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ABSTRACT
The purposes of this study were to realize how the college public relation workers in Taiwan feel about their job enjoyment,
organizational support and emotional labor and the interrelationship among these factors. It was carried out by surveying all the staff
members responsible for public relation in the domestic colleges. Questionnaires were sent to 208 objects with 122 returns. All
returns were effective samples and thus the recovery rate was 58.65%. Important results were as follows. Public relation personnel in
college had * high” emotional labor. Personal background of these people had no significant effect on their emotional labor. For
the relationship between job enjoyment and components of emo-tional labor, job enjoyment was positively correlated with both deep
acting and expres-sion of naturally felt emotion but not surface acting. Analyzing the effect of organizational support on the
components of emotional la-bor by simple linear regression suggested that it had positive effect on deep acting and expression of
naturally felt emotions. However, further analysis of the modifying effect of organizational support to job enjoyment on components
of emotional labor by hier-archical regression indicated that it had only strengthen effect on deep acting but did not have nay
significant effect on expression of naturally felt emotions.

Keywords : job enjoyment[] organizational support] emotional labor surface acting(] deep actingd expression of naturally felt
emotions

Table of Contents

0000 0000000000000 0000o0000000Oi 0000000000000 o0ooooooooo
O0iv00000000000000000000000000vO0O0000000000000000000000
OOvilOOODOO0O0O00000000000000000vii000000000000000000000gd
O00OxO000000000000000000000000010000000000000000000O0O0O00O010
g00o00000O0O0O0O0O0O0O0O0O00O000OD40000000000000000O0O0OOOOOOO60000
00000O0O0O0O0OO0OO0OO0O0O0OOOOOOeODODODODODODONODODONODONONODONONONOONODOO250000000O0O0
O000000O0O0O0O000020 0000000000000 00D0O0O000O00O340000000000000
O000000O000O003Y000000000000000000000003O000000000000000
00000000400 0000000000000000O0O0OOOO4 000000000000000000A0
000042000000000000000000000004 000 0000000DOO0O00O0DOOO0OOs1O
OO0 0000D0O0O000ooo0dooooooooss0o0d 00g0Dooo0ooooooooooss0nn oooo
0000000000000 06MDO0D00D000DODO00DODODO0ODOODOOOIUIDDDODODOODODODOODO
Jooooo72000 0000000000000 DOO00000OD0wOOOD ODoODO0OoOoooDoOobOoOoOoooooo
07000 00000000000 DOO0O000O0DOsS000 OO0 bObOO0ooooobOoDoOossoooogo
Jo0ooobooooooooooooosrdg Do obooooooobooog1sgoooo g 2-
1000000000000000000D00O0O80 2-2 Occupations Calling for High and Low Emotional Labor (as
Classified by Hochschild D D 0 0 00120 2-30 00 0000000000000 O0O0O0O0O220 2-40000000
g0o00OO0OO0O0OO0OO0O0O0O0OO0OO0s330 3-190000000000000000D0b0D420 3-2000000000
0000000000043 0 3-300000000000U00D0OUOUDLODOO403-400000000000
0000000000470 3-50000000000000O0O0O0O0OOOOOR20 3-60 000000000000
00000000530 3-70000-00000000000000000O0R303-80000-00000000000
000000540 3-90000-00000000000000000M0O 3100000000000 00D0000O0O0O0O
000050 3-11000000000000000000000050 3-12000000000000000000
0000570 4-1000000000000000O0O0O0OOOOS80 4-2000000000000000O00O0O0O
00610 4-30000000000000O0O0O0OO0OOODORO 4400000000000 0O0O0O0OOOOO0O
640 4-5000000000000000000000660O 4-6000000000000000000000660
4-7000000000000000000000670 4-80000000000O0O0O0O0OOOODODOOO6BYTO 4-9



ooo0obo0oboboboboooboobobe8 4100000000 DODODOODO0ODODDOODOeB8O 41100
oooobo0oboboboboooboobedb 412000000000 DOD0ODODOODOODLDODODOYO 4130000
goooboobobobobooobgooo 4400000000000 OD0ODO0ODO0ODLOTNMI0 415000000
0o0ooboobobobobooobo74b 4600000000000 0O0OD0ODO0ODOODOYe0O 470D 0O0DODOO
0000000000000 0vy600000 021000000000 00000000000ODO200 2-2Grandeyd
0o0ooboobobobobooobg2s0 3 1dpoobgobooboboooboobooo30 41000000
goooboooboooooogonoTs

REFERENCES

OO0OOOOQO Hochschild, A.R. (199200 0COCOC(TheManaged Heart)( O OO O)D O O0:00000MCODO1983000)0 OO
g@eooooooooOooooooOoo0oo0oOoOD:00000@eccoun)DOO0O0O0OOOOOOOOOOOOOOOOOOOOO
OO000 Waitley, D. & R. L., Witt (19890 0 0 0 0@ OO0)0O0O0:0000@ODO196000)0 DOoO@oogmoooo:00oog
goooOoOoOoOoOoOoOoOoOOOOOOOOOOOOOOOOO00O0O0O0O0O0O0O0O0OOERYUUD DO OOOOOOOLOOO
OO0O0OOCOOO0OOOOOOOOOOCOOOOOOOOOs(o2s2-2730 D0 ODOOORIY OO OO OOOoooooo—0oog
OO00OC0OCOOOOOOOOoOOOO@UuOoOoOo)ooEOes-99n Doocs) oo ooooooMwoADDDOO
0021120 1910-19110 DO OO OO0 DO OOOOOOOOOOOOOOODO0—000000O00O0o0oOoooooog
010169-2000 000007 0000000 ODODODODOOOOOOOODOD—00000000O00O0O0O0O0O0O00O00O00O0O0n
0000000 000U iooooooooooooo:0o0oo0oo0oo0o0o00o00o0O0OOOOOOD4aod)
0553-5760 000009 I DIINOIONODODODOOOOOO0D—000000000000O00O0O0O00O0O0O00O000000000
0000000000000 DULLULO O
go@o3OOODOODOOD: 0000000000000 00000000000000UL0UO0LOULOO OO0 OO
00000000 —000000O0000O0O0O0O0O0O0O0ODOOOODODOOS0(O201-2210 DO OOOOORIxDOODOODOODO
g0000O0O0OO00O0O0O0O0O0OO0OO0OO0O0OO0O0OOOOOOOODOOOODOOD48()UE9-870 DODDODODEODOODDODDODOODO
0000000000000 190137-1730 0000000 ROG) I 0 000D D ONDODONONDONONONONONONONONDONONONOOooooog
00:0000000000000000023(5)0581-5990 00000000000 1990 0000000000000 OO—
0000000000000 D0O0O0O0O0O0O0DO6O181-1980 DD ODDOOEROIODODDDDDDODDDDODODDODODODOES0 1360 O
000000 OID0ODOD0O00000OD0ODNODODNOOO14O243-2520 dOodRoos) OO OO DOOOOOODOOOO
O00O0O0O0O0O0OOOOOOO0O0OD0410129-1300 00O (R001) D000 O0DOOOOOOOOOOOOOOOOOOOOOOOOOO
goooOoOoOoOoOoOoOO0O 0000 OOoOOoOoOooooooo0o0o0oULoULULOULOUoULOD oL LBLo
gooOoOoOoOO0O0o0oOoooOoOoEeyyooog:ooooooooo0oOO@EOo)@ooD: D000 ooooooooooooon
00000 UODODODOed —0000O00OOODO[OODOO]OOO: http://statdb. cla.gov.tw/careerguide/
ind/ind_detail.asp?section_id=2&id_n0=20420 [ 2010,June5]0 0 OO (20070 00000000000 O0ODOO0OOOOOOODOOO
goooOoOoOoOoOoOoOoOoOOoOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOERYUOODODOOOLOOO
O00:00000000000000o0oono1@0553-5730 DOooooooooooEesg OO ooooooooooooD:O
O000000. Asian Journal of Management and Humanity Sciences, 1(3),453-4690 0 O OO O0OO0OO0OODORooUDO OO OOOOOO
g00O0oO0oOoOoO0OoOOOOOOOOOOOOOOOOOODOOOOOSRD1-360 DOO(REUUDDDDUDLUUUUDLOOOO
0—000oO0oO0oOoOoOoOoOoOoOOOO0O0O0O0OOO0OOOOOOOOOOOOODOODO OD0O0OO0O0OO@AYUUODODODODODOODOOO
000000 —00000O0O0O00O0O0OUOUOOOUOOOODOOOS@OeS-720 DO ORCOUUIDODODODODOOOOOOOOOO
O00O00O3(U0427-4470 DO0O0O0OOOOROODOODOODOODOODOODOODOODOODOODOODOODOODODODDO?2@)0319-3430 O
go0000@EoQUODODODODODODODODODODODODODODODOODOODOOODOO0NO0NOONODN0NO0NO0D: 000000000000 LLOOO
0113)0205-2180 D0 0000 OODOODORUOIDODODOOOODODODODODODODUUDODUDUUDUOODDDLDODUDUUDDDOOO
O009Q01420 D0 D(R007NVOODODODODONOOOOOOOOOOOOOOO0OOO00O0O000000000000O0 000 (2005)
goooooO0oO0oO0oO0OO0OO0OOO0OOO—0000000D0ODO0ODODOODODODOODOODODODOODODODODODOOD OO0O0ORIONODODODOOO
gooo0o0oO0oO0oO0OO0O0OO0O0O0O0OO0O0O0OO0OO0OOOOOOOOOOOOOOODOODOOOOOOODO 000000000 —00(2007)
0O O O : http://www.comcareer. com.tw/2007career-journal/about-marketing.htmlI[2007, March]d0 OO0 (0090 0000000 0OCOOO
O00O0O0O0O0OO0: 0000015905130 Dooooooo@EowopoooooooooboooboooDon:
http://www.edu.tw/files/site_content/B0013/overview03.xIs(1 [2010, June 510 O OO OO0 OO0 OO0OODOODOOOOOO:
http://etds.ncl. edu.tw [2010, January 12] 0 0000090 0 0000000000000 O0OO0OOOOOOOO0OOOOOO0OOO
gooo—-O0oOoOoOoOOOOOOOOOOOOOOOOOOOOOOOOOOODOOO OO0 YOO —0OOOOO
gooooooooooOooooo—OOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOOO
groloOpoODOODOODOODOODODODOODODODODODOODODO—DOO0D0D0OO0ODODODODODOODODODOODOOODODOOOODOOOOO
go0ooOoOogeeg oo —0oUUULUOLUoLULoLo



0000000000DO0DO0ODO DODO0DO0bO0O00O00O0DO0D0gEoo,) OO0 O0ODO0OO0ODO0ODODO?28()d130-1320 O
gbO@oo7DODOODOODOODODOOUOOODOODOODOODOOOOODOODOODOODOODbDOODbOOOOOOOoDOOoDODOoDOODOOooOoOO
000000000 o007 DODbOODbOO00OOODOODOODOODOODOO0-O0bOO0DbO0ODbOoOoDOOoOOoDOoDODOoDOOobOOooOoOonO
000000000000 DOO0ODO00 DOO0bOEI ) ODOODDOD0DOO0DO0DO00DOO0DO0DO0oDOD0ODO0bOOobOoOooOOooOOooDOonDO
0000000 D000 DD0ODO0ODO0ODO0O000D00O0OnD:0000O0nD1220 00000 ODOODOODOODOOO: OO0
0000000000000 0D00000231)075-980 OO0O@ogD 0O OO0 OD0ODOO0O0ODO0ODOODOO0O0OO0O0oOO0—00oad
0000000000000 0000000000000000@9Y)0D0D0000000: 000 000@9s)00000:00
000 0000000000000 00bO@Ie)U I 00000000 D0D0000DO0D0DOD0D0bOOoObO0ooooooogoonag
0941270 OO OO ODODOODOODOO0OO0OOO: 00000 DOODOODOODOOO0OODOOODOoDOooDOooDOooOOon
0000015049650 OO0 @GO D ODOODODODO0OO0OOODOODODOD—0O0O0DOO0OO0ODOODODODOoDODOooDoOooOOon
0O0000000ooo0o0 doDEIyi0D—0000000oOo000oo0o00ooo0oooo:0000ooOoooooOoooo
OO000oO0oOoOg23o2r-700 DOD@OO7ODDOODO0DDOOOOODODOO0ODODO:ODOO0O00ODOOO0ODODOODUOODODODOODOOOOOn
0000000000 00oDoO0o0ooo0ooooDoEI b0 00ooo0ooDo0ooooD0oooDooooog
0000000000000 000000 0D0gEooUUDbDDo000Do000oO00UoDo0ooDooD0ooDoDooooog
O0000 000000000000 DOD000ND—00000000000DO00D0DOD00DDOoooooOg
oodbgdoogOOOOOOODbODbObOOUOOUOOODOD—DOO0ODO0OOU0OOODOODOODODObDObOOUObOODODO
o000 doOoEecgOCibObbObObOO0O0ObO0OO0ODOD0—0Db0ODO0OOU0DDOODOODOODbDODbDObDObObOUObOODODO
000000000000 D IDODO0O00OONDOODODnODs3g@o281-2870 DOODDOOD@O7IDOODOOOOOOO
O000000026(1)021-240 000OD0O0OD0O0ODOORO)UIOOOODOODOODOODOOOOODOOOODOODOODODY1)D 64-680
O0000O0DEoUOIDODbODbO0ODOODOODOODOD0ODO0ODO0O0O0O0OD0ODOOoDoOnirU43-710 00000 OOODODO
go000dEoOIDOODODODO0O0ODOODO0ODOODO0ODO0O0D—000000000D00DO(@O)0170247-2690 OO O (2008)0
goobooboooboobooboboobooobooboobbooboobLOboobUoobObooboobbooboooo
000000000 IDOD0OD0OD:OO000001IO0D0000D00OD0O0OO 0oooR3DODOObOoooooooong
0000000000: 0000000000000 00000DO00000000000 000D ODOOOOOOoOooOoogn
0000000000000 0D0O00000O00000000000000 000EODODODOODbOODbOO00O0OoOOooDgong
0000000000000 0DO0000000000000000000D000000 00gERoeg OO oooooooonag
000000000000 DO0DO00000O0D000O0D0DO000o0oOoDo oooEoNS) OO0 DOOoDbOOoooooooooa
000000000000 DO0DO0000o0o0oooDOoDOo0 OD0oooooEIOIDODODbOODbOoooooooooag
O000000000000011(2098-1150 D00 @O IODDOO0DOOOOODOODO0ODOOO0DOOO00ODODDO00ooOd
0000000000000 00000000000 000@eY)uooooooooooooooooooooooDooooDd—
00000000000 0ooO0000o000oDDo00o0oO000oDo00DoO oDogEs) OO0 ODD00—000ooog
O00000000000455042-440 D0 0OROQUODODODDDOO0ODOOOOODODO0ODDOD—0000000OO0O0ODOOOO
000000000o0o00oDo0o0ooo000oD 0Doo00ooo0oooDOoooEIc4)UDO0DDoD0oDoDOooooog
0020191-2000 OO OO O OODDODOODODDOODOODODOUODOOOODODDUOUODDOD—0O0O000O0OO0DO0ODOOOOOn
o000000O0o0O0obOOd0bOobOobOOoU0oOOoDOooOOobO bOOobDEyODoooooooOobOOobOOobobobooooooOooDo
0000000O0o00—40b0b0ob0000O0bO0bO0bO0bO0ob0000U00OUOOODOODbDODbD bOoDbEe ) Ooooooooo
o000000O0ooOobO—0b0b0b00000bO0bO0bO0b0ob00o000DOOoO0OOO0bObOobO bOobEecUOODOoDnO
O00000039022-250 0000000 RIS DO DOODDOODOO0OO0ODO0ODODODOODbOODbOO0ODOOoOOoDOooDoDOooDoooo
05701360 OO0 OO0OD0OO0ORYDITODOOOODOODOODOODODOODOODOOOOOS5)0164-1650 0000 OO O (2005)
0000000000000 0D0OD040325-3290 00 0A000OROOSOOCOOODOODOODOOOOOOODOODOOOODOODOOd
00000000005701-370 0000000 OCOOODOOOODOODOOOOODOODODOODODOOS330194-1950 OO0
0 OO0 Ashforth, B., & Humphrey, R. (1995). Emotion in the workplace: A reappraisal. Human Relations, 48(2), 97-125. Abraham, R. (1999a).
The impact of emotional dissonance on organizational commitment and intention to turnover. The Journal of Psychology, 133(4), 441-455.
Abraham, R. (1999b). Negative affectivity: Moderator or confound in emotional dissonance-outcome relationships? The Journal of Psychology,
133(1), 61-72. Abramis, D. J. (1989). Finding the Fun at Work. Psychology today, 23 (2), 36-38. Adelmann, P. K. (1989). Emotional labor and
employee well being. Unpublished doctoral dissertation. University of Michigan, Ann Arbor. Allen, G., Lynn, G., Rodger, W. (2003). The role of
perceived prgani- zational support and supportive human resource practices in the turnover process. Journal of Management, 1, 99-118. Amabile,
T. M., Hill, K. G., Hennessey, B. A., & Tighe, E. M. (1994). The work preference inventory: assessing intrinsic and extrin- sic motivational
orientations. Journal of Personality and Soc- ial Psychology, 66, 950-967. Armeli, S., Eisenberger, R., Fasolo, P., & Lynch, P. (1998). Perceived
organizational support and police performance: The modera- ting influence of socioemotional needs. Journal of Applied Ps- ychology, 83, 288-297.
Arvey, R. D, Renz, G. L., & Watson, T. W. (1998). Emotionality and Job performance: Implications for Personnel Selection. Rese- arch in
Personnel and Human Resources Management, 16, 103-147. Aselage, J., & Eisenberger, R. (2003). Perceived organizational support and
psychological contracts: a theoretical integration. Journal of Organizational Behavior, 24(5), 491. Ashforth, B. E., & Humphrey, R. N. (1993).



Emotional labor in service roles: The influence of identity. Academy of Management Review, 18, 88-115. Ashforth, B. E., & Tomiuk A. (2000),
Emotional Labor and Authenticity: Views from Service Agents . London: Sage. Ashkanasy, N. M., H?( tel, C. E. J., & Daus, C. S. (2002). Diversity
and Emotion: The New Frontiers in Organizational Behavior Research. Journal of Management, 28(3), 307-338. Bailey, J. (1996, April). Service
agents, emotional labor and costs to overall customer service. Paper presented at 11th Annual Conference of the American Society for Industrial
and Occupational Psychology. San Diego. Barnett, B. R., & Bradley, L. M. (2007). The impact of organizational support for career development on
career satisfaction. Career Development International, 12(7), 617-636. Bishop, J. W, Scott, D. K., & Goldsby, M. G. (2005). A construct va-lidity
study of commitment and perceived support variables: A multifunction approach across different team environments. Group & Organization
Management, 30(2), 153-180. Blau, P. M. (1964). Exchange and power in social life. New York: Wiley. Briner, R. B. (1999). The Neglect and
Importance of Emotion at Work. European Journal of Work and Organizational Psychology, 8(3), 323-346. Broom, G. M., & Smith, G. D. (1978).
Toward an understanding of public relations roles: An empirical test of five role models' on clients. Paper presented to the Public Relations
Division. Asso-ciation for Education in Journalism. Washington: Seattle. Broom, G. M., & Smith, G. D.(1979). Testing the practitioner's impact on
clients. Public Relations Review, 5, 47-59. Brotheridge, C. M., & Lee, R. T. (2003). Development and validation of the emotional labour scale.
Journal of Occupational and Or-ganizational Psychology, 76, 365-379. Brotheridge, C. M., & Grandey, A. A. (2002). Emotional labor and
burnout: Comparing two perspectives of people work. Journal of VVocational Behavior, 60, 17-39. Brotheridge, C. M., & Lee, R. T. (2002). Testing
a Conservation of Resources Model of the Dynamics of Emotional Labor. Journal of Occupational Health Psychology, 7(1), 57-67. Chong, H.,
White, R. E., & Prybutok, V. (2001). Relationship among organizational support, JIM Implementation, and performance. Industrial Management
& Data Systems, 101(6), 273-280. Chu, K. H. L., & Murrmann, S. K. (2006). Development and Vali- da-tion of the Hospitality Emotional Labor
Scale, Tourism Man-agement, 27(6), 1181-1191. Cukur, C. S. (2009). The Development of the Teacher Emotional La-bor Scale (TELS): Validity
and Reliability. Educational Scie- nces: Theory and Practice, 9(2), 559-574. Cutlip, S. M., Center, A. H., & Broom, G. M. (1994). Effective public
relations(7th Ed.). Englewood Cliffs, New Jersey: Prentice-Hall. Davies, S. A. (2002). Emotional labor in academia: Development and initial
validation of a new measure. Doctoral dissertation, The Ohio State University, 1-11. Deci, E. L., & Ryan, R. M. (1985). Intrinsic motivation and
self-deter- mination in human behavior. New York: Plenum Press. Dekker, 1., & Barling, J. (1995). Work force size and work-related role stress.
Work and Stress, 9(1), 44-54. Diefendorff, J. M., & Gosserand, R. H. (2003). Understanding the emotional labor process: a control theory
perspective. Journal of Organizational Behavior, 24(5), 945-959. Diefendorff, J. M., Croyle, M. H., & Gosserand, R. H. (2005). The Dimensionality
and Antecedents of Emotional Labor Strategies. Journal of VVocational Behavior, 66(2), 339-357. Eisenberger, R., Huntington, R, Hutchisom,
S.(1986). Perceived orga- nizational support. Journal of Applied Psychology, 71(2), 500-507. Eisenberger, R., Armeli, S., Rexwinkel, B., Lynch, P.
D., & Rhoades, L. (2001). Reciprocation of perceived organizational support. Journal of Applied Psychology, 86, 42-51. Eisenberger, R.,
Cummings, J., Armeli, S., & Lynch, P., (1997). Per-ceived organizational support, discretionary treatment, and job satisfaction. Journal of Applied
Psychology, 82, 812-820. Eisenberger, R., Fasolo, P., & Davis-LaMastro, V. (1990). Perceived organizational support and employee diligence,
commitment, and innovation. Journal of Applied Psychology, 75(1), 51-59. Enjoyment(2010). In Merriam-Webster Online Dictionary, http://ww
w. merriam-webster.com/dictionary/enjoyment Retrieved [2010, January 14] Fineman, S. (1995). Stress, emation and intervention. In Newton, T.
Handy, J. and Fineman S.(eds.). Managing stress: Emotion and power at work, 120-135. London: Sage. Fineman, S. (1996). Emotion and
Organizing. In S. R. Clegg & C. Hardy(eds.). Studying organization: Theory and method, (pp.289-310). London: Sage. Fried, Y., Ferris, G. R.
(1987). The Validity of the Job Characteristics Model: A Review and Meta-Analysis. Personnel Psychology, 40, 287-322. Glomb, T. M., & Tews,
M. J. (2004). Emotional Labor: A Conceptu-alization and Scale Development. Journal of Vocational Behav-ior, 64(1), 1-23. Gouldner, A. W.
(1960). The norm of reciprocity: A preliminary statement. American Sociological Review, 25, 161-178. Grandey, A. A. (2000). Emotional
regulation in the workplace: A new way to conceptualize emotional labor. Journal of Occupational Health Psychology, 5(1), 95-110. Grandey, A. A.
(2003). When The Show Must Go On: Surface Acting and Deep Acting as Determinants of Emotional Exhaustion and Peer-Rated Service
Delivery. Academy of Management Journal, 46(1), 86-96. Gross, J. J. (1998). Antecedent-and-response-focused emotion regula-tion: Divergent
consequences for experience, expression, and physiology. Journal of Personality and Social Psychology, 74, 224-237. Guzzo, R. A., Noonan, K. A.,
& Elron, E. (1994). Expatriate managers and psychological contract. Journal of Applied psychology, 79(4), 617-626. Hackman, J. R., & Oldham, G.
R. (1975). Development of the job di-agnostic survey. Journal of Applied Psychology, 60(2), 159-170. Handy, J. (1995). Rethinking stress. In
Newton, T., Handy, J. & Fine-man, S. (Eds.). Managing stress: Emotion and power at work, 85-96. Heijden, H. V. D. (2004). User acceptance of
hedonic information systems. MIS Quarterly, 28(4), 695-704. Hobfoll, S. E. (1989). Conservation of Resources. A New Attempt at Conceptualizing
Stress. American Psychologist, 44, 513-524. Hobfoll, S. E., & Shirom, A. (2001). Conservation of resources theory: Applications to stress and
management in the workplace. In R. T. Golembiewski (ed.). Handbook of organizational behavior. New York: Marcel Dekker, 57-80. Hochschild,
A. R. (1979). Emotion work, feeling rules and social structure. American Journal of Sociology, 85, 551-575. Hochschild, A. R. (1993). Preface. In S.
Fineman (ed.). Emotion in organization (pp.36-57). London: Sage. Hochwarter, W. A., Kacmar, C., Perrewe, P. L., & Johnson, D. (2003).
Perceived organizational support as a mediator of the relation-ship between politics perceptions and work outcomes. Journal of VVocational
Behavior, 63, 438-456. Hutchison, S. (1997). A path model of perceived organizational sup-port. Journal of Social Behavior and Personality, 12,
159-74. Hutchison, S., & Garstka, M. L. (1996). Sources of perceived organ-izational support: Goal setting and feedback. Journal of Applied Social
Psychology, 26, 1351-1366. Hutchison, S. (1997). Perceived organizational support: Further evi-dence of construct validity. Educational and
Psychology Meas-urement, 57(6), 1034-1052. James, N. (1989). Emotional labor: Skill and Work in the Regulation of Feelings. Sociological Review,



37, 15-42. James, N. (1989). Emotional labor: Skill and work in the social regu-lation of feelings. Sociological Review, 37, 15-42. Kaufman, J. D.,
Stamper, C. L., & Tesluk, P. E. (2001). Do supportive organizational make for good corporate citizens? Journal of Managerial Issues, 8(4), 436-449.
Kotler, P. (1998). Marketing management: Analysis, Planning and control. New Jersey: Prentice-Hall. Kruml S. M., & Geddes, D. (2000).
Exploring the dimensions of emo-tional labor. Management Communication Quarterly, 14(1), 8-49. Lieberman, J. N. (1977). Playfulness: Its
Relationship to Imagination and Creativity. New York: Academic Press. Marjorie, L. R., Russell, C., Carol, A., & Bormann, A. B. (1999).
Or-ganizational Politics and Organizational Support as Predictors of Work Attitudes, Job Performance, & Organizational Citizen-ship Behavior.
Journal of Organizational Behavior, 20, 159-174. Masterson, S. S., Lewis, K., Goldman, B. M., & Taylor, M. S. (2000), Integrating Justice and
Social Exchange: The Differing Effects of Fair Procedures and Treatment on Work Relationships. Academy of Management Journal, 43(4),
738-748. McMiillan, L. H. W., Brady, E. C., O'Driscoll, M. P., & Marsh, N. V. (2002). A multifaceted validation study of Spence and Robbins'
(1992) Workaholism Battery. Journal of Occupational & Or-ganizational Psychology, 75(3), 357-368. Meyer, J. P., & Smith, C. A. (2000). HRM
practices and organizational commitment; Test of a mediation model. Canadian Journal of Administrative Sciences, 17(4), 319-331. Moorman, R.
H., Blakely, G. L., & Niehoff, B. P. (1998) Does per-ceived organizational support mediate the relationship between procedural justice and
organizational citizenship behavior(l Academy of Management Journal, 41(3), 351-357. Morris, J. A. (1995). Predictors and Consequences of
Emotional La-bor: Service Organization. Doctoral Dissertation Abstract, The University of South Carolina. Morris, J. A., & Feldman, D. C.
(1996). The Dimensions, Antecedents, and Consequences of Emotional Labor. Academy of Manage-ment Review, 21(4), 986-1010. Morris, J. A.,
& Feldman, D. C. (1997). Managing Emotions in the Workplace. Journal of Managerial Issues, 9(3), 257-275. Mumby, D. K., & Putnam, L. L.
(1992). The politics of emotion: A feminist reading of bounded rationality. Academy of Manage-ment Review, 17, 465-486. N?0J ing, G., Bri?0 ,
M., & Brouwers, A. (2006). Beyond demand-control: Emotional labour and symptoms of burnout in teachers. Work & Stress, 20(4), 303-315. Puca,
R. M., & Heinz, D. S. (1999). Task Enjoyment: A Mediator be-tween Achievement Motives and Performance. Motivation and Emotion, 23(1),
15-29. Pugliesi, K. (1999). The consequences of emotional labor: Effects on work stress, job satisfaction, and well-being. Motivation and Emotion,
23(2), 125-154. Putnam, L. L., & Mumby, D. K. (1993). Organizations, emotions, and the myth of rationality. In S. Fineman (ed.), Emotion in
organi-zations, Newbury Park, 36-57, California: Sage. Rafaeli, A., & Worline, M. (2001). Individual emotion in work or-ganizations. Social
Science Information, 40(1), 95-123. Rafaeli, A. (1989a). When cashiers meet customers: An analysis of the role of supermarket cashiers. Academy of
Management Journal, 32(2), 245-273. Rafaeli, A., & Sutton, R. . (1987). Expression of emotion as part of the work role. Academy of management
review, 12(1), 23-37. Rhoades, L, & Eisenberger, R. (2002). Perceived organizational sup-port: A review of the literature. Journal of Applied
Psychology, 87(4), 698-714. Rhoades, L., Eisenberger, R., & Ameli, S. (2001). Affective commit-ment to the organization: the contribution of
perceived organ-izational support. Journal of Applied Psychology, 86(5), 825-36. Scanlan, T. K., & Simons, J. P. (1992). The construct of sport
enjoy-ment. In G.C. Roberts (ed.). Motivation in sport and exercise , (pp. 199-215). Champaign, Illinois: Human Kinetics. 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, 163-184. Scott, W. G., & Mitchell T. R. (1976). Organization theory: A struc-tural and behavioral analysis. New
York: Irwin. Settoon, R. P., Bennett. N., & Liden, R. C. (1996). Social Exchange in Organizations: Perceived Organizational Support, Leader-
Member Exchange, and Employee Reciprocity. Journal of Ap-plied Psychology, 81, 219-227. Sharpe, E. K. (2005). Going above and beyond: The
emotional labor of adventure guides. Journal of Leisure Research, 37(1), 29-50. Shore, L. M., & Tetrick, L. E. (1991). A construct validity study of
the survey of perceived organizational support. Journal of Applied Psychology, 76(5), 637-643. Shore, L. M., & Wayne, S. J. (1993). Commitment
and employee be-havior: comparison of affective commitment and continuance commitment with perceived organizational support. Journal of
Applied Psychology, 78(5), 774-780. Stamper, C. L., & Jonlke, M. C. (2003). The impact of perceived or-ganizational support on the relationship
between boundary spanner role stress and work outcomes. Journal of Management, 29(4), 569-588. Standelands, L. E., & Boudens, C. J. (2000).
Feeling at Work. In SFineman(ed.). Emotion in Organizations(2nd ed.). (pp. 46-63) London: Sage. Steers, R. M., & Porter, L. W. (1991).
Motivation and Work Behavior (5th ed.). Singapore:McGraw-Hill. Stinglhamber, F., & VVandenberghe, C. (2003). Organizations and su-pervisors
as sources of support and targets of commitment: A longitudinal study. Journal of Organizational Behavior, 24(3), 251-270. Totterdell, P., &
Holman, D. (2003). Emotion regulation in customer service roles: testing a model of emotional labor. Journal of Occupational Health Psychology,
8(1), 55-73. Tsai, W. C. (2001). Determinants and consequences of employee dis-played positive emotions. Journal of Management, 27, 497-512.
Van, M. J., & Kunda, G. (1989). Real feelings: Emotional expression and organizational culture. In L. L. Cummings & B. M. Staw (Eds.). Research
in organizational behavior, 11, 43-103. Wankle, L. M. (1993). The importance of enjoyment to adherence and psychological benefits from physical
activity. International Journal of Sport Psychology, 24(2), 151-169. Wayne, S. J., Shore, L. M., & Liden, R. C. (1997). Perceptions of
or-ganizational support and leader-member exchange. A social ex-change perspective. Academy of Management Journal, 40(1), 82-111. Wharton,
A. S. (1993). The affective consequences of service work: managing emotions on the job. Work and Occupations, 20, 205-232. Wharton, A. S., &
Erickson, R. J. (1993). Managing emotions on the job at home: understanding the consequences of multiple emo-tional roles. Academy of
Management Review, 18, 457-487. Wichroski, M. A. (1994). The secretary: Invisible labor in the work world of women. Human Organization,
53(1), 33-41. Witt, L. A. (1991). Exchange ideology as a moderator of job atti-tudes-Organizational citizenship behaviors relationships, Jour-nal of
Applied Social Psychology, 21(18), 1490-1501. Yanay, N., & Shahar, G. (1998). Professional feelings as emotional labor. Journal of Contemporary
Ethnography, 27(3), 346-373. Yanchus, N. J., Eby, L. T., Lance, C. L., & Drollinger, S. (2010). The impact of emotional labor on work— family
outcomes. Journal of Vocational Behavior, 76, 105-117. Yang, F. H., & Chang, C. C. (2008). Emotional labour, job satisfaction and organizational



commitment amongst clinical nurses: A questionnaire survey. International Journal of Nursing Studies, 45(6), 879-87. Zapf, D. (2002). Emotion
Work and Psychological Well-Being: A Re-view of the Literature and Some Conceptual Considerations. Human Resource Management Review,
12(2), 237-268. Zapf, D., Vogt, C., Seifeit, C., Mertini, H., & Isic, A. (1999). Emo-tional work as a source of stress: The concept and development of
an instrument. European Journal of work and organization psychology, 8(3), 371-400.



