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‘B | 1545557, (Emotional labor) HYRHEEMER @ HEENVIIF R T2 —IL
J\=4F Hochschild il (4 EHNHEER) —FailmBSuE A EEER
Hochschild 5—{Ef5{EZZEEMENZERE (KEEZME) - SEMHEEN:
IRES RIS - AR LIEFIBENRE - fIEREAERE - rENTEEE  Hin
B LR ZMELE B 54 2 CREDSEE » 2012) - HILHESE S HAZFI
o o] ABRARIS 4E S TSI TAEE - 78 TAERSVHF IR R REs - fEEEH T
GIAFEK - R PREE SRR L& -

WEER TREAE ) > BHEREMEIAEE-HE TN IIE & TIETEK
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FORTrG DA (B - BAREREFHREE Osborne B Plastrik 3% @ T E /A3
CHERE R TR (R BEMAES  AMPINE TATRIGRE  E2WmA T
HYCCERERR © o (BRBOR > 1999) - (RIBEAIRHER A& 77 BIMERIE (external
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R AR - BEER - ERkE - EE AR - IRTTE - BIREAA - FRA
=S D AEAERRT > BAESE H AT A E R RS (R FAERE - fld
EBAFTAE (EESC > 2012) ~ B (BUEAD - 2012) MG AE (HRERE -~ BE
o @S > 2011) F > HECRA S AE A RS GRS S A RER T
HEFTHINTTE - INIL > ABE R IBLE S BB - IR A S AN B HINEESHIE
% WRFRFRIBEESHH TGS - TIEmEEARE > HERERIREE A
FIREFIRVERES > DURSRBEARACHH R R AR B 275 -

&l ~ 1BEI SR

B %  BNTEHER "B&5E ) T BESFAE, &Rl
Hochschild (1983 ) Frfitt » FEAHVIHIT R AT ERah 24 TEam AL - 0 B2 1548 B HER
( Wharton, 1993 ) ~ AMBXK 5 (Morris & Feldman, 1996 ) DL K& 4% 58 %% :0
( Grandey, 2000 ) - {H#5 %y Hochschild Zy®h 2 ZE(f -

Hochschild ¥t BHVERE - B LN T &SI B HE AIER > PR
Bt & T R I 5 G v] R B IR B R IE SRS TT Ry BB AR
FERREING ~ [EHE A A » Wharton (1993 ) S27%[E]RF *ﬂfﬁﬁﬁﬁﬁﬁ%‘@@%
BEtEr Pl > BEERREFIGERETERE " HMENES (smiling
voice ) ° ; [t4h > Wharton (1993) fit & THIIE4HE A AETRHT > 4HE%TLAZEK
B LREHIDRIIEEINGE - JRR - B THIREIR 4 Bh VR S A SRR #1548
IRRE - [FIR - SHERH TR PnB s LAY IS 4 B ae T - BG5S HHIAN

B[ YN =ERCIARFE (R5EG ~ EiEiE - 2003) -

L FEEAEAZ Fyfn] (How do Ireally feel) ? FE{EANAEREHEAZ |
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2. FIEZATTEYZ (How do I'should fell) ? f5AYZH EGRAI ;

3. IREHAAIELZ (What I try to feel ) ? FERYZE ARy EIEFEFA] » Ay

"R A HM TR E RS 45575 » Morris Bl Feldman (1996) RIEEEs - ABE
MR EE0E —FEAS 5 > (EBFE dr AT A B R S A AR ZE SR IS 48 HH 8 2 %5 77
EAPER] - S EAEERE 5551 o LY Grandey (2000) HIfE "iH4EEH
g1 (Emotional regulation) | BIELFEHT » Fy 7 2 BI4H SR AY H AR R HAHRA AV 15 454
1 0 SHENTETE 48 Rz B MERY B & R IRAVERR - ILRIE 455515 - Brotheridge B2
Grandey (2002) FLAFIE4ESHIIAGE TR © " B THEBSEEZ RFRETA
DLzE AR HARHIRERR -

" TAERLEERS o BB L EBE ARG LIER - —5BEIREMFRG T - |
‘gz Pine F1 Gilmore f2H » fERGERACH [ (experience economy ) MY TAEMHAL (&
SEE - BME - JLRESSEE 0 2013 1 199) 5 [EIEERHY Hochschild 7 DASKEIACHALL - 254
Ry i EEE BRI o TR EAYE HEBLIEEE AT DLy B R E DK (surface
acting) BAPALMERHS (deep acting) ' ({EfiA o AUETEK HABATRIVEEL - TIE
FE DR B LI MERVIS 4 - HIDSASEENTEE TR - REH
8 LIEERZERE B BRI & sl B NTERV IR » (EE TR B2 B 4H 4%
SORHEHRZE 2B —2 (BMME - BREZE ~ RS54 > 2005) - 2R E IR E
PULMERHS » PERATETT RSk B THEA B CHYEEE » seik TOEH &AL O H Y
fE72E -

TEBINHVE ST L 5482 IR AR S (2000) #8 HAYE R
B Hoy R (EfEm -

1 BARIGERE - TIEEMHREHENERNSRE > R aEEEIRE

2. RIgGFEVER - LIFEHE CHBEETERERE SRR b gHEC

' surface acting TEEINEIRE LA AGER TRERLS - TREHEE, % deep acting AIZE R
"R, TR F - e EEEEY > % Hochschild RIS
MYRERIGE 3R BT BN, B SRMAL - SCASGER T REIIR S BT ALK
B, o BB TREE, - TUEER BT IEGER ) EERME o (EERATIEER S HN
A

< o
JBN
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3. ZRIEHIIESE RS © B T ARIRAHARAY AR T ¥ A Lo Al 2e H B B RIS A
EEIEEER

4. BN SR © TIEB A FRVBRERBA R EEINGE » SCLFPRE—
DL ERYIE4EIRAE

5. R O ENMENE ¢ R T/F& Bl O BhAARR S AP B E % -

BG4 S B G T E AR AR fisda 5 | 8 Ta{] ke (e[ 22544 - DL
SRBRAHARE T s A\ BIEZ KRB S HBENIT R, IEDREENE - (ki T 1B
A, GlnEfEsgEs A BV ERIEZIESFHTER - fEARWE  ERIFEmmMEAEHE
B BT R WGE BN - (RAFSRECERD - B AR BEE - A RyiE AR EE
Him o MM S ER T 22 SRR IR SRR A (MR EEE - 2008 ) - TE&E 5 AR IERYIH
FIRBUEH e BBESHBARNNSE  EIRERERENR - FRSm & -

BB LRAFNEES B2 LIENEN—ED - BRI ELIE g 2esE A F
& BB AMERET - SiEE A BN (emotional harmony) - E4#
424 (emotional dissonance ) -~ [54&{% %t ( emotional deviance ) & =i &%

(Hochschild, 1983) - fx&AIMNEERZEE " 4R (BS) L @ ENRAEAIE
& B ER¥IMETREASIL  DIEFRETEBAVEK -

HENFEESBIERER - B LR EHIE ANEEIERESE  mEE
"EIESL, o HILEEFEE T LEE SR E P RIEAVERE - SER (2000)
(B 2 B 1 48 25 155 & e LA 48 FE 0 6] 5 & IEAHRA 5 Brotheridge B Grandey
(2002) W75 - RIGTT HBUFEFEIGHEZIMHMEE - BESRARET R
B 7 REI TG & _LAYHEYE - Grandey (2000) FAME4EFEIGIEERIIGE - BURE/E
TRBIFEFIGH EMHRE - MREIT R EE &S R mEZaHEE - BUmE
(2002) $H¥HRIT AN RETERETEE - RB1T HEIEE R AR - ERE T
RyEEEFEG A BA BT - 52 EERRRAEEEER RSS9 EE
TB4EFEIBHVIR G - FEILAE - AATH - TREITE (2008) $THEFZMETAYMIITEEEL - A5 20ET
HIE& BT Rl R TIEB R BEMIVRIETT ARG NS4S 555 &R o MR
S SR~ 5RER (2006) ERIEEEIEEGEEEE A BE S BRIRA 0 D
HLIFAERARERE - AR SE HEFES -
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PR Lal B ORI R ERSL » TR Z SR R - Guy FE A (2008) HIBTFEAIE HTE
BHBT RARALERERRERIENER - UARAH TEREREE R
% - Pine Al Gilmore WA(5 - & TIEERA TIERGHIEER > —HHBABT © #
GREIIEEAEE - MARBREEST > GHEBES RIENZE (EERE -8
f& ~ JTRESSEE 0 2013) - Pink £ CRAAEFFHIAS ) —FieHRKIESGES - i
o R PP IENE— (B KR - A MRS RARSE VB » B R —(EE Al
Hr o FEOHEE ST EIER R - E2E R - IS RAIRER - #EEUEER
ARG ERIRES) » HAL TIEAIRI RSN (EBHREE > 2006) - 52 » JRALL
A& EENE OB N R V) AR IR & 55 B 5 B AR50 R 2 2R 4

=~ NBABHEH

TR NS E L - PR AR B A i R bR B RAVRES RS A - S
R T ABTE fEEE T ADERERE ) > BE TRIEAERER, -
It AEABRAEIREZ F27th - 5 AENBHSHAHE RS E W H A SR
% o RETE ASTEER OO EH B “E A AH FEH{ TR0 OB
FEVHEGEHRE - HEHRD B MAREAE AR #EFE > M52 EiREE
HHENE R E A S IR IR IR A E AR A LRETIEEE: - £ 23 THAE
Jd s HEGERPYEBESHIAT S THE B SESEER - EEER - AFE
M BILEERE TR > BECRFISAZER - AUFEEeknl 10 JHEEHER
Wz 1 s (g > 2006) -
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x 1 NHABMERfHHES R8I gk

—ABEAE (n=16811) ANHAB (n=4062)
HH EEEME THH FEE
1A AR 0.631848 LAZEER 0.805268
2. E 0.615133 2. e 0.753323
3IANFEER 0.606508 3 BHE RS 0.692516
4 ETEE 0.523348 4 BT(EE 0.536435
5.5 LhnBh 0.446315 5.8 T fmeh 0.369769
6. N JTE AR E 0.326631 6. & FfFe iy 0.357706
7 I EIX 0.324609 73T ER 0.284589
8. W iAo SR 5 0.286063 8. fiAtAL e S %5 0.277942
9. &Rl 0.261912 O NTTE R 0.274988
10. 485350 3 0.227827 10. Al 0.217134

BRIACE © #H—lg (2006) -

METEHRABTERSS Ll - 578 " ASES, - TEFERE, ~ TEE
W, ~ TEINMEE, ~ TAEE, - T ATTEREME ) F 6 HRE I RAEAR
BEERORED)  ARERC TATE T A B AN R B LR R R ) TR
Al T BT ) BEEEHEALIT 435

1. AZ5HE NE SRR E AR K SR M Se R [ERE

2. ZEHE NTRATBUERAEHE - DA AR RR [F)

3. 2P N UEAERRRR A A RS R B AT

4. ZaHE NERATARCRNS - B LB WS 2 -

“O—OFHTE (AFEABMRBETAI) - ZRAFEANEBFRILFEET T ERIE -

sRREl R AR (A ASEABIRESTH) S84 1% - HAlZ NSREmE K -
M ASEHIESCERZ/ MR —O— 4T " ASABRBWE ZHEWE, » K
BT (BRRGED - 2012) - i T BRIE - Ak - H3E - WE - B TLERE
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I R A A BB AE A BHHN ABRFWEVER - ARnE R ELEEIR
g ABABHASIEREESNRMEMEE (—RABAR) EBE > —K
DN BB NE IR E B R R i - TR 2 Fon

2 NBIRG SR

—ABEANE (n=766) ANHAE (n=755)
HH EEEE HH “FHE
BT 4.10 %11 4.56
BRIE 4.07 FEIE 4.53
B 3.85 alEd 4.11
RRE 3.81 B 4.08
Faled 3.79 REE 4.00

BRI © $aReES (2012) -

HES B ANEABREEN (€ LM N EREREEHEGEREH » AFEA
BRI SRS E - RAREE NSRRI R - CHE - ABECHEERRRTE K
Hasfem vy - BT AE BN "R ) Wi hn s > &
BECZEHTIERT] - SESRKASRBRIEEEASEARS L -

WAHE - BESHHABAR (B AEANR) (VERNE  EHEEIFEETE
TARRERHI—8 D HERIAREAE RS - Tars@san i - " I5HIERE
M RIFESHRECIERVER: - RN ERHBIIRFHIAFEARINS - SIS 4R
HEEE T NI SE B AR B R e AR Y EE A BTN o GISIBREE ~ =
fiR] (2009) ¥ RBEEYIIEL - REGER A BRRE(F EEEHE - DR
RBEAEZ AR E REETRARE » K2 REREGSERROTAIIESRR -
EHATRER Rk N R DA 1R TS  SDPURHFTE B R Rl - R E
Rr R R R (hILfE&E) ~ EmH S EAE RERE T RaH ) (REE
) -~ BRREEEHGEMNEHR (EEEE) - TRERER THESRE 1Y
Bt > BEEEFREEN (KOHE) - RUERET 2 IRBREEA il 2 #uar 2
PITREE[EN" - f& EAIE4EST 5 HIBURL - £ E RIBCRE SR BRI - M
FABRANHAE - FEEHEESHOEENEERE -
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R i AP

ARCREEBE NI - FETASE N B EFES B ERFT AR 2N
Z o B T E 43 H|24$% Sharon H. Mastracci, Mary E. Guy, & Meredith A. Newman
(2011) WILAEER ~ TIEmEER S B 5B EERA 2% Chih-Wei Hsieh
(2012) ETHVEAR LR -

FGRAEER » 2 EMSE A EEERE - AR 2 R =
IEHBUS B SRR Z NEANE - NHESERIEE 2 EEHRHZ 4SRN By T
TEEMC - BURfEsGETEs - THIRAR T HEESRENE ) K TEEE L E EHEE

H  FEETHEOITE - AIPIRNR ST &I - (EE S o Zaz AHRE R -
— - BiHE

RRFRUEILTBUTFTE SRR 2 NEA B hHHEES  RElthig e
ANFENEBEBEEEHEASEE QRS TS WRERE - [EEEAN
EENHGEE - P _O——FAA+HEAA - +HHEM > ETHEHE
SHOARE S 254 1 -

B R 2B A BRI 6ER  Zoi ABAB LS 68.5% ~ BLREDLUKER
63.8% [EZ ~ FFETENOFE LA T RIS 55.1% ~ A 50.8% ZEhiEARIE - EFEE T
FELUTHE 53.9% (1% 3) -
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K3 ZAEEAERET R

BEARE R HHE KE [ERaew HEE
1] 2 174 68.5 254
Sk 79 31.1
ENE 1 4
2 2R =aas 6 2.4 254
Ry 34 13.4
KE 162 63.8
T 52 20.5
34EHR 29 B R LLTR 43 16.9 254
30-39 3% 97 38.2
40-49 7% 97 38.2
50-59 % 14 5.5
60 %K DA F 3 1.2
4. 15075 TE 87 343 254
ol 166 65.4
ENL 1 4
5. 451 FAE 129 50.8 254
[ 123 48.4
S 1 4
ENAL 1 4
6. N E 10 ELAF 137 53.9 254
11-20 4F 62 24.4
21 FLAE 50 19.7
ENAL 5 2.0

BRI © AR BT -

— WA
AWFERTERL T IHES ) EITNE T - KMO B/ 0.829 > Bartlett BRAUAg

« 10 -
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TEME Ry 0.000  sHAREAREERE - WOBEE RADIRFE=(HEE - Hh—#EH
RAEEALS > TLMER > SEELTE 4 FR o (SHY Cronbach’s Alpha {E77
Al By 0.856 ~ 0.859 57 0.850 - AEAEfFFESE & By 73.323% o

x4 TEETSBINR T EER

IS
=2 HE | EAREE AL
thk | FE | s
1. Bl SR EAT LA » AR (2B R s
TETH L
2. FH9 TR BB S O B F 8 883
3. Y AR EH E R A E 847
4. FeW R BT I TR S A O 4 795
5. RV TAF TR B A1 2 R B R R 840
6. S ELr B RBAE LIRS > oI RER OMEs 262
iRk
8. FEIRNCIHIAT » FeEr@ i SRR L 781
9. BUEBEANT - T (PR RIS 576
10. 15372 P 5 0 5 (B A s 778
11, St BT R R B 4 885
12. BB C RIS - Al |
B IR YR

REEUTE ¢ BRSO o BEETE ¢ fEEEiTE ¢ 2 Kaiser B EE(EfY Varimax 3£ o
a  EEEHR 6 (BB -
ERPOR  AH7E AT -

T TAERR ) EITIRZE SN 0 KMO {5 0.786 » Bartlett BR7 i E(H &
0.000 - A[fES " TEEBR ) —EHE > NEEMELU TR 5 AR o Cronbach’s
Alpha {H53 71 By 0.890 » 4EBEARFESEFE 1y 76.229% o
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x5 TIHERNESELR

HETE] ﬁlﬁj
LRI LB TR a4 B AR 648
257 THR SRR - R0 915
3BAE T IR R a4 LR 708 959
4R TR » RO 933

BRPRE - AR E TR

gt T LAERERE ) TR > KMO {H5y 0.764 - Bartlett ERAV G EE R
0.000 - "IfERS " TIEMERE ) —EmE  WEARMEN TR 6 Fir - Cronbach’s
Alpha {E57 7[5y 0.787 > (RAGHFIRERLE Ry 56.766% °

#* 6 TIHmENFR IriaEE

HETE EJZlfﬁj‘
13RAYE 45 o] DUIEHE S R A TAER 540
2.0 TAERE R 852
3RV TAERERR LA R R Uik & 860
4 A TIEHA SRR 804
5. AETERE TAERT ROV AIEE 658

SORAR ¢ A9 (A
B2~ fREToMT

U eI N OIS 2 RS B 4E 5 5 HI RS2 > LL One-way ANOVA HE5A[F]H]
ARy R ki — D@ ARG DRl RS 5 TIEERE K LI

TR -
— ~ RS
SEEHABIE AT RIE - BT RRE R TR (T R
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T o SIATEESREUT > AEMEREREAR R EREE - W OB R IR R 25
EAEF MR T R o HEEEEEACE - BUREEREARFERE - LB
HIRAVERIEE - HA—E AR s & 2ok -

R T TG B ARANRI T & 22 Rk

&2 155 A [ PRI &% RSk fEAE= plE
sowes 2T,
AT e,
w5 m s am

BRIPRE © AT BT -

WA [FIERIEEAE P LSS R R A R VAR T4E R 2R E =R W03% 8 Fon © R
PHEBORE > BUREIEE S FYBEE  BURSEAE G OBES R REDIR

Y E RS G -

8 HFHFHAFIERIE 2R Mk

i3 ERE {4 g A F{H EE
= 6 3.5000 | 1.88267
HE 34 3.9902 50242

HAREEF . 2.430 066
RS KEE 162 4.0617 42069
hE+- 52 4.0962 .56529
= 6 2.6667 1.68655
HE 34 3.3431 72235

AR — 4.988 002
KoEE 162 3.5658 58635
rE+- 52 3.6026 55243
= 6 2.8333 | 1.43898
HE 34 3.6765 63631

LR —— 5.455 001
~ Bz 162 37753 | 47327
fE+ 51 3.6941 64789

BRI © AFtEE TR -
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FEAER = RI024TA

LA FEEIRAE A S BRI AE R EIBE 2 > 415k 9 Fom » ICPHEEK
B RIEIRLL 40-49 pifeis > 30-39 piE R - RECENME > #EllZaEEEE
it & > BRERNVEREE SRS -

K9 FHFRAFEF e 2R AR

[EIE°3 o &% | PHeg | REEEE F{& HE
29 R LAR|l 43 4.0388 39980
30-39 % 97 4.0309 47649

BB FE 4049 B 97 4.1031 50544 1.807 128
50-59 7% 14 3.9286 83899
60t L bl 3 3.3333 2.08167
29 R LAR| 43 3.4496 61241
30-39 % 97 3.5258 58499

PLERTE  |40-49 3% 97 3.5704 64363 965 427
50-59 7% 14 3.5238 89361
60 L bl 3 2.8889 2.00924
29 R LARl 43 3.5628 38112
30-39 % 96 3.7646 52475

FAETNFE 4049 5% 97 3.7979 61339 3.724 .006
50-59 7% 14 3.6286 79945
60 KL 3 2.7333 1.50111

BRI © AptEE TR -

A EBFHIZ AR A BERE - P OBIBAGETE R 2R E =R
MAERBIRGH > FatERAERBEZR > MR 10 AR » ((PEE2E - £

BRI BB R o

. 14.
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K 10 AR EIRS < 2R ek

IE4E S5 TSI fE (el %L S8 R plE
‘ FE 87 4.1264 48289

ARG RE N 086
FafE 166 4.0040 56137
‘ FE 87 3.5977 64126

LR L 198
i 166 3.4859 66119
TE 87 3.8529 57826

EEIVIES . 011
i 165 3.6570 57924

BRAOR © AT BT

FLAZERE VISR R A B R EE ~ PO LB R D R B T2 0y
T o SEREUR > BARERERE « PLEES R D R S S IR A [F T A
AR Wk 11 fpR -

K 11 FAFRAFESIR DL 2R i 2R

E4E 5515 S el {5 g A plE
KA 129 4.0233 51063

HARNG4ERE 286
B 123 4.0921 .51090
KA 129 3.4832 64947

AL ERES 229
B 123 3.5799 62264
N 129 3.6713 .50794

FHIR 073
ELE 122 3.7984 60657

BRI © AR A TR

WA FEIRBS EEEREATEERE OB KR RS 45 RN 2 3
FAER S WE 12 Frn o BEREIIRTH > AEERBFEERAEERERETS
ZigiE  FoNRBFEEMA - ERNYE T > WREDIRGEER -
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12 S AR E AR & L 2R R

(3% Nk ER | EE | PY | SEE | FlE | B

10 ELLF 137 | 4.0000 | .50971

HoARGESRE | 1120 4 62 | 4.0753 | 47302 | .989 373
21 PR 50 | 4.1133 | .65849
10 LT 137 | 3.4331 | .60278

FIHLF 11-20 4 62 | 3.6398 | .55087 | 2.492 373
21 DL E 50 | 3.5800 | .85133
10 LT 136 | 3.6397 | .50233

LBk 11-20 4 62 | 3.7871 | .48838 | 2.731 067
21 DL E 50 | 3.8360 | .82382

BORIAOR © AT 174658 -
~ AT

AWFER T HILL T TR ) B T TIEER ) RIREE - MAZ TRy
Tl E SRR (R BB EEEL > DU IR R & -

B LT IEWEE ) RIREE > DL T EAEERE, ~ TILEEE, -

FREThR ) RERERERE S - BB TR TR E T RE
o BRI B SRR AT S S B IR SRAEIR AT
TR AL -

CERBURAIR 13 B R® Ry 299 0 RoRATA B EET DURIE TIEREE
29.9% HySERE o BrlieE HYEE R IE R SR BT /KEE (p<0.001) > BAL
aT EAVESE - E”%’éﬁlZF'EﬁE’J% RIUERTENG A B > FTAHYLZEE (tolerance) BR
By 30 00 VIF H/NGY 3 o #E—DHMER] B S BOE TR R E - (RESETHIEERSS
th T RmER ) B r%ﬁ%éﬁﬁ%LJ BAREMET] > Beta RBUTHIR 260
Bl 252 BEUR TRMEDIR ) BT EABERE ) s T LIFWER ) B - £5
AEREGY - ¢ RESERIE Y TR B TS ) /Y Beta (AEBUEENE - B EMR
TEE (pEEAR005) - TEM ) B Beta (RERIIEATETER (p=.002<0.05) -

« 16
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13 T HmE R R

. %8 . HGMEGETE

= - T BEME —
B TR oA VIF

(H&D) 1.360%* 398 | 3.415 | .00l

ARG RE 252k 069 | 3.677 | .000 11 1.407
LSRR 010 054 186 | .853 758 1.320
RIAITIK 260%** 060 | 4312 | .000 779 1.283
el -260 068 -478 | 633 931 1.074
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R’=.299 ; adjusted R*=.272 ; F=11.067, p<0.001; n= 243
*FoT p<0.05, ** p<0.01, *** p<0.001
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NRAR S 105 092 | 1.137 | 257 442 2.261

R’=.161 ; adjusted R*=.129 ; F=4.971, p<0.001; n= 243
*FoT p<0.05, ** p<0.01, *** p<0.001
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A Study of Emotional Labor of HR Staff

in Taipe1 City Government

Irving Yi-Feng Huang, Szu-Chien Wu,Yen-Hung Chen

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

" Irving Yi-Feng Huang, Associate Professor and Chair, Dept. of Public Administration, Tamkang
University.
Szu-Chien Wu, Assistant Professor, Dept. of Administration management, Central Police
University.
Yen-Hung Chen, Assistant Professor, Dept. of Public Affairs, Fo Guang University.
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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.

Keywords: emotional labor, government HR staff, customer orientation
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