
   
102 7 1-25 

1  

 
 

* 
 

** 

 

[ ]  

                                                      
101 10 26 102 7 31  

*  
** 

 



    102 7  

2  

 

Emotional labor

Hochschild

Hochschild

2012

 

 

Osborne Plastrik

1999 external 

client internal client

 



 

3  

 

2012 2012

2011

 

 

Hochschild 1983

Wharton, 1993 Morris & Feldman, 1996

Grandey, 2000 Hochschild  

Hochschild

Wharton 1993

smiling 

voice Wharton 1993

2003  

1. How do I really feel  



    102 7  

4  

2. How do I should fell  

3. What I try to feel

 

Morris Feldman 1996

Grandey 2000

Emotional regulation

Brotheridge

Grandey 2002

 

Pine Gilmore experience economy

2013 199 Hochschild

surface 

acting deep acting 1 

2005

 

2000

 

1.  

2. 

                                                      
1  surface acting deep acting

Hochschild

 



 

5  

 

3. 

 

4. 

 

5.  

2008

 

emotional harmony

emotional dissonance emotional deviance

Hochschild, 1983

 

2000

Brotheridge Grandey

2002

Grandey 2000

2002

2008

2006

 



    102 7  

6  

Guy 2008

Pine Gilmore

2013 Pink

2006

 

 

23

5

10

1 2006  



 

7  

n = 16811  n = 4062  

    

1.  0.631848 1.  0.805268 

2.  0.615133 2.  0.753323 

3.  0.606508 3.  0.692516 

4.  0.523348 4.  0.536435 

5.  0.446315 5.  0.369769 

6.  0.326631 6.  0.357706 

7.  0.324609 7.  0.284589 

8.  0.286063 8.  0.277942 

9.  0.261912 9.  0.274988 

10.  0.227827 10.  0.217134 

2006  
 

6

4  

1.  

2.  

3.  

4.  

 

2012



    102 7  

8  

2  

 

n = 766  n = 755  

    

 4.10  4.56 

 4.07  4.53 

 3.85  4.11 

 3.81  4.08 

 3.79  4.00 

2012  
 

 

2009

 



 

9  

Sharon H. Mastracci, Mary E. Guy, & Meredith A. Newman

2011 Chih-Wei Hsieh

2012  

 

 

254  

68.5%

63.8% 55.1% 50.8% 

53.9% 3  

 



    102 7  

10  

     

1.   174 68.5 254 

  79 31.1  

  1 .4  

2.   6 2.4 254 

  34 13.4  

  162 63.8  

  52 20.5  

3.  29  43 16.9 254 

 30-39  97 38.2  

 40-49  97 38.2  

 50-59  14 5.5  

 60  3 1.2  

4.   87 34.3 254 

  166 65.4  

  1 .4  

5.   129 50.8 254 

  123 48.4  

  1 .4  

  1 .4  

6.  10  137 53.9 254 

 11-20  62 24.4  

 21  50 19.7  

  5 2.0  

 

 

KMO 0.829 Bartlett



 

11  

0.000

4 Cronbach’s Alpha

0.856 0.859 0.850 73.323%  

 

 
 

 
 

 
 

 
 

1. 
  .757  

2.   .883  

3.   .847  

4.    .795 

5.    .840 

6. 
   .862 

8.  .781   

9.  .576   

10.  .778   

11.  .885   

12. 
 .855   

  Kaiser Varimax  
a  6  

 
 

KMO 0.786 Bartlett

0.000 5 Cronbach’s 

Alpha 0.890 76.229%  

 



    102 7  

12  

 
 

1 

1.  .648 

2.  .915 

3.  .959 

4.  .933 

 
 

KMO 0.764 Bartlett

0.000 6 Cronbach’s 

Alpha 0.787 56.766%  

 

 
 

1 

1.  .540 

2.  .852 

3.  .860 

4.  .804 

5.  .658 

 

One-way ANOVA

 

 



 

13  

7

 

 

     p  

 
 174 4.0824 .49297 

.099 
  79 3.9620 .62014 

 
 174 3.5383 .58079 

.627 
  79 3.4895 .80035 

 
 173 3.7561 .50015 

.216 
  79 3.6430 .73287 

 
 

8

 
 

     F   

 

 6 3.5000 1.88267 

2.430 .066 
 34 3.9902 .50242 
 162 4.0617 .42069 
 52 4.0962 .56529 

 

 6 2.6667 1.68655 

4.988 .002 
 34 3.3431 .72235 
 162 3.5658 .58635 
 52 3.6026 .55243 

 

 6 2.8333 1.43898 

5.455 .001 
 34 3.6765 .63631 
 162 3.7753 .47327 
 51 3.6941 .64789 

 



    102 7  

14  

9

40-49 30-39

 

 

     F   

 

29  43 4.0388 .39980 

1.807 .128 

30-39  97 4.0309 .47649 

40-49  97 4.1031 .50544 

50-59  14 3.9286 .83899 

60  3 3.3333 2.08167 

 

29  43 3.4496 .61241 

.965 .427 

30-39  97 3.5258 .58499 

40-49  97 3.5704 .64363 

50-59  14 3.5238 .89361 

60  3 2.8889 2.00924 

 

29  43 3.5628 .38112 

3.724 .006 

30-39  96 3.7646 .52475 

40-49  97 3.7979 .61339 

50-59  14 3.6286 .79945 

60  3 2.7333 1.50111 

 
 

10

 

 



 

15  

     p  

 
 87 4.1264 .48289 

.086 
 166 4.0040 .56137 

 
 87 3.5977 .64126 

.198 
 166 3.4859 .66119 

 
 87 3.8529 .57826 

.011 
 165 3.6570 .57924 

 
 

11  

 

     p  

 
 129 4.0233 .51063 

.286 
 123 4.0921 .51090 

 
 129 3.4832 .64947 

.229 
 123 3.5799 .62264 

 
 129 3.6713 .50794 

.073 
 122 3.7984 .60657 

 
 

12

 



    102 7  

16  

     F   

 

10  137 4.0000 .50971 

.989 .373 11-20  62 4.0753 .47302 

21  50 4.1133 .65849 

 

10  137 3.4331 .60278 

2.492 .373 11-20  62 3.6398 .55087 

21  50 3.5800 .85133 

 

10  136 3.6397 .50233 

2.731 .067 11-20  62 3.7871 .48838 

21  50 3.8360 .82382 

 

 

 

 

13 R2  .299

29.9% p<0.001

tolerance

 .3 VIF 3

Beta  .260

 .252

t Beta

p 0.05 Beta p=.002<0.05  



 

17  

 
 

T  
 

B   VIF 

 1.360** .398 3.415 .001   

 .252*** .069 3.677 .000 .711 1.407 

 .010 .054 .186 .853 .758 1.320 

 .260*** .060 4.312 .000 .779 1.283 

 -.260 .068 -.478 .633 .931 1.074 

 .154 .049 .804 .422 .913 1.095 

 -.046 .050 -1.615 .108 .502 1.990 

 .274 .073 -1.059 .291 .805 1.242 

 .103* .074 3.120 .002 .669 1.494 

 .113 .059 1.693 .092 .446 2.241 

R2=.299 ; adjusted R2=.272 ; F=11.067, p<0.001; n= 243 
*  p<0.05, ** p<0.01, *** p<0.001 

 

 
14 R2 

.161 16.1%

p<0.001

tolerance VIF

Beta -.402 .355 .314

t Beta

p=.010<0.05 Beta

p 0.05  



    102 7  

18  

 
 

T  
 

B   VIF 

 2.661*** .631 4.218 .000   

 -.402*** .109 -3.675 .000 .707 1.414 

 .355*** .087 4.084 .000 .748 1.336 

 .314** .095 3.291 .001 .774 1.292 

 -.281* .108 -2.599 .010 .936 1.069 

 -.003 .078 -.032 .974 .913 1.095 

 -.034 .079 -.429 .668 .503 1.989 

 .100 .115 .867 .387 .795 1.258 

 -.047 .118 -.394 .694 .666 1.502 

 .105 .092 1.137 .257 .442 2.261 

R2=.161 ; adjusted R2=.129 ; F=4.971, p<0.001; n= 243 
*  p<0.05, ** p<0.01, *** p<0.001 

 

 

2006

 

 



 

19  

 

 

 

 

 

 

 



    102 7  

20  

Denhardt & Denhardt, 2007 2011

 

Paul Ekman Daniel 

Goleman Social intelligence

 

 



 

21  

2003 19

137-174  

2000 23 5

422-447  

2006

9 3 1-42  

2008 W. C. Taylor & P. LaBarre

 

2006 D. H. Pink  

2011

7 2 123-154  

2012 C. Hakim

 

2013

B. J. Pine II & J. H. Gilmore

 

2000

 

2012

 

2011 NPS 125

23-33  

2009 33

83-120  

1999

9 209-235  



    102 7  

22  

2006 126 23-

32  

2002

 

2005

28 4

693-719  

2012 2012 11 1

http://www.mocs.gov.tw/FileUpload/687-3252/Documents/

.pdf2  

2012

 

2008

25 4 123-130  

Brotheridge, C. M., & A. A. Grandey (2002). Emotional Labor and Burnout: Comparing 
Two Perspectives of “People Work”. Journal of Vocational Behavior, Vol. 60: 
17-39. 

Denhardt, R. B., & J. V. Denhardt (2007). The New Public Service: Serving, not 
Steering. New York: M. E. Sharpe. 

Grandey, A. A. (2000). Emotional Regulation in the Workplace: A New Way to 
Conceptualize Emotional Labor. Journal of Occupational Health Psychology, 
Vol. 5 (No. 1): 95-110. 

Guy, M. E., M. A. Newman, & S. H. Mastraci (2008). Emotional Labor: Putting the 
Service in Public Service. N.Y.: M. E. Sharpe. 

Hochschild, A. R. (1983). The Managed Heart: Commercialization of Human Feeling. 
Berkeley: University of California. 

Hsieh, C. W. (2012). Burnout Among Public Service Workers: The Role of Emotional 
Labor Requirements and Job Resources. Review of Public Personnel 
Administration, Vol. 32 (No. 3): 41-57. 

Mastracci, S. H., M. E. Guy, & M. A. Newman (2011). Emotional Labor and Crisis 
Response: Working on the Razor’s Edge. N.Y.: M. E. Sharpe. 



 

23  

Morris, M. J., & D. C. Feldman (1996). The Dimensions, Antecedents, and Consequences 
of Emotional Labor. Academy of Management Review, Vol. 21: 986-1010. 

Wharton, A. S. (1993). The Affective Consequences of Service Work: Managing 
Emotions on the Job. Work and Occupation, Vol. 21 (No. 2): 205-232. 



    102 7  

24  

 
 

A Study of Emotional Labor of HR Staff 
in Taipei 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 
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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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