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& - i

S ERFIERAEEI T A R AT A R R —E A HAT R
BEEESE VR EE (Bozeman and Bretschneider, 1994; Noordegraaf and Stewart,
2000; Perry and Rainey, 1988; Perry and Wise, 1990; Rainey, Backotf, and
Levine, 1976; Rainey and Bozeman, 2000; Word and Park, 2009 ) - #2885
SURREEHATABIFMEAE AR (T - 6518 - 1RIR - SHE R L TR R HFAE
EAHLIEEZ=E (LeRoux and Feeney, 2013; Mosley, 2014; Rainey and
Bozeman, 2000 ) » {H K 20 b 78 IR AR 0 201 ~ FAERMEAT R R 4H 4%
BT > A TIET AR FEELEES R - fEMH SR TR ARE -
SR FIELIRE M AR & T 0N [ (Amirkhanyan, Kim, and Lambright,
2008; Lyons, Duxbury, and Higgins, 2006 ) » &t ARB[REAVEE - AZEE]
FEE b ~ ARz ~ BARIER] SO R - DUERERYHEAFEN
{8t ( Amirkhanyan et al., 2008; Argyriades, 2003; Feeney and Rainey,
2010; Johansen and Zhu, 2014; Lyons et al., 2006 ) - 35 LeI 3 BB 2830 i &
W —FIERSE - F—800T - gt H M E A UL = T o0hT - &
DHHEFAERPT ~ FAEPIEIE BRI = H BB - ARTSRAYETsE HEY

' #R{PLL Web of Science ( THOMSON REUTERS) LA F:Hor 38 klE ( Airiti Library )
o BT - 20T public (AEEMT government ) ~ #AEEMT private ~ &34 nonprofit -
i+ Web of Science 48 THLL#E 7y ~ R LIRS ARV N S TS F R 2 - B
2~ BUEHE DL R AHERETEFERARE ( Johansen and Zhu, 2014; Knutsen, 2013; LeRoux and
Feeney, 2013; Mendel, 2010; Andersson and Getz, 2009a, 2009b; Bottega and De Freitas,
2009; Walsh, McGregor-Lowndes, and Newton, 2008; Amirkhanyan et al., 2008 ) » 5=
AEFPIEER S » W EACE R E=EAEHPIUME#SE (Haley-Lock,
Berman, and Timberlake, 2013 ) » $ASF B E A S PTASREFIAERITHLEREE (Su
and Bozeman, 2009) » B THYA IR FEENEE = AEHPT (Taylor, 2010) ; HAMEEE
GhlEESE R EL =B AR At 8 5N S DA S i U A ]
SCHR 0 2004) - HiE  EHPEPIREBRES SEAREMPNE TITRRERE  EHEH
20144E 8 H27H -

P OB STR RS AP SR A AR TE T F B EAY R (Lee and Wilkins, 2011;
Buelens and Van den Broeck, 2007 )» 25~ ®AIEEPT{ERE B2 S E 4570 BYLE#R( Eldenburg and
Krishnan, 2003 ) » JEEF4HAR B ERPH eS8 7 EEEE B ( Rotolo and Wilson, 2006 ) -
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Z—HIZDZ = A EEFI8 B T A& E SR » WA R Z -
Ry THE— DR E =BEARSMAN B TTRER - DIB{ESE
(emotional labor ) fERFEREI - 52N AIEE S HHEENE TIET
BN EEEE ( Morrnis and Feldman, 1996; Pugh, 1997) » & & T 1 EZPVEEHE
SRR E BRG] - MRS R - S D Aes kN T 207
Pz E BRI TR e TR R R RIS % AT
( Van Maanen and Kunda, 1989 ) « {55 - dHAREC ES A T B B
e L e TERCT R BB LSS Al H S B S EE R RS F=
ARG AR SRAV AR H A > IR B ERE R AVETIEIEL (Diefendorff and
Richard, 2003; Grandey, 2000; Hochschild, 1983; Morris and Feldman, 1996;
Yanay and Shahar, 1998 ) < HRTEINE IR - BIAMATE TS
AR EE (Guy and Newman, 2004 ) ~ E19628 J1 ( Newman, Guy, and
Mastracci, 2009 ) ~ Bi& = (Hsieh and Guy, 2009 ) - 4H&R45%% ( Meier,
Mastracci, and Wilson, 2006 )~ T/EEZEE ~ TEMEE T EHES (Jinand
Guy, 2009) HEZFEH ; HAMAFRIEAEEEIRE AT AREERE (public service
motivation ) 2ZE[EH4H5257% (Hsieh, Jin, and Guy, 2012; Hsieh, Yang, and Fu,
2012) - EARRTFHE R/ VEEEE - EEEE - B HEEEREE
(HIEB¥E - ZUFE - 2009) - 8E80KE (HER » 2009) ~ TAEmE (HFS
it~ MRER - FFER - 2009 © 5REEE - 2285 > 2010) - TiFEE (57
& 0 2009 ; EHEEME ~ E5E 0 2008 ¢ FTHR - EESK - 2006 ) ~ BHFET
CHAR ~ TRAER - R ~ TRl - §2aEe - 2008 ) ~ TERET) (2
=~ BlESC - 2009) TR mERFEEREE ()8 - RIS - MékEE
2008 ) ~ T=/m S EEEE R AE (EIF2HH » 2009 ) - AT - HilE
T EELE S AR (2008) SRR B A BT BEEHEER
Hr (2009 ) AURFTEIAES S22 A BN S AT - A EMAIEH AR -
sREH BT 1% (2013 ) HIEHESOREN AP A8 i T B B AT A B VAL
T BINIEE BB L R e B R (A b 55 - (B 48 S I TR RS 0
P9~ FASEFIEE IR E FAHAR, - (Al 055 RIS BRST IS =R PTG 4E 25 5 AH
el o (KIE - ATFEAVnTsERE © — ~ PR =PI B TRV 1548 255 A R
AR R ? =B B TS B e o 2 s asia
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B LRSS MENT MR - RS AL R ESE Hochschild (1983 ) AY
i o LA T RIEEDTTFET A ) (surface acting ) Bl T 2RI/ TAR{T &y

(deep acting ) iy [G&E25 HATHIREIA - A& E & RSB HEAH
FENE - B MENERREL -SSR - R RN
BUE B2 A FramME GBS LUER B REN N B2 LR
I B M BT S B O TS > RS U IR L BV RE A AR A B L B
DIFF &R iR -

HIMER R » 4HAK 2 NEHAE A%~ IRV E H AN H A5 S R B - 4HA
IR EE RS R B AV T Ry > BEAEUE Ry (B RS EAAH A%~ IRV O &) - Wikg
i IBAHAR - B - BRI 4 E Rl (Heinrich and Lynn, 2000; Klein,
Dansereau, and Hall, 1994 ) - Morris Ei Feldman ( 1996 ) ~ Hochschild

(1983 )~ Ashforth Bi Humphrey (1993 ) —B5i7% » 154 T RS A
e W A & S RN IR E - I AR 2% sk
Ak R AE AR AT R R B L ERSB ML E s R Bl b 55 18 S Bhidhk
4ReZ R (ecological fallacy )+ F2 27 %5 (0 FE RS B AR IHAE &80 - I
GELF & (atomistic fallacy ) (BIHRLL ~ 28 - &4 - 2012) -
E B S m T iR FIRS 2 728 (macro ) BAfIEE (micro) AEAEE
o LA E ZISEHAEZSE (Kleinetal, 1994) » FHIHFEELL
BRGNS R IR T R 24 g RN A S K 2 B g 2 am T
18- BESRANE I T EEENFERNE - BE AR TECERA
FRFA B HEA > SRR EEE R EE - & T EEHEEE
AR SR A B - B EE I TTOVER RS XN - IR E iR
FOF AHeE SR EE AV S22 (Heck and Thomas, 2008; Hofmann and Gavin,
1998; Liao and Chuang, 2004, 2007 ) -

&R AT - RSO RS E S - AT BRI A TIEES
ARV EIRSERAH AR B N IRIE » DAZ B 4T (multilevel analysis ) B5& =
A FIEHSIIERT B LB S AIN B Z MR (R - B DA R A -
FLESFIEATRE A HAR T N\ B2 PR SR A A AR 275 KR ZAm(E
RS IRIF AR EE S - AR EFSEIFT (intersector ) AURRHRERG DL R
= AR %N o v 1 N 1 [ o el /N Al 2 B =



106 TTECEEREER

R AR A L TS - SIS AR T 27 - HEREY - T
P A S T S T S T B A T AT T
HEAE SRR - BRIL - ACCH SIEERL: — SN R
PR TS TR AT I - DR I A R -
BB EIITIER - AR e A 8P - L rIEEpE A4
BT ANGEE % RS R B | = B - SN
FELSSATAIR » 46 TR FIRDF T B B et -

A\~ PRI B

=~ MRS B I AR R R

e Kozlowski BH Klein (2000) 35/% » 17 2 Z0E T/EERTIRET
RERE LG RAVRIE - HIE - tror e AR B2 - HamBlRss ~ME
SFEZERE AR W EZ B AR A e S S T a T - T
% BES B TRRDHERE AEH Z A 8 AR - RIER]
BhSL AR B G 57 - —HEIRA S /DB S i aHAR K A A
SR - A HE REHE N TIET AEE & FEVE (emotional
exhaustion ) ~ R AR (negative affect ) ~ T{F-F 7= (job dissatisfaction )

( Judge, Woolf, and Hurst, 2009; Totterdell and Holman, 2003 ) - 8 45 [&g 5
TR R ZEIEMIBETE (positive display rule) BIE RGP/ AY T1F4E
7L ( Totterdell and Holman, 2003 ) - f£35 EEif 0 A RESE TR AH AR IR AE [ 48
BESHEEE I TR T R REE T T A EEE N Al AN E

{ Scott and Barnes, 2011; Judge et al., 2009; Scott, Bames, and Wagner,
2012 ) - Diefendorff ~ Erickson ~ Grandey Ed Dahling ( 2011 ) 0BS5S 4HAREE
frEUE A g R AR 5T ARG LA Z e 2 S A g K
AHAR G AN FR AR HIREAD - 7e DL FAVE5m - IR eI IR E AR SRR IR R 28
ES R HETE -
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T~ A GBI AL B 5%

[olEE S RAE A DB sE bh s 7 =B EFIAYAH LB 2= £ ¢ fFa »
Riccucci Ed Meyers (2008 ) f5H 08P ~ SRS AAEEREF B FINE THE
A B RS LRRE A | B - JRE A AE S AR SR b A EEF TR
SOREA R E W EZ AT A EEER N - MAAEFIE THIEEEAS
M8y B T E A GEEE A DURE S e A AR REER g E
SKal PUE B S ZS MO @ 5591 » Lyons ~ Duxbury B Higgins (2006 )
EA =B FIARR TG - SA - KEEIHEEE - P3SN
BRI GEE SR T 2 FEEE T LIEEENZESE - Houston

(2000 HIZEIHAEFIRISEE B TEERE FIBE TE B 5 ABZ=EE) -
AT A B R AR G S s = PR T EE R R TR L
A R R G FER B TTHE A S SRR B R - R
Amirkhanyan ~ Kim Ei Lambright (2008 ) i EERENE (panel data) #f
1B &SRS A AR EE (ownership status ) ~ i (quality ) F1H]
JEHY (access) FHREAVEEFRIERE - BUN KSEEF ST FEEMAELL -
ARFRIRAGLL LU H Fy B AV B o G - AR IR R A s B LU F1) B
HEFT - A e R SR B HEETREIIAZ < Taylor (2010)
{E AL = EFT B T S B A 5 Erf% (public service
motivation » g PSM ) ZEA - T~ 2 —EEEEM LS - A 2mE
N B R DITHEE B S A A LA B - 30 5 NPT 2 AR e AR DA
oSN E AR AT TR AV TfE B E) - Christensen B Wright (2011 ) 3535
=M E TMRAR RS PSM » A §EE 2 TARSFRE

AN IAEAE - MFIRE AElFTIRAL PSM WToes (UREATE AN FTE 22
FIEREATELS? -

O TEHPIHEMERR | FEEEFARTIRERE S EEPIE RS o i E
Taylor (2010) » L Fz Christensen B Wright ( 2011) RIEEiE AR #5585 (public service
motivation ) ZRELE =BT B TAVEFE - BERE &1 > SERENESEILECIR e S
Wl TEAZIH 55 0] AR 7o HAtiE 2 A B e b — R PR fH R B = A -
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=~ {IRR e R Ay BT 32

(—) BHELRES S BRI fR

EFERUEE (self-efficacy » BfH SE) (RFE{E A BES0ER HUE & 1780 » 2R
PR (G 2 eige iy — i FEHEr LLE S uEe I ayH B iE2
TBLA P S MERRAFAYE 1T 8 - HE T s BHE A AT BN 55 ) BB RS

(Bandura, 1982) : gt 2 {6 A A HENERFE T2/ 025 - BEiFES
JHFHEINER - —RRIE - BIEEEE A S A E CE s BE -
S HES A BRI - M R LIRS R - Pashan -
BB TER LR A MM BBy EElEAME
PR E2 B ({E (Sisley and Smollan, 2012 ) - Grandey (2000) {51 E
{8 A AR & 7 AR AHARAVENSE - Ml EH B IRE&E M ET - S5
A~ i~ RS B A T EEENRESR - BAEEER
RERVEHAREN B » TG IR RZ A FIAH AR TSR AR AN - s HAH AR e s
ATad AN B @ - it B B B TE E CRERCI I T 2R AR &Y
B - 2R E g e 8 M iR E DR S R & E KA B &
oK o EAEAR N B A = S O IRRUAE R - IR EETY B F L AR
ALLEEZ - TR YMERIBEE T RE N — B DMFREBNE I T E oK
HIRG B2 I B RS Eh 1 - ThEF O IRRREE IS 2 HI 2 2 E 5 2 2R
e B ARTEHR IR DA T e
ffrax la: GRGEEHFREEI LIF T AEEERE - TELHI - fA5

FIESESFAEER B T 2 2R -
iz 1b: EIREEH T HIN TR T AAEERE  WELET - TAR
FIESESFAEER B T 2 2R -

() WA B AR B & 12 B 4 55 B Bl 0%

A (fit)» B FIRE PMELA — RS & 1% (person-environment fif -
RS PE fit) (RS - AR EA SRR OREE A T g 22 E
Y AR BRI R ARSI 2E (Tolland, 1959) - ZREME AL T
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TEIR IR AL E st (B A\ BRI O AR R A TV RREM B A - R
REEF A [RR I - B0 A B T{EEE & (person-job fit ) ~ {E A
BHZE #3151 (person-organization fit ) ~ i A —EFFEH S E ( person-group
fit) FA{E A — FEFSTE (subordinate-supervisor fit) (FFIEE ~ MEZ -
2005) - fER{E A FLAH&FSTE (person-organization fit » f5fE PO fit) {&
5 - ELARVE B - B8k - F5oREERE ST - EE T/ERVAHAR A M — 20k
{ Lauver and Kristof-Brown, 2001 ) - Black B3 Ashford (1995 ) #i2H T1F
SEHsE (the theory of work adjustment ) ERHH & {HiEfRAVETEM: » 5
HYE B\ BLEH AR IR S S A =l - s S FIAHAR AT SR AVEAE 3R - it
TE AN RG - FR B - gEIEREENRR (OReilly,
Chatman, and Caldwell, 1991 ) - Cable Ei DeRue (2002 ) 375 » ‘=4HAR S
THE 2B EERESE RS - ARS8 A L&
5]« PRIIE » {6\ BHEE SR 3L ST AmnTg - &5 5L I AR m AV 48 25 1R
G o O bl - AGHSE R DL s
fEzae 2a : {E ABIAASSFI S TSR E I TR T A EEEE > WA
FT~ RESFIEESRE MAHAR B T = A -
fizae 2b @ {E ABLAHSFEE STE B R E L TIRT AAREEE  WEAE
FT~ RESFIEESRE MAHAR B T = A -

(=) A BLTARS & B #A 55 B5 R 0%

BN TR AR (person-job fit - #5fE PJ fit) {HF5E AT - H
B~ BE - BEERLT - P L FA RSN R — 271 (Lauver and
Kristof-Brown, 2001; Li and Hung, 2010 ) - Li B Hung (2010} FEHEA
BT {3 & A0 i 9T B 3 HR B B THVRR ST T AR IR £ R EA
MR B A - (BB SEISTT ~ (EA B LR EETT - iR ais
APTES - WERSEE 2 M A AMHENE » 20 Kristof-Brown ~ Jansen
Bl Colbert (2002) hf5t} » IEWERES B EH LA TR DERREE - 5
R RS S TR S LR RN R AR BT - fE— 0 &y
1 Cable B2 DeRue (2002 ) AYWHSSEEE » (B A BT VR34 SR AY HIET 1 228
EAEBECEAR T LR L FE A A SIS T AR TE R - FTRAER
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HF & oy BETam - PRI - TEBRE T8 A BE TR S4B S 48 25 AR R R I
I5F » ]33 Vogel il Feldman (2009 ) MYRHZE R FHE A B TIFEL S ¥
TAEEBAERCA TEIA 2 2 - B A R E DR S E PR B B A B T =3
ETE IS R (o (B A5 CAGSH B S BB T R E R [
{& ( Goodwin, Groth, and Frenkel, 2011; Halbesleben and Bowler, 2007;
Holman, Chissick, and Totterdell, 2002 ) : [RIFE » Fe o] DidEsm B TAYE A
LT {RELE T B S HRRA ke - (R - ARRRZe s AT Bk
fEase 3a {EAETIEE S EEFEEHN T T AAEEEE - NS
F7~ RABFEESRE M B T A= -
izt 3b: A T{FE R RgED TIETAEEZEZE - WAL
F7~ RABFEESRE M B T A= -

DU~ L % e 2 I i K] 32

() MRwsR i B 657 B R

AR SR (service climate ) 98 B THY T {E77=4 ~ BEFRAITT R RFr
SEEZRBTE » iEEEE) - Schneider ~ White B Paul (1998 ) E%F -
AR BRI S  EERE R ETEEE RS - BHIR
Bt 0 = AL AR BRI PT T R E BE IR S R FE R [EE T - AlErya(l
AHEREY BAT AR R ERES N B EREHE Y TIEfT A TESEE
JE I TAR T A B DET - BAHEEE L T AR - S BAEFRB L
{F_ - e SRR 2Hn s A E ) - Tl EE TF LEA AR
M R RS R RS YR R L T T AR
T {EfT A SIS (Salanova, Agut, and Peiro, 2005 ) - {H25—
R B IS A RERE A XU B E B A R BV AEE 42 ( Schneider et al.,
1998 ) - s R b~ MR 2 A » RIS RESE
R EEmEs R - L - ST SRR SRS AR - (5
B TETEE ST LA RETTRFEI - B A Emm DA T
i da: IREBRBEEREEDN T T AAEEZE  WELEFT - FAE

FIEREMAEER B T E AR -



B HERRHRPEE ? A5 - R - SFENESR LT RERZFREIR 111

fiax 4b : IRFSREHEREED TIETRAEEZE > WELSEF - FA5
FIEAIEERIAEA B T2 = -

() A B 55 15 B8 £

FZ EE A E) AR - IR EENE mEUR - BT EEEE
K- iﬁﬂﬂﬁﬁﬁﬁﬁﬁyﬁﬂ%@%tﬂééﬁé ( Schneider et. al., 1998 ) - Totterdel
Ed Holman (2003) 385 » E4EMNREEZ E%ﬁﬁﬁgﬁﬁﬁﬁf{iﬁ’ﬁﬁ%ﬁﬁ
[FI e o AT ANRDHMRAYEE - BB G IRIFEDE - RIMAHARATTS
Ty WIEIREREE ~ ZHAYAETE - &£ Hennig-Thurau ~ Groth ~ Paul Eﬁi
Gremler ( 2006 ) BWHICHIB RS HE & 2 AR A O EAVE BB A
B - 8 B PTREE T R - R e B R %EE%E’JFE
GRS - (DRGSR R g T TR T Al A G B 548 A B
Rose Ed Wright (2005) trf5H - %ﬂéﬁ@%@%ﬁ%ﬁ%ﬁﬁ@i‘%ﬁ%ﬁz
[V RE{% = Schau ~ Albert B Arnould (2009 ) Z=4MEH) - HEMnMEFE
= HIE B O O Al - IS SV rE s R 82 A IR - WA EHAR S
Fean gl H O LRI = oA EEN  EEE s L F S EEH G A m
TAEEU SRR RS - BT T NS g2 ggsE - g
HyMEFRILE M R S EAVREE R AH AR AN 25 - R » AT ARUE#E
BTIEEE BN EEFER Emt B b - B i > AiRse
feam DA e
fizae Sa - Eﬁﬁﬁﬁﬁ R EN TR T A EEEZE - WEAEN - A8

FIEDFE RS E TEHAE -
fise Sb: EIEE B EREED T TRAEZSPE » LS - FAE0
FIEDFE RS E TEHAE -

(=) WO ELFEHST BR #R

BRCUE M ERBESE A E - @l — A5 RS S ERGY

&~ ;’?V HE 7 RS LB LS B B LS EE - E—UREE RS

SRR AVERES (R - K 2SR IS - AR g BT HRR i B 1Y
Fﬁéﬁ%%fﬁﬂlj ( Ashforth and Humphrey, 1993; Morris and Feldman, 1996 -
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BRI BN EARBEERE SN - HREE N ] - i A ARAT
BURESO R EEE S T 2 MEE AR (Van Maanen and Kunda,
1989; Martin, Knopoff, and Beckman, 1998 ) - Dale (2012 ) iff 525 H 54550
AbHraeEry B IR R BN SRS SHEVE ) AR - AERF e
o EE RS A SRR L TR - TS SRR s
MAEFRE S 120 - i FEEERInE A~ SHAYEEK (Ineson, Rhoden, and
Alexieva, 2011 ) - Hebson ~ Earnshaw i Marchington (2007 ) #E{TEE
AV B2 ARG IS am iR N SRR AR SR 5 A Rk > (&
EENPIEEER TR AR R AR - Sodbe— EEEE
MRZE - ERLERSEEE] TR Z g NE R - T B ELEE)
FOiE] A GBI RE - I H S SR E RO B R B R S E g EE
TR SV T - AP ITA S s DL T e
% 6a @ EROAREREHED TR T AR AEERE » AT - A8
FIER SNBSS E T AR -
fizse ob @ @R EH R E D TIFT EEERE - WAL - TAE
FIER SNBSS E T AR -

(DY) AR B4 55 155 8 1

Maslach E Jackson (1981) 283 - IRIRTEAE SRR ZNEG S ET
FI - WREZEFF R ER R - B TH TAERE L REmEty -
[Z PAsE R L EE - WA SRS ~ B 4 L IR SRS R AERRE Y
M E AR A RS SR A NIfE - EE A - K
A BRI FRIHBIRERE - FOBAGR > ARSI E 2N TIESN - AR
SFRNTERFENE - EA TIERARERYR - B TRIMAE IR AV & e -
RIL - EALEFE AL B T BN TR S s - e (i s s 2
ENSEESTE LANFRIE - BRI L - AR DL M EGR ¢
it Ta: TARGREEEREEL TR T RAEEEFE > WELIFT ~ FAE

MRS E TEHEE -
e 7b : TAERRIFEFREEE TET R AEEFE » WAELTEFT - 7450
MRS E TEHEE -
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(Tu) AEHEIRE (R B 34 55 5 R 1R

AFRIE R (red tape ) EAVEEMAESHAE REATIIZEAVARH] ~ 7212
KRy o Az BRIy A SRmI Iy - FTEELN LEIH AL - 1 A Z )
BAYiR T2 (Bozeman and Scott, 1996) - FaH&kESFA ABFIEE(L (red
tape ) FMAGEEL B 1 #E - BT - RERESHS Bl AE HE
GrvalERES R - 2R AR EEEUES (Kautnan, 1977 ) AIGERERELE

FEGHIFRIRA - FIE R - Vallen (1993) fG4HEEAAYR
Ty R PR ~ 27 - Thime R 2 BEAVAEE - 0 SEHRE A TR T Ryl BLAH AR
Gt R A - Z A A BRI AT R ERY B B R SR AVEER
AT - SHB B G RSO A BRI AEMEDRTEE - E2E AN E
A ES R - BRIl - A0 DU T Rk
fRrae 8a : ABRIEE(LH R ED LT AREEZE  WELSEM

FAEIPIEEIEE MAHAR R T =2 2 -
fRae 8b @ ASERIE/E R T AAEESZE - WAL
FAEIPIEEIEE MAHAR R T =2 2 -

W

W
h={111

- BHiaE

L
X

=9

— ~ P R LR A LK

FRIEERL 2011 4 2 F1 £ 4 HEZEHE L EERE T - 05
BERT  FARFIEIRE A TR - B TIRAEAEIRT - RAEIFIECEE
AAHS AR FRG T - T B R e fET4aNs ~ P REGETENE -
IR A AR AT s TTEE AL & = H - MU A E RS
BN AL LA BIRERR IS =PI E AL - 2 AR FT e DUE B -5

Y red tape HATEINAZEE TEEE, TERIE ) AT [REZ 1R Personnel
Red Tape 7% B NEBHIE - EIGE2SGERE T ASHERL, -
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et ARG SRR AP EE A - B 343323 A - fF
O5%HIfE LKEE - DURIES S%MfEffaRaE T - REFRE R ANEIL T
p=0.5 - R ARERENAZ (B » 2010 @ 82-83) » ATRZEANH
KRR RET 384 HATE A - FEIREARE IS - TR - N HFERRE
INILERRE (RRED ~ R Snet il T S REBRRE LA > TR PIBRELS Bt
BT (RISCEE » 2015 1 266 ) » L5 A B PEBEHIHERE » TR RIS
331 {57 (fTIECHERE ) ~ 103 {7 (NVEHFERERE ) ~ 37 (0 (ILEfE) ~ 29 {5
(RTEETEERE ) > 551 500 {7 - A2 EFUATE - FRECER BRI (snowball
sampling ) A9 57, (Singleton and Straits, 2005: 138) » b EE 2RI =
TEAE 2 et R B IR AR B A8 (RS SlaE e A —
BN EE S > EH PRI e G E T A S R - AR
A7 42 (B R R B 4 374 {7 - [EEREYT 74.8% - BN IEE T
Ao - A/ PAVFERfEE: (Rubin and Babbie, 2010) - (fii&i# " A
SRS 7 (sample size caloulator) » Z\EFIFARUE ALTHIEE =
FIEE 5.06% (33 - 2015 1 275 ) - S b[alfE F AT AR I M TRt R o
Bty AT BEAL ~ M AR ~ ST PEIE AL - AE/KEREAL - B AT
/N (A SRR ) -
TEF B M S AR A S 18 2 1% FRPISE AL B FIEET RE AAE A5
W H IEAS AR A A &R T 282 F TR A AT 28l A 7 AR
N - AR A R EE T %/ DIFa A S S AR B4
g1 DL LB FIEEI R EFAE BT 7T A ML AR A B B 8 ¢ {51
A1 FEIRE FAEEIME R SRS - S R RS 7 DA
FEAN AR - IR IRV SE P A » TR AP A DO S 7 2 R B (LR
AR TR (40 Amirkhanyan et al., 2008; Riccucci and Meyers, 2008;
Taylor, 2010; Houston, 2000; Christensen and Wright, 2011 ) = ErZAEEFAFLER

P bl - 2011 - EEPREG ST ¢ http/Awww.exam . gov. tw/lp.asp?ctNode=1109&ctUnit=
376&baseDSD=T&mp=1&ps » #HZEE] 1 2011 464 5 12 H -

R 2011 HEEER ARG 2 AT A B4R 343323 A - hHR BT S
DIATECHE 22 B 7,071 A BB 2 66.14% » HRRFRASEFME T & 1.035 AL
20.69% ; 25T EERE (BRE ) 28 5,494 A5 7.43%; B EsRE 1 9,723 A H 5.74% -

7 #dtl ¢ http://www.surveysystem.com/ sscalc. htm -
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FIEEF & FEH SR ID A FER BEFES » P M A A e e AR N RS
S DA - IR EREMIRAZ T - RRTEEBRICESE G E - a2
EBERLE FIEES PE R AHERAY A\ PE g4 v i il - fER AEIFI88 IR T 926
77 15 23 AR AEFTE RS 502 {7 > BEFER 54.21% » ZLbEiEE
FEARGRFEE - BUESE - ERHESE - AT - TEFRLER
TR (WIS - MAEIEEFIAERR » RPN 272 17 ARG
RARE TR 22 [EZFEFAHEET 167 17> [EULER Ry 61 40%- FRIZMHIER( 2008 )
HIFEFAHAEIIAE S B RS - Fa - e -
GEAESE BEHGE - A8y g L% - EEEEPTATER
321043 fr @ ASLE AT -

1 BLAE 4% 8 WA B E AR S BN S - 3% Kreft B de Leeuw

(1998 ) DLECRfERFIRIREEL (2009 : 270) HUEL @ BEZRBHSE s8Ry
AR - S—EHEEARTAE  HIR SR ARAVICEE - BH B ieE
77 SHEREARRCARER D - M HABSREH ZE AT, 20 - AEFRMIAVIHSEA =
FEEDFIRVAHS g AR AR B A 20 ¢ (R ER TR - AR EES R
DA S A RURA - AR ARV AR S - (HERAN g A g
s B NN —87 1 ( within-organization agreement ) » RIJZE{IFE LAY
Foaiat iR e iRaE 8k NEVEFE LR -

# 1 EX=@SMIEANT S5 R o R TTHR A M S
#1225 LLAF1EY 66.04% - FAERFIRD 50.6% - FR=FI4HEREN 75.9% - EEIAEM
= RETABT (AEFTh 84.76% » FAELFISL 74.7% - FJEEFIAHER S
78.44% ) - GRAFESAGER » RBBCETE 31-40 Al 41-50 3% (AEFTETS
68.71% » FAELFTE 87.85% » SEEFIAHAR 5 69.46% ) - Z BT AH » 2
FESFIRIFEEFEESRAV 23 B R B 221 (5 67.65% ~ 74.5% ~
59.29% ) - SEHERERARIEFE - FAEFTE TS5 3.01 & - WA A
T (P3EE 719 42 MISEEFEHERE T (CFHE 7.60 1) - JEEA4HAR
B AR - LLAAEEM A S TR RN TR T & - A& R 708
T E=EEPIEAREER (of =42.16. p<.001) ~ EHAE (' =13.05,
p<.001) ~ 4E#5 (7 =293.20, p<.001) HEZETRE (' =174.26, p<.001) 2
HEEERE - ERTEEH TR =BT TERR T EEEEN
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HEEZH(F=80.12, p<.001 ) /E 38 X B MH R ST (40 Amirkhanyan et al.,
2008; Riccucei and Meyers, 2008; Taylor, 2010; Houston, 2000; Christensen
and Wright, 2011 ) » $f i =FEE PG A e S AR FEH —
Tt B A AE Z FUFTER AL A FE E RS IR 2 = A PR I B A A ]
e CINFEEE - R RSP IR RS [ R s AR 5 L - 20
THEH-EFT B TaHE I aE A S 20 MR B S YR 7 i B N
FEEIPTNEE RIS MIA TR -
F 1 - RAERFEEEAGAS B TR ASHE (N=1043)

EFET FEFIET JEEFHHE T
b & (N=374) (N=502) (N=167) P
Bt | X&E |H%th| K& | G59th | &K#
. B 33.96% [127 49.4% 248 24.1% 40 42 1
ik 66.04% [247 50.6% 254 75.9% [126
. e 15.24% |57 25.30% [127 21.56% [36
BHAE ET 84.76% |[317 74.7% 375 78.44% (131 13.057%
21-30% 080w 3 6.18% |31 0.60% |1
31-40 % |22.19% (83 72.51% |364 38.92% |65
HFES 4150 % [46.52% [174 15.34% |77 30.54% |51 293,20k
51-60 5 [24.06% |90 438% |22 19.76% |33
61-70%  [6.42% |24 1.59% |8 10.18% |17
ZhpTF J401% |15 20.92% [105 8.98% |15
B2 1 67.65% [253 74.5% 374 59.20% [99
HEER B 27.01% [101 3.98% |20 23.35% [39 174,267
HL 1.34% |5 0.60% |3 838% (14
T Value
R TEFE (S8 ]7.19 3.01 7.66 80, 12k

321 *p<05 > *Fp< 01 » P 001 -
ERAR - R E TR -

T BES R PRE R

AT IR 45 S R e R S AV RE H R B RS SOORL RAER I GRE
HEVE S - (s A UGB LUBIE 287V (Brislin, 1980) - HG3#HE
M HsGETERA 7 HAETR RS (R L WEEREARSEE 7THPREHEED -
DU B0 Rer 1055 Pedel 5 SR ~ T PR e R R B e | B A e B e R Y
EFE
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(=) TEHIZ B IRA R B

#8257 H Hochschild (1983 ) $2H1 » iS5 HESR R - HEE
SIS RHRAY T AL TR0 ] N B8 o 125 - DUERESIE b — R A]
LIER: Rk B She BN A > 12 S R R R bl d LA B &1
BRI o M ARG O CAIEES - DUHEAEAE H— o el
BRPTEORIN TAFRS « LT R I UAFT & (surface acting » i SA ) |
B TR R TAEfT Ay (deep acting » fff# DA ) | A 5& 5% 2R AH
EfEHE -

1. REEHTIFETR

Tl E I TR R R R B R it RISE IR - 2
fEER N B TR EE - A EEEEAEIPET A% ( Grove and Fisk,
1989 ) - AAZE R ] Diefendortf B Richard { 2003 ) LA k7 Diefendorft~ Croyle
il Gosserand (2005) FrgtEME B K £EERZE - A HEMEEE F
DIggE 2E A CRE A S A MBI E R - IR e g AR
B EEEREDR UFERMNBR - BRI EE A FER AL
37~ BRHE MR G (R4 AT EHRAE & - AT EREEN TR T A EEY
Cronbach a /% 091 -

2. WRIKH TIETR

SR ED TR T A E R T B EECA LS et B
HUTSERRE (Grove and Fisk, 1989) - HIH{EE HEHE(ERZE - AIE—E
HAEfE  sAZBEEEFTERBY - B EERZREEH T AETE
& BER R HEERT R RS - BRI mEEERTR
RIS o AHSE R T e T A EHY Cronbach a £ 0.795 -

() SIS Je 2 ) iy K] v o 2 B

1. BR¥EE

B P HE E 2 A 8 ARVENE - SERE BT TENERE - DURE R ERv g
1SR AYEE YT (Chen, Gully, and Eden, 2001: 62 ) - A4ffZEf6E A Zhang EA
Schwarzer (1995) FrZtEny nEE B A ==2EHZE - [t - BEELS
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TENT 2SI HARAY IR ~ HEE B I BLAERE R BV ERRE - AE/2RF
PRI SR R ~ [ R T e IR AR T E - ARERNEEE N IE - R
WL AE S FRUAE E LAY Cronbach o £ 0.90 -
2. fAAN—HEBEE

Kristof (1996 ) FHEA-HEHEEFR R - A MTHEE Y -
BHEE R VE-TRES—HNER > B EEZAAUEARS
AR L P ER B - B ETE 7 =R a e w22 & (supplementary
fit) AP (complementary fit) ZIMER] - #RPE a4
B8 A BRI AT B BV ES s T DAL S R 8 AR A (B TS S e
FHEYFESK (Carless, 2005 ) « Apff%2 422 Lauver B Kristof-Brown (2001 ) ~
Cable 1 DeRue (2002) ~ Cable Fi Judge (1996) L/JE Bright (2007) %
THEE BRI DASE [ TOERE B 2R r 25 [hIN 2 - B%E  FRAVEEE H
AR EA AT I - PR BT LA AT AR &b - WAy AR AT A
SFIBFEBE - TIER U AVERUHRE RIRET - ATseavE A —4Ha8
&880 Cronbach o £ 0.858 -
3. HA—LTIEREE

B A B AR E W0 R B AAVRIGE ~ F28E ~ se DRI LR R M3 S -
B B A B TR AL AV K #8522 IETRYILAL ( Carless, 2005 ) - AuH5EER
R4 B PU{ERE B 2k &= 32 {E R 2 ( Cable and Judge, 1996; Cable and DeRue,
2002; Bright, 2007 ) » 5% : FAVEE IS I TIEER - TEZERAIAY
FeaetRE S - RAVETEAI L CARREE S ~ PR MU= A TR E A E -
AHES AR FEAVEA — CARFL-EE BT Cronbach a £ 0.892 -

(=) HLRRJE R i i K] e e s B

1. FRBEE
A sa i B 2 B RS AN RIS EY =) - di it B RS4GRS - S0EE

OEA-HSRLEERAREABRWEER T ET RSN EESHT I &
FEE THMEERL R B TR » BEAFMRARESHE TIEE TEEREE - 538
EAFTEARRAF R AE A S th BN > # R AE B 282 — (41 Bright,
2007; Leisink and Steijn, 2009; Christensen and Wright, 2011; Kim, 2012) -
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AR B T - BrEfEE 2 A Schneider A (1998) Ardd Y A{E
A H - HuFE - TAFRA RSB T RS T T B ARG EE - T{FE
7/ B TSRS RAEERTAES I B TR LIRS EER T
&7 IEmESHE - TERMUEGRS TEERERERE - T/ERMEESR IE
AR S - IAESEATT TR RS R (R E R Cronbach o £ 0.81 -
2. BE%M

BRG] T 28 Ry AH AR DU B TR oK - B g 2 3] A AH AR E
R EEEERE T - KR EREENRA 170 DB e T
3K HEN HAREA S M AT RV AR T - B AR A B S B T 8 5 =UAv Al
W DS REFAVECE - B T IEEHUE 2= A - DUERIEIET K - 4
SRS RBEFEMAVEZ T\ (Schneider et. al., 1998 ) - ARWHFEH:IU(E
#EH 2R - BFE - TAE RN e E e I e R AR AV D - TR
BetEoE TERERERETE - T R A EOREE R TRRCREIR
oo~ TAE R AR RS S B LAV ES T - e AT S =
SR HY Cronbach o f 0.87 -

3. #Ecch

AREUEIBAR SO LB {E S AR (e MBS FL B ) H AR HLNE - WA
B HiFaEaE7reZ2nyHl2 T E.( Broom, Caudle, Jennings, and Newcomer,
2002 ) - FhAEERE H A EEEFBEURN AT E A ( federal human capital
survey ) ATEREHAR - HBAERE - TIERATHEB RN RIFAVER - £
HEEBUERERANMEN AN E B L FKRE B TR TR - S2EiiE e
BT UARRRE ~ R EDE R BT - R R A e D LR T
B TEERIRINVERCREZ A o LRE A RO R By
Cronbach a /% 092 -

4. TAEfRA:

TAERRI A T ARSI BN B TR ARy N 7R BEA M2 - 20 2
AL EE ~ SERIE ST T AERIE ( Pearce and Perry, 1983; Perry and Wise,
1990 ) - ABHFEEEH Feeney Bt Rainey (2010 ) FraEm) i {ERE HAGH R
BIFE - TAE R R E R LU ES 7 T - TAE ARG METES
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TTAE ~ TAEBEA Ay F MR E S I T ~ B FIHI BRI T
E ~ AR TR TRREIIEE 1 TAF - WSS T IE RS By
Cronbach o & 0.89 -

5. NEHI R

ANEFEEESE - EE R E RN = B R RAER £
ALY~ 1 HE VBT E B A9 - AP EER A Pandey B Kingsley(2000 )
ATEE Ay AERE H AR 2 A - B TR EE DU EA T /EEAETHE
G~ AR DRI AL - TAER B TFKERTFE - T
{ERRM R L S DU SR AN A SRR P A SR T e E SR
WEHFNET - WHE AN NS HIEEEEEEY Cronbach o £ 0.83 -

(PU) =g

H IR rE A R AR EETTE A A R (51
=00~ Flg - FE (BRI RE - L B HRTIERE
EHAO (WEHA-]L BT=0) S REEIETERVIE > DUERE
FI = BB RE -

= ~ Wit LR

AUTFEN RIS EERE AR A R E RS HY S - AL TR R a8 —
AEIERPT - R B AR A B IN S RS - R TR IR
st AT ES RV R B S g U7 e 3R - INIL AT S B At ffE
Ao AH&RIE X - AETFTEE S XS EAIRE R E (shared unit) %
B EEEAERZ A AAELIE - RHIEFREBE SRR

(aggregation ) (FRELES ~ 2201 - 2006 ) - ZRBTFEERALZ Jg R i b
HamAtd - ol IInESRe T e RIRaIME Y - I IR 5 HE RS ELAR A5 Ay
s/ Z 28 (Raudenbush and Bryk, 2002 ) - & {E ke KRB BE55 F51
BRI - 1R A SH g TOORIY - PREESPI B (grand-mean )
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AEE (center ) {FREEAAR AL A MUE TN B, - LRI AN EX
SIRTHIRRRE - TECRAT e BaH A8 g B B s LA - BURCRC VAR
GRS X R PHEA RIS 2 A B o DU /D 8H 8% g AL B A % n SR A T
{ Hofmann and Gavin, 1998; Liao and Chuang, 2004, 2007 ) -

R Stata 131 AUESRIE S - EE R BE oS8
A5 (null model) DIREESEFEETAES » MEB X2 OHEZENE » DI
MGz fBEA S 2 WEBERNLLY) - SRS A (EE/gR) 1fReE
EAPEHI S JOEE A 2 AT ( FEEEMAEEAY - random coefficient
model ) 2 o fi%—{EEAY - FEAGAE ARG AV R - RO AR 2 T
PR ( SURERGIE &5 ARAY - intercept as outcome model ) 27 1 » LUtgEE
FRELAH AR e JOB RS @& AR A -

B~ it oo i

9% 590 5 B 3 BB S T © B 2 66EH 9T Caggregation
statistios ) + ALPEAET - B L SH A AT -

— ~ SEINERUE

2 2 MIF 3 BUR - AT Cronbach’s alpha {EAYEIE /17 0.81 F|
0.93 7[1 » iR R 2 ZAY{E 0.7 (Nunnally and Bernstein, 1994 ) - [
FRPRZER AR R ZENE H EERE - RE AR 22EF] 0.5 LA
T REREEARREER 1 SRR EAEERY » AR 2% 3
H{IEIHE g 2 RN A A5k g TR A S B R AR - FE 7 R R P A RE H BV

® FBAESEEIHME (grand mean centering ) » PR B EATAEISE B —E - i1 E{EREE
HEMG  SEREEFENT RSN - EICSES P8R F - R LR
IFl AR e E ) S22 R R B B A Rl AR GREY S B -
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TR RGN 04 FoREEH 2 EA S AR - B RUE" (Helfrich,
Li, Mohr, Meterko, and Sales, 2007 ) « [t} » AAFFE 2 5B HE e 2 HLAH &%
GBI ERUE - ESTE R B BB ERE T TRAERL - A — 4EER
o~ EA - LEES  Mélslg XBEUE © IBHRE - HEEM -
sl ~ TARPRIEA A S HIEEAL -

=~ Rawat

ULER B R & ot (aggregation ) il &% /g KB B S S TEE
BEEAZEBER CRENE—EHESNE THEREERES
) - HfERBAE - BEFER - S0l - TR - IR ASBFEE
{b - ##8 James ~ Demaree B2 Wolf (1984, 1993 ) FREAyA ST
rwe () B - R 3 7341 IRFERED rwe (EF5 0.86 - BHFE[TNY rwg
85 0.80 » &R AY rwg {H5 0.82 » T{EIR(EN rwe (B 5 0.81 » izttt
BRIV S E B AN 0.7 jw B AEAR 2 T —8ME( between-group agreement )

{ Hater and Bass, 1988; Schneider and Bowen, 1985 )« ~—25Rll#E{T HBEF
HEE AT (one-way analyses of variance ) » 75 ELESEYAVERRS - T I

( between-group variance ) T EGHFEN - Ei5 S8 BN HER A E

{ intraclass correlation » f5f# ICC1 ) BlaH A 4B {Z 1 (reliability of group
mean > FHF§ ICC2) » 73 plBRALAT & » RfgF % ICCL £ 0.110 EZ ICC2 &
0.46 - gHzZE 0] ICCL £ 0.18 EAICC2 /5 047 » 45301 ICC1 /5 0.39 Hi
ICC2 5 0.52» T e ICCL £ 0.19 BL ICC2 & 049 DI N\EiEIEE(R
ICC1 £ 023 ELICC2 £ 0.60 - i 28 ICCI {F B AT 0.12 - i B AR AH AR oT
SRR RS ERESES ICCL {ERYEiET(2E H Bliese, 2000; Schneider et al.,
1998 : PREEES ~ 52El - 2006 ) - ZR1 - AHARRG AVEREL ICC2 (K 0.7 »
BEFS TR S AE S BE I sEA 2T (Bliese, 2000 ) - {HZ:=
WIEA RERF SO T S BN TR DA VB8R A M am AR
& MEAwEN rwe () WERBFEZE ZRHEE&EZRINERE - [JITE -

1 (ERIEIE SRR s B ARSI E SR A E AR B AR - B E
ZIIREE R - BN A e CAOEREGECREY 0.4 IREFES ) (Helfrich et al,
2007 -
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TR > RPIEEAARR A B R T RAY ICC2 {F - {OART5EAHERE
RAAR TS A% ~ BEFARN ~ S0 b ~ TR E A BRI LAy 7T DA
FeRESER -

*2 EREFEAERERERN G

. BREEH | qe || | BEAAE ,
MEH  |FREE | EEEN e | @EaT | fes e 7% 5 &| Cronbach's a
THETAE| TETE T - T AR
SAL 0.81 0.70
SA2 0.87 0.80
SA3 0.88 0.81 0.91
SA4 0.87 0.79
SAS 0.85 0.76
DAl 0.79 0.64
DA2 0.88 0.78
DA3 0.90 0.81 0.87
DA4 0.84 0.71
SE1 0.82 0.72
SE2 0.82 0.71
SE3 0.87 0.79 0.90
SE4 0.87 0.78
SE5 0.87 0.78
PO1 0.82 0.679
PO2 0.85 0.719
0.86
PO3 0.89 0.775
PO4 0.79 0.642
PIl 0.83 0.705
P2 0.84 0.782
0.89
PJ3 0.88 0.781
Pl4 0.88 0.782
fEfEE 0.73 0.73 0.72 0.70 0.76
ESlE
e 3.67 2.92 3.61 2.81 3.02

AR - AR E TR -




124 FTERESE
%3 HAERERE ST
p B | BE | Bx | IF | B [EiEaama ,
B8 | we | =i | o | g | 85 | sasomm |Cconbahse
S5C1 0.73 0.59
SC2 0.61 0.46
SC3 0.82 .66 0.81
SC4 (.88 0.74
SCAH 0.86 0.70
CO1 0.79 0.64
CO2 0.84 071
CO3 0.86 0.75 0.87
CO4 0.88 0.77
PC1 .83 0.77
PC2 .83 0.76
PC3 (.88 082
PC4 0.87 082
PC5 0.87 0.81 0.93
PCo 0.87 082
PC7 0.84 078
PCS8 0.40 047
WM1 0.84 0.74
WM2 .83 073
WM3 (.85 0.75 0.89
Wh4 (.85 0.75
WMS 0.82 0.72
RT1 0.76 0.59
RT2 0.82 0.66
RT3 0.83 068 0.83
RT4 0.84 070
AT 0.62 0.72 0.65 351 2.65

HEsmaE ]| 3.08 2.33 522 3.00 0.66
ICC1 0.11 0.18 0.39 0.19 0.23
ICC2 0.46 0.47 0.52 0.49 0.60
wg 0.86 0.80 0.82 0.86 0.81

EEPRR - R -

= ~ Bk PR e

EX .

7% 4 S PRERE g K BEH A K (

AE T

) SIS - AR

TNEECPAERE AR 4 EEFNSBREGRE - B Er 8 A S
FEE BRI RO 5 PLE - (RIS EeiH R T B EE AR B/ N 1 - £

[EPNE RS- = EIRRS] TNy

50 FRAEZERRNT 1 - iR g RS

REFRIREREZA AN 3 B EME 2 A AR 8(Kline, 2010
FoNEREHE RO -



T EHG 2R HBEERARPENE A H - RER - REMEBR LT RER ZERMEMRE 125

F 4 cHENE IR A B BRI st
| igm | R | BME | BAE ik S0
ERME
EEEY TR TR 533 1.00 1 7 -1.23 5.34
EEEHTIETE 432 1.40 1 7 -0.32 2.28
RHEREK
JiEEEs N 5.60 0.47 3.84 6.40 -1.06 1.76
BEZ g 5.03 0.59 3.17 6.02 -0.59 0.43
sEsTL 4.15 0.74 2.63 5.98 0.39 -0.18
T B 4.88 0.57 2.98 6.13 -0.45 1.35
A EHIEEL 5.10 0.69 2.83 6.19 071 0.67
{ERRER
EE 4G 5.46 0.89 1.4 7 -0.74 3.64
A HEEH S L 5.21 1.07 1 7 -0.83 3.90
{8 A B T/EHEEE 5.41 0.99 1 7 -0.67 3.36

i ¢ AR 87 S EABR 1043 HET -
BRI - AR e TR -

U~ 2 e R o B oR

(—) FHm

HIOHETEEAST RSB SREIEEEEEE TET AL
=fEME THYZEEAY  BEHECRAR SR > RN BT (v = 023,
<.05) ~ FLEBFT (voo = 0.38, p<.001) EAIREFAESR (voo =2.95,p> .05)
FUsEE R © aHAR M WAV EE HA AP IR P TA SR E - Fg
72 6 EGEHREIE LTI E TR T R SR B L A 6 fisRs
FEAEBFT (v = 0.10, p>.05) ~ FAZIFT (yoo =0.66, p <.001 ) ~ FEEF4HAR

(o0 =029, p>.05) WYER - (@ HEREFIEHEE - PIRGERER=
A FET B TABE ST RES A RS - A e E -

5 DIEERGETATIRACAVE SR - 515 4H ATHREE A8 (intraclass
correlation coefficient » FGHE ICC) » (CFREE BT FTE AN 7 I EIAA4:
AR (Raudenbush and Bryk, 2002 ) - ICC 54 88 ¥ o] DIgh AR Ak B X
AN T I - £S5 BRENEFIE THERE S TIEfTREES
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LB EIER] 5.59% - FAEIFT R TEE 14.83% - fIsEa MAHA B T2
0.98% : =4 > AEMTE THREEL T ARSI B EET]
0.61% - FLAELFTRTAE 26.37% » IR E FIAHA S TRIZE 4.62% - IREIE
Cohen (1988) > DIRCHMEEELDEEL (2009) ArEgsgE ICC AR 0.059
wEA BE IR HAR LUPATAE - IRIL - AR TSR A P E RS r A T
ARG TARTT R - DURRLEIFINR I TR T Rie Ae i R 4H &
JE RN E - (HEFENES A LGS HT R SR i b a#

(=) \A BT

teB TR 718 - (0 FIFE A RIRAY - SPARAEAR.2 A EIMIEHRE e B
ABE R E - LRI A E R g O B B2 B Eee ~ fEL A
HAFEETE ~ EABTERE S - DIRIERIEE (R - S - R
FE - HEAT - BELIRREFERETEER) - %EL Stata 13.1
1Y mltrsq FECPTRALATERN - W LUEEE =M 8 TV Bngs
g MR AT R - (ERE 2B R DR AN B FT 8 T AV R
T AE TR Ry 13.65% a8 722 - B 21 08% Rl 2222 © i
FERLERFIE T RIA] DU RE 28 86%F AR 2 PIA2 R » B 51.06%F 4048 2 ]
25 JRE AR AH A 2 PV ERAH AR T2 AT (B 5.28% « (MRS
A TAR TRy - INAMEZ NBERUE - Rl A EM AT 16.55%40 %k
L - B 10.66%FAEAE 2 B2 5 0 RARSFI B TRl ARE 32 32%E4HA
N - B 56.68%EAHAk 2 RIVES © DUJEEFAEEIR T 12.23%/£41
SRR - BL2T0T% S M AR (525 & 6) -

(=) Hlgk P

T {ERS B F S Z W B R 2 16 TR AR LR
AVEE SR (A N AH AN 2 ] HAE AR AV B R M AT e s
B PRAESRZ AR - L EME— R R B R ~ B ~ b -
TARRRFE ARG BLAVESBEII AL - R AEERN - A% 5 F
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T A > NERPTE TR R AR T R AL {ERE 2 F Y R 13.65%38 71
F 20.11% > T FEAHE > fy R* A2 13.65%38 1] 20.11% - [fifE3E 6 £541 -
AHAS g S ] DUERERA S P 2 N B TR REHE I TIET AL 25.46%5E
I 32.32% » FAEBFAZ fi] 2ICHE 46.19%IENE] 56.68% » ARRHFEAEAHE
R R AR VAR E R - RIL - R ARRRSE TR
EIFT ~ RLAEFTELS S R HAR B T RIS 251 % g 20 AY -
1. A#FART
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Do Organizational Factors Influence
Emotional Labor? Exploring the
Similarities and Differences of

Employee Behaviors across Public,

Private Sector and Nonprofit Sector

Jun-Yi Hsich® Pei-Wen Liao™  Ya-Ting Chen™
Juang-Horng Chueh Yuen-Yun Lin

Abstract

This study explores possible individual-level and organizational-level antecedents
of emotional labor nested organizational settings across the employees of public, private
and nonprofit sectors. By multilevel analysis, the antecedents include the individual-level
variables such as self-efficacy, person-organization fit, person-job fit, and organizational-
level variables such as service climate, customer oriented, performance culture, work
condition, and personnel red tape. This study mtends to estimate how these variables
influence emotional labor (surface acting and deep acting) across the employees of
public, private, and nonprofit sectors. The findings reveal support for sectoral differences

and similarities across three sectors. Organizational-level random effects have significant
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mmpacts on deep acting for public sector employees and private sector employees.
However, organizational-level variance does not produce significant impacts on emotional
labor for nonprofit sector employees. For the variables, organizational-level variables
(i.e., service climate, customer orientation, performance culture, work condition, and
personnel red tape) tend to yield significant influences on deep acting for public sector
employees and private sector employees. The influences on surface acting for nonprofit
sector employees mainly come from individual-level variables such as person-organization
fit, self-efficacy, and so on. Finally, explanations for these findings and directions for

future research are discussed.

Key Words: emotional labor, public sector, private sector, nonprofit sector,

multilevel analysis



