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ABSTRACT

Because of the development of the service industry, its intensity of competition is very fierce, how to offer better service to attract

customers, it is the important subject of enterprise's development, and the staff of the service trade are the forefront to contact the

customer, they will have decisive influence on the customer's feeling.

This research regards emotional labor as independent variable, to find out about its relation with perceived service quality, regard

psychological ownership as moderator variable, in order to observe whether it has influence on relation among psychological

ownership and perceived service quality.

This research regards Taiwan investment catering trade of Shanghai area as the research object, send out and 50 test questionnaires

and 500 formal questionnaires, the valid questionnaire retrieved is 36 and 323 respectively.

The result of study reveals, the emotional labor has positive correlation to the perceived service quality, and psychological ownership

has interference effect to the relation between surface acting of perceived service quality, as to the relation between deep acting and

perceived service quality, There is apparent interference effect.
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