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Individual Differences in the Effects of
Emotional Work on Job Satisfaction and
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The Moderating Effects of Locus of Control
and Role Identity
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Abstract

The study of emotional labor has gamered significant attention recently. Past
research showed inconsistent results for consequences of emotional labor. It was
suggested that clarification of the concept and studies of individual differences help to
advance knowledge about this inconsistency. Based on the literature, it was
hypothesized that locus of control (LC) and role identity (RI) have moderating effects
on the relationships between: firstly, display rule (DR) and emotion work (EW); and
secondly, between EW and job satisfaction (JS) and organizational commitment (OC).
Results show significant moderating effects of L.C and RI on these relationships. For
‘internals’, a negative relationship between DR and EW, and positive relationships
between EW and JS/OC were found. For higher RI, a negative relationship between DR
and EW, and positive relationships between EW and JS/OC were found. It is suggested

that LC and RI have different implications for the practice of emotion work.
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1. INTRODUCTION

The experiences of emotions in the work place have been increasingly
recognized as important issues in organizational life. Of the major topics
regarding emotions in organizations (Ashkanasy, Hirtel, & Daus, 2002),
emotional labor (Hochschild, 1983) has important meanings to the customers,
organizations, and service staff simultaneously, and thus has been a focus of
study for the service industry. Following Hochschild, much research has been
conducted to investigate this issue. These studies have advanced our
knowledge about this issue by exploring the nature of emotional labor (EL)
(e.g., Morris & Feldman, 1996), the effects on customers (e.g., Rafaeli &
Sutton, 1987; Tsai, 2001), and the consequences of emotional labor (e.g.,

Wharton, 1993, 1999).

The consequences of emotional labor on individuals’ well-being are
central to the current study. From the beginning, one of the major themes of
emotional labor is its detrimental impact on individuals. Research results about
the impact of emotional labor have been equivocal, however. The reasons, as
latter studies show, may partly lie in the different dimensionalities of emotional
labor (Morris & Feldman, 1996). It could also be that people who devote much
emotional labor tend to experience burnout, yet have no difficulty in managing
an authentic sense of self (as argued by Wharton, 1999). Some other research
has argued against the emotional labor theme and suggested that a consistent
self is no longer an issue in a postmodern society, as individuals have no

difficulty in reconciliation between a ‘real self” and a performed self through
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emotional expression as required by the job (e.g., Sharpe, 2005).

It could also be that diﬁ'erent job attributes and individual characteristics
tend to moderate the effects of emotional labor, and therefore the consequences
of emotional labor are different from individual to individual. These attributes
and characteristics include job control (Zapf, 2002), gender and
self-monitoring (Grandey, 2000), self-efficacy (Heuven, Bakker, Schaifeli, &
Huisman, 2006), negative affectivity and political skills (Liu, Perrewé,
Hochwarter, & Kacmar, 2004), and job involvement (Schaubroeck & Jones,

2000), etc.

Locus of control — another control-related personality concept — has been
shown to relate to many outcome variables (Spector, 1982). Besides, social
identity (SI) - a social psychological variable - was proposed by Ashforth and
Humphrey (1993) as a moderator for the effects of emotional labor, yet has
never been examined using quantitative methods. The major purpose of this
study is to help advance knowledge about the relationships between emotional
labor and its correlates. It is argued that emotional labor is best conceptualized
in terms of effort; display rule (DR), on the other hand, rather than being
conceptualized as emotional labor per se, is better treated as the antecedent of
emotional labor. The relationship between emotional labor (emotion work and
effort) and display rule, job satisfaction (JS), and organizational commitment
(OC) will be examined. As will be shown later, locus of control and
role-identity play a role in the consequences of emotional labor, and each

conveys different meanings for individuals and organizations.
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1.1 Emotional Labor

Hochschild’s seminal work (1983) has focused researchers’ attention on
emotions as another type of labor — in contrast to physical and cognitive
labor — and a commodity to be exchanged for a wage in the market. In a
society in which the service economy has become predominant, emotion work
has become increasingly important for the daily operation of many walks of

life.

Managing publicly observable facial and bodily display and/or regulating
feelings, in order to align with the management’s display rule and the
employing organizations in return for a wage, lies at the core of the concept of
emotional labor (Hochschild, 1983). Two ways for ‘acting’ emotional labor are
‘surface acting” and ‘deep acting’. Managing expressions and faking in
good/bad faith is ‘surface acting’, while attempting to actually experience the
emotions that one wants to display is ‘deep acting’ (Grandey, 2000). The
concept of acting refers to ‘the effort or act of trying to display the appropriate
emotion, not the outcomes...” (p.93) [italic original](Ashforth & Humphrey,
1993). Hochschild’s major concern, which has also been widely researched and
much debated, is the supposedly negative consequence of emotional labor on
service staff. With personal emotions becoming a commodity, individuals who
sell emotional labor may feel a distortion of their true selves and thus induce a

sense of inauthenticity, which in turn may be detrimental to their health.

Researchers have strived for an appropriate operational definition of
emotional labor for quantitative studies. Some formulated emotional labor as

observable behavior, and defined emotional labor as the act of expressing
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socially or organizationally desired emotions during service transactions
(Ashforth & Humphrey, 1993; Morris & Feldman, 1996). For example,
Ashforth and Humphrey (1993) have emphasized compliance with display rule
through surface acting, deep acting, and the expression of spontaneous and
genuine emotion as essential to emotional labor. Morris and Feldman (1996)
proposed four dimensions of emotional labor: ‘frequency of appropriate
emotional display’, ‘attentiveness to required display rule’, ‘variety of

emotions to be displayed’, and ‘emotional dissonance’.

In contrast to the above ‘job-focused’ conceptualization of emotional
labor (Morris & Feldman, 1996), an ‘employee-focused’ version was
developed (Brotheridge & Lees, 2003; Grandey, 2000). Rather than focusing
on the emotional labor job, the focus fell on the emotional experience of the
employees enacting emotional labor at work. A comparison of these two
conceptualizations (Brotheridge & Grandey, 2002) has reported the latter to be

a better predictor of job burnout.

Morris and Feldman (1996) have suggested that, among the four
dimensions of emotional labor as proposed by them, emotional dissonance is
responsible for the negative outcomes. Based on surface acting, deep acting
and acting of genuine emotions, a scale with two dimensions — emotive
dissonance and emotive effort — was developed (Kruml & Geddes, 2000; Chu
& Murrmann, 2006), with emotive dissonance being composed of surface
acting at one end and genuine acting at the other end, and emotive effort
basically a reflection of deep acting. This is, however, different from the

conceptualization of emotional dissonance as a consequence of emotional labor
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rather than the emotional labor per se (Ashforth & Humphrey, 1993;
Brotheridge & Lee, 2003). For those who argued against emotional dissonance
as a component of emotional labor, while emotional dissonance is important to
the concept of emotional labor, it is the immediate outcome of emotional labor

or the mediator to further outcomes (Heuven et al., 2006).

Display rules or feeling rules are important to emotional labor. Without
adhering to the display rule for a wage, emotion cannot be considered labor.
While display rule is central to emotional labor, whether it is emotional labor
per se has yet to be clarified. While Ashforth and Humphrey (1996) stressed
the importance of complying with display rule as being central to emotional
labor, the dimensions of emotional labor developed did not include display rule
as a dimension. Their study on emotional labor seems to indicate ‘display rule’
as an immediate antecedent of emotional labor, rather than emotional labor per
se. Thus, while emotional labor consists of a complex of concepts,
conceptually, emotive effort or work seems to lie at the center, with display

rule as an antecedent and emotional dissonance an immediate outcome.

As for the consequences of emotional labor, while some studies reported
negative physical and psychological influences by regulating emotions (e.g.,
Erickson & Ritter, 2001; Schaubroeck & Jones, 2000; Pugliesi, 1999), others
(e.g., Wharton, 1993) found non-significant or even a positive relationship
between emotional labor and outcome variables such as job satisfaction. Still
others even argued for emotional labor to be beneficial and functional for the
individuals in the workplace (e.g., Shuler & Sypher, 2000; Mears & Finlay,

2005).
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Generally, recent developments regarding the study of emotional labor
seem to indicate that emotional labor comprises a group of multiple concepts,
including display rules, emotive efforts, emotional dissonance, etc. These
concepts may not be the ‘dimensions’ of a multi-dimensional concept, since
there seem to be causal relationships among them, as display rule is a
prerequisite for emotion work, whereas emotion work would possibly lead to
emotional dissonance. Thus, the definition of emotional labor in the current
study refers to a combination of display rule, emotion work, and emotional
dissonance, and the linkages among them. The two terms - ‘emotive effort’ and
‘emotion work’ are considered to be synonyms. Besides, the antecedents and
consequences of emotional labor may be moderated by various variables, and
more research on individual differences concerning emotional labor helps to

create a better understanding of emotional labor.

Knowledge about a moderator is important for clarifying causal
relationships among variables (Baron & Kenny, 1986). It is necessary to
‘contextualize’ the process by considering moderators impacting upon the
relationship between emotive effort and its correlates. One of the purposes of
this current study is to investigate the relationship between ‘display rule’ and
‘emotion work,’ particularly the role that personal attributes such as locus of
control and the social psychological variable in role identity play in such a

relationship. It is this theme to which we now turn.
1.2 Locus of Control (LLC)

Locus of control is the abbreviated expression for ‘a generalized

expectancy for internal versus external control of reinforcement,” a concept
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developed out of social learning theory (Rotter, 1966). This concept was
widely applied in psychological and social studies ever since its introduction.
The concept of locus of control refers to the expectations that individuals hold
regarding their level of control over a situation. An internal locus of control
represents an individual’s belief that positive results are due to one’s own
behaviors. An external locus of control represents the belief that
reinforcements are controlled by forces other than one’s self, such as fate,
mighty and supreme beings, or powerful others, and thus occur independently
of one’s action. In much research internal locus of control was consistently
found to be related to positive outcomes including: academic performance
(Lefcourt, 1966), job satisfaction (Judge & Bono, 2001), reaction to being
promoted (Lam &  Schaubroeck, 2000), moderating effects in
intra-organizational rationality influence tactics (Barbuto & Moss, 2006),
moderating effects between organizational structure and job stress (Marino &
White, 1985), and moderating effects between job-related satisfaction,
withdrawal cognition, leave intention and turnover (Blau, 1987), to only name

a few.

Given the strong relationships between locus of control and so many
organizational variables (Spector, 1982), it should be no surprise, or even be
expected that locus of control is related to emotional labor. Earlier studies on
alienation had found a strong association between external locus of control and
degree of alienation (see Lefcourt, 1966). Emotional labor, by any measure, is
derived from the concept of alienation, which in turn is a description of lack of

control. Thus, emotional labor has the implication of “control,” and can be
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categorized in this thread of research, including mastery, autonomy,

competence, self-efficacy, powerlessness, and alienation (Strickland, 1989).
Thus, hypothesis 1 was proposed as follows:

Hypothesis 1. ‘Locus of control’ moderates the effect of ‘display rule’ on
‘emotive work’. For ‘internals,” the relationship between ‘display rule’ and
‘emotive work’ is different from the ‘externals.” For the ‘internals’, ‘display
rule’ tends to be negatively related to ‘emotion work’, as ‘display rule’ may
prompt the internals to feel a loss of control; while for the ‘externals’, ‘display
rule’ tends not to be related or tends to be positively related to ‘emotion work’,
as ‘display rule’ may be perceived as something to attribute responsibility to

rather than the selves.
1.3 Job Satisfaction (JS) and Organizational Commitment (OC)

Job satisfaction is often studied as an outcome of emotional labor
(Grandey, 2000; Wharton, 1999; Morris & Feldman, 1996). It is often
formulated that emotional labor has an effect on job satisfaction, although
whether the effect is negative, positive, or neutral is rather equivocal. While
individuals’ job satisfaction may vary from one aspect to another within a job,
it can be generally defined as the extent to which workers feel positive or
negative about their jobs as related to the individuals’ values (Locke, 1969). It
reflects the employees’ attitudinal evaluation of their job. In this study, job
satisfaction was defined more broadly, consisting of satisfaction toward
various aspects of one’s job, including general attitude, as well as satisfaction

with the working environment such as interpersonal, benefit, etc.
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Organizational commitment generally refers to the degree to which
individuals identify and attach themselves to a certain organization (Mowday,
Steers, & Porter, 1979; Meyer & Allen, 1991). Commitment to an organization
implies satisfaction and a better working environment for the workers (Mathieu
and Zajac, 1990). The most widely used conceptualization of organizational
commitment is attitudinal or affective, as conceptualized by Mowday et al.

(1979).

While Mowday et al.’s conceptualization emphasizes the affective
relationship to the organization, Meyer and Allen (1991) argued that
organizational commitment should be defined as a psychological state, and that
literature on organizational commitment can be categorized into three
psychological state : affective (reflecting a desire, represented by Mowday et al.,
1979), continuance (reflecting a need, Becker’s idea of ‘side bets’), and

normative (reflecting an obligation, Wiener, 1982).

In contrast to Meyer and Allen’s model, Mathieu & Zajac (1990) and
Mowday (1999) categorized organizational commitment to attitudinal and
calculative, in which the former includes normative and affective
organizational commitment. Calculative organizational commitment refers to
calculation of gains and losses to decide whether to stay in the organization or
not, can be seen as stay commitment; the former is employees’ active
commitment to organizations, is an attitude or orientation of the connection
between individuals and organizations, similar to devotion, identity or

motivation.

The most widely used conceptualization of organizational commitment is
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attitudinal or affective, as conceptualized by Mowday et al. (1979) in their
Organizational Commitment Questionnaire (OCQ). It is also reported that
affective commitment is positively related to several indexes of job
performance, and is the desirable type of organizational commitment that
organization should seek to breed among its members, compared to
continuance commitment, (Meyer, Paunonen, Gellatly, Goffin, and Jackson,
1989). For this reason, the current study adopted the affective

conceptualization of organizational commitment.

Compared to job satisfaction, organizational commitment is a more global
concept (Mowday et al., 1979), and should be more stable than job satisfaction.
Job satisfaction is an often-mentioned consequence of emotional labor, but not
organizational commitment. While emotional labor may influence
organizational commitment indirectly, direct relationships are likely to exist

given the affective nature of both constructs.

Personal attributes have been shown to predict and to have moderating
effects on job performance and satisfaction (e.g., Karatepe, Uludag, Menevis,
Hadzimehmedagic, & Baddar, 2006; Elovainio, Kiviméki, Vahtera, Virtanen,
& Keltikangas-Jarvinen, 2003). A vast body of past research has reported
strong relevance of locus of control to many outcomes variables, including job
satisfaction (Spector, 1982; Spector & O’Connell, 1994; Judge, Erez, and Bono,
1998; Judge & Bono, 2001), organizational commitment (Meyer & Allen,
1991), academic performance (Lefcourt, 1966), and reaction to being promoted

(Lam & Schaubroeck, 2000).

Locus of control was also found to have moderating effects between
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intra-organizational rationality and tactics (Barbuto & Moss, 2006), between
organizational structure and job stress (Marino & White, 1985), between
stereotype threats and subsequent performance (Cadinu, Maass, Lombardo, &
Frigerio, 2006), and between job-related satisfaction, withdrawal cognition,
leave intention and turnover (Blau, 1987). In most cases, ‘internal’ locus of
control is positively related to desirable outcomes, while ‘external’ locus of
control is negatively related to these outcome variables. Given its association
with alienation (Lefcourt, 1966) and the affinity of alienation to emotional
labor as mentioned earlier, locus of control is likely to have an influence on the

effect of emotional labor on job satisfaction and organizational commitment.

Thus, an examination of whether and how locus of control moderates the
effect of emotional labor on job satisfaction and organizational commitment
would advance the knowledge on the consequences of emotional labor.

Hypothesis 2 is therefore proposed as follows:

Hypothesis 2. ‘Locus of control’ moderates the effect of ‘emotion work’
on ‘job satisfaction’ and ‘organizational commitment’. The effect of ‘emotion
work’ on ‘job satisfaction’ and ‘organizational commitment’ for the ‘internals’
is different from for the ‘externals.’ For the ‘internals’, ‘emotion work’ tends to
be positively related to ‘job satisfaction’ and ‘organizational commitment’; for
the ‘externals’, efforts tend not to or tend to be negatively related to ‘job

satisfaction’ and ‘organizational commitment’.
1.4 Role Identity (RI)

Role-identity refers to the level or degree one identifies with a certain role
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with affective attachment. People who identify with a social role tend to
categorize themselves from others and define themselves by this role. Such an
identity is important and central to them compared to other identities.
Contrasted to ‘locus of control’ as a personality concept, ‘role-identity’ is a
social psychological construct that focuses on the linkages (i.e., role) between
society and persons (Hewitt, 1991). People tend to internalize such linkages
into their self-concept, and ‘role-identity’ thus conveys behavioral implications.
Trying to solve the inconsistent results of the effects of ‘emotional labor’,
Ashforth and Humphrey (1993) proposed that ‘some effects of emotional labor
on the service agent may be moderated by identification with the role in
question: the greater the identification, the weaker the negative effects on

well-being and the stronger the positive effects’ (p.89).

Based on social identity theory, Ashforth and Humphrey (1993) argued
that, when one identifies with a certain social category in question, there will
be a positive association between the efforts that one puts into the job as
related to the social category and the psychological outcomes for the
individuals, since more efforts would enhance individuals’ self-concept. On the
other hand, if such a social category is less relevant to the individual, then no
association is to be expected between effort and outcomes. Finally, if one has a
negative identity regarding a certain social category, then enactment of

identity-related effort would be painful, and hence ‘identity-threatening.’

While identification with the organization has shown to play a role in the
relationship between emotional labor and its outcomes (physical symptoms)

(see Schaubroeck & Jones, 2000), not much research has been conducted to
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test the moderating effect of job related role-identity on the relationship
between emotional labor and its outcomes. Furthermore, individuals’ degree of
identity with a certain role may also influence their perception of display rule
regarding the role and the extent to which they put emotive effort into their
work. Since display rule is a requirement for a certain role as specified by the
organization, whereas role-identity is the identity as related to that role,
individuals with higher role-identity may take the display rule more seriously,

and thus exert more effort in their emotion work.
The third and fourth hypotheses are proposed as follows:

Hypothesis 3. Role-identity moderates the effect of ‘display rule’ on
‘emotion work’. The stronger the identity, the more positive the relationship
between ‘display rule’ and ‘emotion work’ will be. The weaker the identity, the
relationship between ‘display rule’ and ‘emotion work’ tends to be neutral or

more negative.

Hypothesis 4. Role-identity moderates the effects of ‘emotion work’ on
‘job satisfaction’ and ‘organizational commitment’. The stronger the identity,
the more positive the relationship between ‘emotion work’ and ‘job
satisfaction/organizational commitment’ will be. The weaker the identity, these

relationships tend to be neutral or more negative.

2. METHODS

2.1 Participant and Procedure

600 self-administered questionnaires were distributed to hotel frontline
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service employees of 14 hotels via personal contacts, most of which were 4- or
5-star hotels based on local standards and regulations. These personal contacts
are acquaintances of the author during his service in the industry. Most of them
are departmental managers, including HR, marketing, banquet, and reservation
department. A total of 466 questionnaires were collected and of these 403 are
valid, yielding a 77.7% response rate, and 67.2% valid questionnaires. The
participants were either staff members who have to interact daily and
extensively with the guest on a face-to-face basis, or engage in frequent

conversations with the guests via telephone.

More of the respondents are females (69%), which is consistent with the
fact that local hotel frontline service staff members are mostly young women,
as more were in the 21~25 age group (51%) and most were unmarried (79%).
Most employees did not supervise any other (77%), while the others were
supervisors or managers of various levels (23%). Most of the respondents
worked for international tourist hotels (68%) (5-star based on local regulations)
and for a chain hotel (54%) (the others for an independent hotel). Most of
samples were from employees of business hotels (75%, as opposed to leisure
hotels), as the majority of the hotels sampled were located in the two largest
cities in Taiwan. More (33%) had tenure of one to three years in the hotel
industry, with most (47%) having tenure of less than one year in their current

position. This seems to indicate the high turnover rate in this industry.

According to Guerrier (1999) and Lashley and Lee-Ross (2003), frontline
service staffs of the hospitality industry at the entry level are mostly single

young females with high turnover rate and low salary. Thus, the sample does
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not seem to deviate from the overall research population, and can be taken as

reasonably representative of the population.
2.2 Measurement

Display rule and emotion work were measured based on the
conceptualization of Brotheridge and Lee (2003) and Diefendorff, Croyle, and
Gdsserand (2005) on EL and worded for the hotel industry. Display rule was
measured by six questions focusing on the perceived display requirements and
expectations from the organization: “Hotel employees should apply facial
expression, attitude, speaking tone, or behavior to make customers feel at ease
and secure’; “My job requires me to converse face to face or by phone with the
customers”; “So far in my current job, the company makes it clear that my
service attitude and smile are important assets in soliciting customers”;, “The
management requires me to react with different emotions according to the
atmosphere and the amount of business, in order to push customer spending”;
“My company requires me to present different facial expressions when facing
different customers”; “The company requires me to stay friendly, even when the
customers have unreasonable requests and I am not able to satisfy them”; “The
company requires me to express my emotions in a way that differs from how [

really feel”’; and “Even if I am exhausted, the company requires me to keep my

best in staying calm.”

Emotion work scale consisted of four items regarding the effort put into
expression: “I will do my best to overcome my negative emotions at work, and
serve guests with a sincere, cordial, and friendly attitude”; “Even knowing

that guests are unreasonable on some occasions, I can still empathize with
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them and cordially solve problems for them”; “If I have to express certain
emotions in front of others (such as cordiality and friendliness), 1 will try my
best to do so from my heart, instead of pretending”; and “When I am in a bad
mood, I will put it aside in order to assume a good one when interacting with

2

guests for my work.

Job satisfaction was measured with an eleven-item scale adapted from the
Minnesota Job Satisfaction Questionnaire (Weiss, Dawis, England, & Lofquist,
1967). The questions include overall satisfaction, satisfaction regarding salary,
training, promotion, benefits, workload, relationship and interaction with
colleagues and supervisors. Sample questions include: “Generally speaking, 1
am satisfied with my present job”; “My current salary is acceptable compared
with other hotels”; and “The interaction between my direct supervisor and me

is satisfactory.”

Organizational commitment was measured with an eight-item scale
consisting of 3 reverse-phrased items adapted from Mowday et al. (1979).
Sample items include: “I am willing to put in a great déal of effort beyond what
is normally expected in order to help this organization be successful’; and “I

am not in agreement with the corporate culture of my company” (reverse

coded).

Role identity was measured with a four-item scale as developed by Callero
(1985) in measuring role-identity salience. The questions are: “The hotel job is
a very important part of who I am”; “I rarely think about my hotel job when 1
am not working” (reverse coded); “I will feel at a loss if forced to give up my

hotel job”, and “For me, my hotel job is very important and requires full
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devotion”.

The response format for all the above scales employed a 7-point Likert
scale with the following anchors: strongly agree, agree, somewhat agree,
neutral, somewhat disagree, disagree, and strongly disagree. Several items

were negatively phrased and reverse coded in order to reduce response bias.

Locus of control scale was adapted from the 40 items Nowicki-Strickland
Locus of Control Scale for Children (Nowicki & Strickland, 1973). This scale
was adopted for its ease of use considering the wide variety of hotel
employees’ background (Strickland, 1989). Responses are "yes" or "no" to
each item, with each response in the external direction receiving a point. The
scale was adapted and 21 items were kept for the research, thus scores can
range from 0 (extreme internal locus of control) to 21 (extreme external locus
of control). Sample items include: “There s no point in working too hard, as it
doesnt necessarily yield good results” (external); and “Good work

performance is important for the future” (internal).
2.3 Analytical Model

For a continuous variable to have a moderating effect, it needs to fit the
standardized Moderated Multiple Regression model (MMR, Baron & Kenny,
1986) shown below:

Y=BX+pZ+BZxZ

Where B; is the interaction coefficient, Y the dependent variable, X the

independent variable, Z the moderating variable, and X*Z the interaction term.



66 REEEH#%L, F+EF-N

The significance of B3 decides whether a moderating effect exists for Z. There
is no constant in standardized MMR model (Neter, Wasserman, & Kutner,
1989). The moderating effect can also be shown by the incremental change of
F score and R’ by adding the interaction term to the model using hierarchical

multiple regression.

3. RESULTS

3.1 The Preliminary Analysis and Effect of Emotion Work on Job

Satisfaction & Organizational Commitment

The Cronbach’s a was 0.81 for DR, and 0.83 for ‘emotion work’, which
indicated satisfactory internal consistency. Two dimensions for ‘job
satisfaction’ were found by exploratory factor analysis: “Overall &
interpersonal job satisfaction” (including the one general satisfaction item and
all items related to co-workers or supervisors) and “Benefit-related job
satisfaction” (the latter includes all questions regarding salary, promotion, and
benefit), with two items dropped for low and double factor loadings. The
Cronbach’s a was 0.86 & 0.85 for each factor, with accumulative accounted
variance to be 67.22%. The short form for Minnesota Job Satisfaction
Questionnaire consists of 20 items, with two dimensions in ‘intrinsic’ and
‘extrinsic’ job satisfaction. The result from EFA was generally consistent with
those two dimensions. An analysis using CFA (confirmatory factor analysis)
also indicates good fit for these two dimensions of job satisfaction, with
Chi-square=58.22, d.f=24, RMSEA=0.060, GFI=0.97, NFI=0.98, CFI=0.99,

SRMR=0.035. The results show good construct validity for the job satisfaction
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measurement.

Factor analysis also found two dimensions for organizational commitment,
based completely on positive or negative phrasing. However, the study follows
Mowday’s (1999) argument that such a distinction lacks theoretical
implications, thus all items were added to form a measure of organizational
commitment. As for the moderators, locus of control has a mean of 7.99 (with
possibility from extremely internal ‘0’ to extremely external ‘21°), with SD =
3.15. The second item of role identity scale was dropped for bad inter-item

correlations, yielding 0.82 for the Cronbach’s a.

Preliminary analyses of organizational and personal attributes showed
significant and consistent effects of age, tenure, and managerial position (as
opposed to non-supervisory position) on all the above concepts. The results
showed that older employees, and those with longer tenure tend to show higher
emotion work, high in both ‘overall and interpersonal job satisfaction’ and
‘benefit-related job satisfaction,’ higher in ‘organizational commitment,” higher
in ‘internal locus of control,” and higher in role-identity. It was also found that
people in supervisory positions were significantly higher in all aspects with the

exception of no significant difference in display rule.

The correlations have shown significant relationships among these
concepts as Table 1 shows. Significant and positive correlations were found
among display rule, emotion work, two dimensions of job satisfaction,
organizational commitment, and role-identity. External locus of control was
significantly and negatively related to all concepts. Display rule was less

significantly correlated with all other variables when compared to emotion
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work. The finding that ‘display rule’ showed less significant relationship with
the outcome variables (job satisfaction & organizational commitment) while
‘emotion work’ showed more, was partially consistent with Heuven et al.
(2006) in that ‘feeling rule’ showed no significant correlations with outcome

variables, while emotional demand did.

The correlation matrix also shows that the coefficients among job
satisfaction, organizational commitment, and role-identity are rather high.
These high correlation coefficients are likely due to ‘respondent error’, in
which respondents tend to give answers in the same direction for question
items in adjoining sections. These three scales were indeed arranged next to
each other. While not inevitable, this error is difficult to avoid in such a
self-reported, volunteering questionnaire. Future questionnaires should work to

avoid this problem by relocating these scales.

Table 1: Correlations among conceptual variables

EL JS oC LC
Display  Emotion Overall & Benefit
Rule Work Interpersonal  Related
Display Rule 1.000
Emotion Work  0.65*** 1.000

Dimensions of

Conceptual Variables

Overall 0.25%%*  (.45%** 1.000
Benefit Related  0.33***  (0.41%** 0.69*** 1.000
oC 0.32%**  0.46*** 0.88*** 0.9]*** 1.000
LC -0.17%** -0.40%** -0.60%**  -0.39%*%*  _(.53%** 1.000
Role-identity 0.41%**  (Q.46*** 0.66*** 0.71*** 0.71%%*  -0.35%**

*p<0.05 **p<0.01 ***p<0.001
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3.2 Moderating Effects of Locus of Control

3.2.1 Moderating Effects of Locus of Control (Between Display Rule and

Emotion Work)

The standardized MMR model was: ¥ = 0.358*X - 0.919*Z + 0.628*X*Z.
The model shows that 1 standard deviation increases in locus of control, the
slope of Y (impact of X on Y) increases by 0.628. That is, the more external
one’s locus of control is, the higher (and more positive) the impact of perceived
‘display rule’ on ‘emotion work’. Table 2 shows that the interaction coefficient
to be significant at p<0.01. The addition of the interaction term slightly
increases the R* by 0.9%. Rotter (1966) has indicated that locus of control is a
continuum that follows a normal curve rather than focuses on two extremes. To
illustrate the moderating effect, instead of artificially dichotomized locus of
control to high and low, three lines based on this model with Z = 0 (locus of
control = mean), Z = 1 (locus of control = one SD above average, i.e.
‘externals’), and Z = -1 (locus of control = one SD below average, i.c.
‘internals’), were drawn, as shown on Figure 1. Hypothesis 1 is therefore

supported.

3.2.2 Moderating Effect between Emotion Work and Job Satisfaction

(Overall & Interpersonal)

The standardized MMR model is: Y = 0.885*X + 1.036*Z — 1.427*X*Z.
The model shows that 1 SD increases in Z, the slope of Y decreases by 1.427.
That is, the more external one’s locus of control is, the less (or more negative)

the impact of emotion work on Overall & Interpersonal job satisfaction. Table
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2 shows the moderating effect to be significant at p<0.001. The addition of the
interaction term also increases the R* by 4.34%. The three lines based on this
model with Z = 0 (locus of control = mean), Z = 1 (locus of control = one SD
above average, i.e. ‘externals’), and Z = -1 (locus of control = one SD below
average, i.e. ‘internals’), were drawn, as shown on Figure 2. The moderating
effect, while also significant, went in a different direction from that between

‘display rule’ and ‘emotion work’.



AERAEBRAHAFHAR 7

HEFHERIERERSOBRAREIPEHBMALR

§0'0>d « 100> d 4x 100" 0> xxx
y1om uonowd ‘MT Kmuapl o]0y TY :on1 Ae[dsip paaladied U
%9L1 %190 %91°¢ AV SO0 AV
$195°0 8EYS0 y1€S°0 £67S°0 16050 SLLY'0 o 6ELY'0 YELY'O A
T 1690 YT M ozo; N
910" #xx5¥9°0 8170~ #xxCL90 wnxSPS0-  x%2686°0 R 06£°0  #xx9¥C°0 [
#xCLE0"  %axxl91°0 S61°0 *C01°0 *16V'0- %0810 MA *xxSV90  wax6VS0 Ad

g g g g g g g g

UOTIORISIU] 109JJ2 UIR[A  UONORIDNU] 1J3JJd UIBJN  UOIORISU[ JO9fJ2 Ul uonoRINUY 1093 UTE]N]
jusw pae[al-jjousg Jeuosiodiaju] 2 [[RISAQ

-Hwiwo)) [euoneziuediQ

uonoejsnes qof

uonoejsiies qof j1om uonouwy

Amuapr-9101 JO $103]J0 SUnRISPOA € J[qE],

$00>d 100> d xx 100" 0> d xxx

yom uonows ‘M SJ0IU0D Jo Snoo| [ewraixg )] ojnt Aejdsip paarsoied “Yd

%rTe %CS'1 %ty AV %60 AV

668¢°0 SLSE0 98¢7°0 244" SE9Y°0 10¢°0 A 96¢S°0 €915°0 A

WAL kLol et T OLME 8 51040

*x%xSCO'0  #xx11V0" YIS0 +#x0LT0- «xx980°' ]  #xx605°0" o1 *xxx016°0-  #xx50£°0" o1

+xx[68°0  #xx667°0 *x#%£C90  *xx667°0 %5880 +#:VPT0 MH *x%%85€°0 1200970 dd
2 g g 2) g g 2 g

UOIORIAU] 1090 UIRJA  UOIDBISIU[ 1090 UIB[Al  UOHORISIU] JO3JJ0 UIBN uonoeIdUf 193))0 U\
jusuI parejar-jausag [euosIadIaU] 2 [[RISAQ

-wo)) jeuoneziuedip

uonoejsnes qor

uoyoejsnes qor Jom uonowry

[01}UOD JO SNDO] JO §)931J0 FuleISPO (7 d[qBL



72 REFBHZ S F+E 58

T5 0 - 80 0% MY MO Y 3¢ 3o83je Buyawiepon tp sanbig
HEER T I i .
hY
G o= (0T aF » - N
T o (T} (R — -~ ;f
IIII \
~a \
\
)
)
Al
YITM \ /,
R YOuE \ -~ ~
\ /,
AY
AJ
)
A TRULRIREIAIUT
A 3 TIEXDAD
VL msrasezsiies
S
TeucsIadIaluL

% ITeIRAL

T8¢~ S0 % MY UL T IO AseIye Buraezepon 7 exnbriz GoTioRIFTARE

- = {07

= i1

= (O}

€
w
[

4
%

aonp

T o=

o=

T =-= (T
4= {20

T = (¥}

M3 T W7 ue 19 3¢ soejie Buylexspon ¢ sanfy

arnx Avrdsiq Py Z

(1) g = - - Yy
9
) g —— .\\\
7
(TG G — s ’
4
¢
WI ¥ G UG DT IS 302335 PurieIspol i1 2anbTg
52 - .
A
55w e — \
.
O3 — \
A Y
A Y
\
— —
——— M ¥
LY =
Aerdeta /z
\
A S
A\
AY
\
» *IoM
. USTIOWUT
N




HEFBRIGBERARQBAEIVEOBAALR AV BRACRAHAFTHAR 73

3.2.3 Moderating Effect between ‘Emotion Work’ and ‘Job Satisfaction’

(Benefit-Related)

The coefficient of the interaction term was — 0.724, significant at the
p<0.05, as Table 2 shows. The addition of the interaction term also increases
the R* by 1.52%. 1 SD increases in Z, the slope of Y decreases by 0.724. That
is, the more external one’s locus of control is, the less (or more negative) the
impact of emotion work on benefit-related job satisfaction. The moderating

effect follows similar pattern and direction as Figure 2 shows.

3.2.4 Moderating Effect between ‘Emotion Work’ and ‘Organizational

Commitment’

The coefficient of the interaction term was — 1.234, significant at the
p<0.001, as the final column of Table 2 shows. The addition of the interaction
term also increases the R* by 3.24%. 1 SD increases in Z, the slope of Y
decreases by 1.234. That is, the more external one’s locus of control is, the less
(or more negative) the impact of emotion work on benefit-related job
satisfaction. The moderating effect follows a similar pattern and direction as

shown in Figure 2.
Hypothesis 2 is supported by the above results.
3.3 Moderating Effects of Role Identity (RI)
3.3.1 Moderating Effects between ‘Display Rule’ and ‘Emotion Work’

Table 3 shows that the interaction coefficient was not significant. The

addition of the interaction term only increases the R* by a minimal 0.05%. This
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result does not support hypothesis 3.

3.3.2 Moderating Effect between ‘Emotion Work’® and Overall &

Interpersonal ‘Job Satisfaction’

The standardized MMR is: Y = - 0.491*X - 0.545*Z + 1.565*X*Z. The
model shows that 1 SD increases in Z, the slope of Y increases by 1.565. That
is, the higher one identifies with one’s hotel job, the higher (or more positive)
the impact of emotion work (EW) on overall and interpersonal job satisfaction.
For those who identified more with their hotel work role, the more one put in
emotional effort, the more satisfied one would be. Table 3 shows the
interaction coefficient to be significant at p<0.001. The addition of the
interaction term also increases the R* by 3.16%. The three lines based on
standardized MMR model with Z = 0 (role-identity = mean), Z = 1
(role-identity = 1 SD above average), and Z = -1 (role-identity = 1 SD below

average), were drawn, as shown in Figure 3.

3.3.3 Moderating Effect between ‘Emotion Work’ and Benefit-Related

¢Job Satisfaction’

The coefficient of the interaction term was 0.691, significant at the p<0.05,
as Table 3 illustrates. The addition of the interaction term slightly increases the
R*by 0.61%. One SD increases in Z, the slope of Y increases by 0.691. That is,
the more one identifies with one’s hotel role, the more (or more positively) the
impact of ‘emotion work’ on benefit-related ‘job satisfaction’. The moderating

effect follows a similar pattern and direction as indicated in Figure 4.
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3.3.4 Moderating Effect Between ‘Emotion Work’ and ‘Organizational

Commitment’

The coefficient of the interaction term was 1.168, significant at the
p<0.001, as the final column in Table 2 shows. The addition of the interaction
term also increases the R* by 1.76%. 1 SD increases in Z, the slope of Y
increases by 1.168. That is, the more one identifies with one’s hotel role, the
more (or more positively) the impact of ‘emotion work’ on ‘organizatioﬁal
commitment’. The moderating effect follows a similar pattern and direction as

Figure 3 shows.

Hypothesis 4 is supported by the above results.

4. DISCUSSIONS

The research findings have shown locus of control to be effective
moderators for the relationship between display rule and emotion work, as well
as between emotion work and job satisfaction/organizational commitment. The
results have also shown role-identity to be effective moderators for the
relationship between emotion work and job satisfaction & organizational
commitment, but not between display rule and emotion work. A few points are

to be further explicated and discussed below.

First, the fact that higher perceived display rule led to lower emotion work
while more emotion work yields higher satisfaction for the ‘internals’ than the
‘externals’ seems to indicate the importance of one’s perception of control (and

hence responsibility) over their working environment. Frontline employees
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who believe that they can control the reinforcement of the outcome in the
context, when they perceived higher feeling rule being a requirement of the
organization, tend not to be motivated to work harder emotionally. The same
employees, when they work hard emotionally, tend to be more satisfied with

their job and more committed to the organization.

Such an opposite direction of moderation can be conceived by one’s
perceived control over one’s working environment, which can be understood
as the “intricacies of the situation’ (Rotter, 1975). For one, when the ‘internals’
perceived higher display rule, since the outcome — emotion work — was to be
attributed to this display rule instead of their own control, they were less
motivated to work hard emotionally. This is consistent with the finding that the
‘internals’ prefer a participatory to directive supervisory style (see Spector,

1982).

Furthermore, the positive moderating effect between emotion work and
job satisfaction/organizational commitment for the internals may indicate that
they believe that the outcome of the efforts (emotion work) lead to desirable
reinforcement. On the other hand, the ‘externals’ see no connection between
the input of their emotional work and the desirable reinforcement, thus effort
tends to be weakly or negatively associated with job satisfaction and
organizational commitment. If one perceives one’s effort as leading to nothing,

then one would be unhappy with more effort that had to be put in.

Recent qualitative research (e.g., Shuler & Sypher, 2000) suggests that the
desirable reinforcement is a pleasant working environment and positive

experience of interaction and encounters with the guests, as indicated by the
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positive impact of emotion work on overall and interpersonal job satisfaction
as well as organizational commitment. It could also be the expectation of a

raise and promotion, as indicated by the benefit-related job satisfaction.

Second, while role-identity does not have a significant moderating effect
on the relationship between display rule and emotion work, it does indicate a
significant effect between emotion work and job satisfaction/organizational
commitment, which is consistent with the prediction by Ashforth and
Humphrey (1993). The result showed that individuals who identify more with
their hotel job role, when they put in more emotion effort, tend to be more

satisfied and committed.

Third, the results had shown locus of control and role-identity to have
very significant moderating effects on the relationships between emotion work
and overall and interpersonal job satisfaction and organizational commitment
(all at p < 0.001). However, the moderating effects between emotion work and
benefit-related job satisfaction were not as strong, only significant at p < 0.05.
This is probably due to the affective nature of emotion work, overall and
interpersonal job satisfaction, and organizational commitment, in contrast to

the calculative nature of benefit-related job satisfaction.

5. IMPLICATIONS FOR RESEARCH
AND PRACTICE

First, as Rotter (1975) and Strickland (1989) indicated, the value of the
reinforcement is important for the impact of locus of control. To emotionally

please customers is deemed a norm, or even being a moral imperative in the
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hospitality industry. Positive emotional display is consistent with both
organizational context and social context. For other occupations such as debt
collectors, where a negative emotion is usually required, individuals may be
more prone to psychological dissonance and encounter greater difficulties in
identifying with their role, or they would have to build a ‘value’ that is
consistent with their locus of control or justify their identity. A study using
samples from these occupations would be informative about these moderating

effects.

Second, the moderating effect of role-identity, given it is a social
psychological variable instead of a personality variable like locus of control,
indicates a necessity to investigate how socialization of emotions for the
workplace is related to emotional labor. Emotional labor is developmental
rather than static or a given, as it is often treated now. The issue of whether and
why employees adhere to display rule is also important, and while Ashforth
and Humphrey (1993) proposed answers on this issue, it requires further study.
The important implication from the moderating effect of role-identity is for the
organization to provide a fostering environment, so that employees develop a
strong identity for the job and the position. This is the preferred option rather
than for the organization to require and regulate the display rule. Furthermore,
this is also where intervention enters, whereby intervention would be much less
effective for a personality variable like locus of control. Therefore, the issue
for a personality variable such as locus of control is for the employers to find
the ‘correct’ persons or for the employees to find a suitable job, whereas the

issue for a social psychological variable such as role-identity is for the
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management to foster an environment conducive to the building and

development of identity.

Finally, there now appears to be a need for a clearer conceptualization of
emotional labor. While previous studies considered emotive effort (in the name
of acting, demand, or interaction), display rule (or feeling rule, or frequencies
and varieties of emotions to be displayed), and emotional dissonance to be
different dimensions of emotional labor, it seems that these concepts are better
conceived as parts of emotional labor. That is, emotional labor is better
conceived as a process constituted by several concepts, not just one concept.
While display rule is essential in making emotional effort labor, it is better
conceived as the immediate antecedent of emotion work as indicated by
Rafaeli and Sutton (1987). Research also indicates that emotional dissonance,
which is also an important component of the complex concept of emotional
labor, seems to be the immediate consequence of such effort, instead of such
an effort per se (Heuven et al., 2006; Brotheridge & Lee, 2003; Rafaeli &

Sutton, 1987).

6. LIMITATIONS AND SUGGESTION FOR
FUTURE RESEARCH

The findings from this study should be interpreted with caution. First, the
data are one-time and cross-sectional, and therefore any causal inference can
only be tentative; second, the sample was not a probability sample, although it
does not seem to show any systematic difference from the population; third, all

data including both independent and dependent variables were collected from
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self-report of the respondents, and therefore a common method variance
problem may exist (Podsakoff, MacKenzie, Lee, & Podsakoff, 2003); fourth,
the results are from a study concerning hotel employees, and may be different
when applied to other industries or professions; fifth and last, the data were
collected in an Asian society, and it has been shown that cultural differences
influence identity consistency (e.g., Suh, 2002). Thus the generalizability of

the results may be limited.

Future research can add more measures to outcome variables, such as
burnout, job performance, or intention to leave. The relationship between
emotional labor and continuance and normative commitment (other than just
affective organizational commitment, Allen & Meyer, 1991), and the
moderating effects of locus of control and role-identity (as well as other

moderators) would also be interesting to see.
Acknowledgement

The authors wish to thank the two anonymous reviewers for their helpful

comments.

References

Ashforth, B.E., & Humphrey, R.H. (1993). Emotional Labor in Service Roles:
The Influence of Identity. Academy of Management Review, 18(1),
88-115.

Ashkanasy, N.M., Hirtel, C.E.J, & Daus, C.S. (2002). Diversity and Emotion:
The New Frontier in Organizational Behavior Research. Journal of

Management, 28(3), 307-338.



HEFHHIEXERROBRABIPEIRALE : AN BRACBANETHAR 81

Barbuto, JE., & Moss, J.A. (2006). Dispositional Effects in
Intra-Organizational Influence Tactics: A Meta-Analytic Review. Journal
of Leadership and Organizational Studies, 12(3), 30-52.

Baron, RM., & Kenny, D.A.. (1986). The Moderator-Mediator Variable
Distinction in Social Psychological Research: Conceptual, Strategic, and
Statistical Considerations. Journal of Personality and Social Psychology,
51(6), 1173-1182.

Blau, G.J. (1987). Locus of Control as a Potential Moderator of the Turnover
Process. Journal of Occupational Psychology, 60(11), 21-29.

Brotheridge, C.M., & Grandey, A.A. (2002). Emotional Labor and Burnout:
Comparing Two Perspectives of “People Work”. Journal of Vocational

Behavior, 60(1), 17-39.

Brotheridge, C.M., & Lee, R.T. (2003). Development and Validation of the
Emotional Labor Scale. Journal of Occupational and Organizational

Psychology, 76(3), 365-379.

Cadinu, M., Maass, A., Lombardo, M., & Frigerio, S. (2006). Stereotype
Threat: The Moderating Role of Locus of Control Beliefs. European
Journal of Social Psychology 36(2): 183-197.

Callero, P.L. (1985). Role-Identity Salience. Social Psychology Quarterly,
48(3), 203-215.

Chu, K., & Murrmann, S.K. (2006). Development and Validation of the
Hospitality Emotional Labor Scale. Tourism Management, 27(6),
1181-1191.

Diefendorff, J.M., Croyle, M.H., & Gosserand, R.H. (2005). The
Dimensionality and Antecedents of Emotional Labor Strategies. Journal

of Vocational Behavior, 66(2), 339-357.



82 RAEETRBH FTE-F-B

Elovainio, M., Kivimiki, M., Vahtera, J., Virtanen, M., &
Keltikangas-Jarvinen, L. (2003). Personality as a Moderator in the
Relations between Perceptions of Organizational Justice and Sickness

Absence. Journal of Vocational Behavior, 63(3), 379-395.

Erickson, R.J.,, & Ritter, C. (2001). Emotional Labor, Burnout, and
Inauthenticity: Does Gender Matter? Social Psychology Quarterly, 64(2),
146-163.

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.

Guerrier, Y. ‘Organizational Behavior in Hotels and Restaurants: An
International Perspective’ Chichester, NY: John Wiley & Sons, Inc.,
1999.

Heuven, E., Bakker, A.B., Schaufeli, W.B., & Huisman, N. (2006). The Role
of Self-Efficacy in Performing Emotion Work. Journal of Vocational
Behavior, 69(2), 222-235.

Hewitt, J.P. ‘Self & Society: A Symbolic Interactionist Social Psychology’
Boston, MA: Allyn and Bacon, 1991.

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

Judge, T.A., Erez, A., & Bono, J.E. (1998). The Power of Being Positive: The
Relation between Positive Self-Concept and Job Performance. Human

Performance 11(2/3): 167-187.

Judge, T.A., & Bono, J.E. (2001). Relationship of Core Self-Evaluation
Traits — Self-Esteem, Generalized Self-Efficacy, Locus of Control — to

Job Satisfaction and Performance. Journal of Applied Psychology, 86(1),



HREFHERIFRERRBBRAEIVETNRALE : ASMERAGEFHFAHHR 83

80-93.

Karatepe, O.M., Uludag, O., Menevis, 1., Hadzimehmedagic, L., & Baddar, L.
(2006). The Effects of Selected Individual Characteristics on Frontline
Employee Performance and Job Satisfaction. Tourism Management, 27(4),

547-560.

Kruml, S.M., & Geddes, D. (2000). Exploring the Dimensions of Emotional
Labor: The Heart of Hochschild’s Work. Management Communication
Quarterly, 14(1), 8-49.

Lam, S.K., & Schaubroeck, J. (2000). The Role of Locus of Control in
Reaction to Being Promoted and to Being Passed Over: A Quasi

Experiment. Academy of Management Journal, 43(1), 66-78.

Lashley, C., & Lee-Ross, D. ‘Organization Behavior for Leisure Service’

Burlington, MA: Butterworth-Heinemann, 2003.

Lefcourt, H.M. (1966). Internal Versus External Control of Reinforcement: A
Review. Psychological Bulletin, 65(4), 206-220.

Liu, Y., Perrewé, P.L., Hochwarter, W.A.,, & Kacmar, C.J. (2004).
Dispositional Antecedents and Consequences of Emotional Labor at Work.

Journal of Leadership and Organizational Studies, 10(4), 12-25.

Locke, E.A. (1969). What is Job Satisfaction? Organizational Behavior and
Human Performance, 4(4), 309-336.

Marino, K.E., & White, S.E. (1985). Departmental Structure, Locus of Control,
and Job Stress: The Effect of a Moderator. Journal of Applied Psychology,
70(4), 782-784.

Mathieu, J.E., & Zajac, D.M. (1990). A Review and Meta-Analysis of the

Antecedents, Correlates, and Consequences of Organizational



84 RAEERRHFETE-F—N

Commitment. Psychological Bulletin, 108(2), 171-194.

Mears, A., & Finlay, W. (2005). Not Just a Paper Doll: How Models Manage
Bodily Capital and Why They Perform Emotional Labor. Journal of
Contemporary Ethnography, 34(3), 317-343.

Meyer, 1.P., & Allen, N.J. (1991). A Three-Component Conceptualization of
Organizational Commitment. Human Resource Management Review, 1(1),

61-89.

Meyer, J.P., Paunonen, S.V.,, Gellatly, I.R., Goffin, R.D., & Jackson, D.N.
(1989). Organizational Commitment and Job Performance: It’s the Nature
of the Commitment that Counts. Journal of Applied Psychology, 74(1),
152-156.

Morris, J.A., & Feldman, D.C. (1996). The Dimensions, Antecedents, and
Consequences of Emotional Labor. Academy of Management Review,

21(4), 986-1010.

Mowday, R.T, Steers, R.M., & Porter, L.W. (1979). The Measurement of
Organizational Commitment. Journal of Vocational Behavior, 14(2),

224-247.

Mowday, R.T. (1999). Reflections on the Study and Relevance of
Organizational Commitment. Human Resource Management Review, 8(4),

387-401.

Neter, J., Wasserman, W., & Kutner, M.H. (1989). Applied Linear Regression
Models. 2nd ed. Homewood, IL.: Irwin.

Nowicki, S. Jr., & Strickland, B.R. (1973). A Locus of Control Scale for
Children. Journal of Consulting and Clinical Psychology, 40(1), 148-154.

Podsakoff, PM., MacKenzie, S.B., Lee, 1.Y.,, & Podsakoff, N.P. (2003).



HREEHFHIFREERABAREIYFNRALR : R ERACHFAHEHHAR 85

Common Method Biases in Behavioral Research: A Critical Review of the
Literature and Recommended Remedies. Journal of Applied Psychology,
88(5), 879-903.

Pugliesi, K. (1999). The Consequences of Emotional Labor: Effects on Work
Stress, Job Satisfaction, and Well-Being. Motivation and Emotion, 23(2),
125-154.

Rafaeli, A., & Sutton, R.1. (1987). Expression of Emotion as Part of the Work
Role. Academy of Management Review, 12(1), 23-37.

Rotter, J.B. (1966). Generalized Expectancies for Internal versus External
Control of Reinforcement. Psychological Monographs, 80 (1, whole No.
609).

Rotter, J.B. (1975). Some Problems and Misconceptions Related to the
Construct of Internal versus External Control of Reinforcement. Journal

of Counseling and Clinical Psychology, 43(1), 56-67.

Schaubroeck, J., & Jones, J.R. (2000). Antecedents of Workplace Emotional
Labor Dimensions and Moderators of Their Effects on Physical

Symptoms. Journal of Organizational Behavior, 21(2), 163-183.

Sharpe, E.K. (2005). “Going Above and Beyond”: The Emotional Labor of
Adventure Guides. Journal of Leisure Research, 37(1), 29-50.

Shuler, S., & Sypher, B.D. (2000). Seeking Emotional Labor: When Managing
the Heart Enhances the Work Experience. Management Communication

Quarterly, 14(1), 50-89.

Spector, P.E. (1982). Behavior in Organizations as a Function of Employee
Locus of Control. Psychological Bulletin, 91(3), 482-497.

Spector, P.E., & O’Connell, B.J. (1994). The Contribution of Personality Traits,



86 REETERZLF+EF-B

Negative Affectivity, Locus of Control and Type A to the Subsequent
Reports of Job Stressors and Job Strains. Journal of Occupational and
Organizational Psychology, 67(1), 1-12.

Strickland, B.R. (1989). Internal-External Control Expectancies: From

Contingency to Creativity. American Psychologist, 44(1), 1-12.

Suh, E.M. (2002). Culture, Identity Consistency, and Subjective Well-Being.
Journal of Personality and Social Psychology, 83(6), 1378-1391.

Tsai, W. (2001). Determinants and Consequences of Employee Displayed
Positive Emotions. Journal of Management, 27(4), 497-512.

Weiss, D.J., Dawis, R.V., England, G.W., & Lofquist, L.H. ‘Manual for the
Minnesota Satisfaction Questionnaire’ Minneapolis, MN: University of

Minnesota Industrial Relations Center, 1967.

Wharton, A.S. (1993). The Affective Consequences of Service Work:
Managing Emotions on the Job. Work and Occupations, 20(2), 205-232.

Wharton, A.S. (1999). The Psychological Consequences of Emotional Labor.
The Annals of the American Academy of Political and Social Sciences,

561(1), 158-176.

Wiener Y. (1982). Commitment in Organizations: A Normative View.

Academy of Management Review 7(3), 418-428.

Zapf, D. (2002). Emotional Work and Psychological Well-Being: A Review of
the Literature and Some Conceptual Considerations. Human Resources

Management Review, 12(2), 237-268.



WAFHHRIHERERROBAREIBENRAZE : AN BRACEBRAYEHKE 87

IG5 B TR RER MEMRE S E
ESBAZR  RA AR BREASAGRR

%7 8" Howat, Gary Riget™

H/E

HUMBABRESHHTR  EHEERRITHSWEE - BEHHEES
BRRAFALRIT R - BHETEERANATELL - S M > WAH
REVENEHNZEITREASE - UBIWXRBEFEAER  AFEBE
WA ERACREAKUTERIMAMELAAS (TH) HHE: 55— EF
RURBHEHZH F- - RES VBRI EREE/ MEAELE - FRELRE
TR ERACTEARGHENAGHR - HANBHA > ERTHURELS
AZEHEHAERG EERES AR I ERER/MEASZHANAEEHH
- ALRARHNRRL  BRALKERBIHAELY AEHRFLERTH
MREHEF AL MEARRFERES IR TR ERE/MBAEZE - T X
RRRBNNERNRALRARRBARERBEE LEARANESR -

FRT : Ha5H - RTAN - HE&FH - ThRER - aBA#E At A
&R R

B dAEAR A SR EE R BN
T HANEIEAASEGBREE R B R
U 3 R R K B R R B



88 REFEHBH - F+HERF—H




