5
Bl - [HATRERT B TRIARGSEGHIRE(E - MESEE LRI MR B etk M - I
Sh - Bk EREE TR T/FwEE RS - HIRPRXCDERPHERRS @ i H LIFHEY
CDERPHIEEE IR ELENR P - B/RNES (BB RUTTHBESIEE g2 B8N (H
BER ) RUTTSHRCR - BAMESZRY " ARSTTHH ) AUmES » R B IR s He B T3S 0 K
SNERAT SRR T -

e BRI B - IRBEEARY TN (A2 - B TIEFK)
BTy, (IRBERER) WESKHE LE#T TP ERENE T LIEREE K&
B e BLIERETE T IR IEE — TIERE ) BIRRR R G R SER - R
HRANA B LB REHCR THIRPEIER - IR TSR B0 R A2 O BRSNS » (B5R
#H# (Baron & Kenny, 1986) « {H1E " iS55 —IRP , & " iz#5 (%5 — CDERP | HIRAR
A BETEHETEREHEAZET R - M52 - B EF A
TIE# K TIFmER + IRP K CDERPEEIRANMEE RS - HIRG BRI E
BRI R A2 B AR R T (Baron & Kenny, 1986) © AL » AHFICEEE YMEARE
ERE S THRINTEE RN LIFRERE - &R N EEAH faE U B E ARsseE i b

- % - 2 .
— B EREES

R RGBT Ia L - S 168 55 55 1 AR5 2 FE T 2 15 78 55 55 M #
(Hochschild, 1983; Mann, 1999; Rafaeli & Sutton, 1987) » % & T 38 1F DAFER AT I 3R &
EIERE - BR—LB2EAR R - &5 5 G R E I SR8 e (Grandey,
2000; Hochschild, 1983; Morris & Feldman, 1996) » BEINIE FE 25 75 R AT RESCEE - 1R
MEW T - B LERETRREES s BB ERER - (HEEAHERE IR
e RIESRME AT 2 BN o A5 EE SRR B3 5 B BR80T B T I8 15 5 AT R B A R
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SR LIS RS B B MR E R, - B IR R R R
BHE TIEEEE A - R EE SRS - 8 T B ERST R EEN
BB -

F—TH - (EEEFEE R E TIE A &2 9T H (Hennig-Thurau, Groth, Paul, &
Gremler, 2006; Morris & Feldman, 1996; Williams, 2007) * [&f&2515 " FEZ% o AT ERIA -
{HHH B TIERIIESE - R EE T BRI KA BS B TAIIRSREE (5REH
g - 2005) - BIFTEERAEFEAE A DIHE - (EIRGHSEEH EMRAZETFEE TS
e M BBEE RS - AFETime Bl B TIEREEITA - ehEES
R AR SRISEIES - S=okEbRT T AT, DIAMNYMHIESERS - t R R RIS A5
REAEFTHIEE M -

PEAh - S5 RS B AR SR 2 A A B B BT YN AR (W . ~ B P
B U HE TEE T ANEEN (W TIEmE) - (HIRFBEFRFEEN ~ JNBTT
FHAVEIE FE K (Lovelock, 1996) » 1ERHdEXK R FEFIIF 5 3 o At E SR ~ S)
ERTTEEAERN » AWERIRFER A B TEL AR - A5 NEREIN A THHTERE - (Ot IThS
Sl DUR AR5 11 8H Ham BS R HH 58 LG B a8 S0 F -

FEHESTE » AT RBEIEEEEREESZERENRIEERR R
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