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Abstract 

Required to offer customer-oriented services, organizational employees 
need to employ proper emotional labor -- which refers to efforts at managing 
emotions including facial expression, body language, and voices -- to satisfy 
clients. Research literature indicates that burnout will be caused when 
employees are required to restrain emotions too much. 

It’s a common rule in democratic society that government employees 
are public servants who are supposed to provide kind, fast and convenient 
services to citizens. In Taiwan, HR staff are required to act as ‘servants to 
the civil servants’ by providing HR services to government employees, i.e. 
internal customers. A survey questionnaire was distributed to the HR staff in 
Taipei City Government in 2012 to explore their perceptions about 
emotional labor, burnout, and job satisfaction. After factor analysis, 
emotional labor can be categorized into three factors -- primary emotion, 
surface-acting, and deep-acting. The statistics indicate that there are 
significant differences among education, age, and position of subjects. The 
regression analysis indicates that the more an HR staff member gets at 
surface-acting and expressing primary emotion, the higher his or her job 
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satisfaction will be. The more his primary emotion gets expressed, the less 
will be his chances of burnout.  And the more one gets at deep-acting and 
surface-acting, the more will be one’s chances of burnout.   

This paper, as a pilot study, explores some meaningful results which 
can encourage further research based on a larger sample size. 
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A Study of the Casual Relationships of 
Emotional Press and Job Satisfaction- 

The Employees in Hsinchu Motor 
Vehicle Office, Directorate General of 
High Ways, Ministry of Transportation 
and Communications as the Example 

 

Jun-Yi Hsieh,* Yu-Chi Chang,** Yu-Tien Huang*** 

Abstract 

In the present competitive environment, the government is likened to 
the service industry which regards service quality and consumer needs as an 
important part of their work. Street-level bureaucrats not only work hard 
physically and mentally, but also try hard to show good service attitude and 
appropriate mood when facing clients. However, constraining or exceeding 
the mood expression will probably increase work pressure and chances of 
burnout, and even cause serious physical and mental fatigue, and have 
negative effects on health. This research aims to understand the status and 
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casual relationships of organizational factors, emotional labor and job 
satisfaction for personnel in a local Motor Vehicle Office. This research 
surveyed the street-level bureaucrats in Hsinchu Motor Vehicle Office, 
Directorate General of Highways, Ministry of Transportation and 
Communications. It then analyzes the data and verifies the hypotheses 
through structural equation modeling (SEM).  

The findings demonstrate that deep acting is advantageous to the 
promotion of job satisfaction, while surface acting the work is 
disadvantageous to job satisfaction. Other factors such as service climate, 
customer-oriented policy, as well as employee-and-organization fit have 
significant positive or negative influences on job satisfaction. This research 
suggests that the Motor Vehicle Office pay attention to the problems of 
emotional labor and improve the quality of work environment. These steps 
can reduce work pressure, work burnout, and other adverse factors. 

Keywords: emotional labor, job satisfaction, service climate, custome-
oriented, employee and organization fit 
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The Myths and Challenges of 
Government Agency outsourcing 

 

Kuan-Chiu Tseng, Kai-Hung Fang* 

Abstract 

With the increasing popularity of “private participation in 

infrastructure projects,” more and more government agencies are 
(re)constructed and/ or operated by private-sector organization -- so-called 
ROT or OT in practice. In this way, government authorities exchange 
distinctive resources with private corporations and vice versa in order to reap 
the benefits of collaborative synergy. In this article, the authors explore the 
critical myths and challenges that practitioners may face while utilizing this 
emergent policy tool in terms of market condition and internal managerial 
capacity, especially under the theoretical framework of “public-private 
partnerships.” Methodologically, a focus group interview of 10 key agency 
representatives from Taipei City Government is our data collecting strategy, 
and the data are analyzed via the grounded theory method. To prevent public 
interest from being damaged, discussions and implications are also provided 
based on the different stages of implementation of agency outsourcing. 

Keywords: agency outsourcing, private participation in infrastructure 
projects, public-private partnerships, ROT, OT 
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Fending Off Interest Peddling  
by Reestablishing the Revolving Door 

Clause*
 

 

Yi-Kai Fan,** Chih-Chieh Lin***
 

Abstract 

Good governance is the most important political goal in many countries 
around the world. In addition to passing the national exam to prove their 
knowledge and ability, civil servants shall uphold the integrity principle. 
Integrity means fighting corruption and avoiding conflicts of interests. 
Greater attention shall be paid to conflicts of interests after the resignation of 
civil servants, because it usually involves corruption and improper funneling. 
Illegal funneling is difficult to discover but its damage to public interests and 
national prestige is enormous. Therefore, we need to evaluate civil servants 
with a higher ethics standard. 

Currently there are few literatures regarding funneling and the 
revolving door policy. These rare articles usually focus on the history of law-
making, the right of work, or the introduction to other countries’ laws. 
Compared to traditional data on the subject, this paper tries to make a new 
and comprehensive analysis of the issue. 

The author of this paper believes that the legislative purpose of the 
Article 14-1 of “Civil Servant Work Act” (Revolving Door Clause) is good; 
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however, it is difficult for prosecutors and the justice system to enforce the 
law. Such legislation has triggered criticism. To amend this outdated law is 
therefore necessary. In fact, the Judicial Yuan Interpretation No.637 has 
indicated that the Act should be amended. Besides analyzing previous 
proposals for amendment, this article collects 9 cases which involve 
violations of the revolving door clause. This article summarizes the facts, 
issues, reasons, and contradictory opinions, and offers the author’s 
arguments.  This article also compares foreign legislation and proposes a 
new legal model to handle the issue of funneling and to combat corruption 
and related crimes in Taiwan. 

Keywords: employment restrictions after resignation of civil servants, 
conflicts of interests, revolving door 
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