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ABSTRACT

Purpose: Although emotional intelligence(El) is seemingly related to the service-oriented citizenship behav—
iors(OCB) of contact employees who are directly interacting with customers, there are only a few studies
examining the relationship between the two. This study attempts to provide empirical evidence for a link
between El and service—oriented OCB. In addition, when EI affects service-oriented OCB, this present study
identifies which emotional labor strategy between surface acting and deep acting is to be chosen.
Methods: The data of EI, service-oriented OCB, surface acting, and deep acting were collected from 142
sales employees who provided services in four large domestic department stores. Hierarchical regression
analyses were performed to verify empirically the main effects between EI and service-oriented OCB and
mediating effects of emotional labor strategy.

Results: The results show that EI is significantly related to service—oriented OCB in the current sample.
Results also indicate that the deep acting rather than surface acting reveals a mediating effect in the process
of EI affecting service—oriented OCB.

Conclusion: The results of this study shows that EI which has a conceptual basis for OCB, can be extended
to service—oriented OCB, The results also contribute to expanding the understanding of the relationship be-
tween El and service—oriented OCB by testing the effect of EI on service-oriented OCB through deep acting.
Theoretical and practical implications are reviewed, and limitations of the study and suggestions for future
research are addressed.

Keyword: emotional intelligence, service—oriented citizenship behavior, surface acting, deep acting

o Received 23 August 2018, 1st revised 10 September, accepted 11 September 2018

t Corresponding Author(hshin@ssu.ac.kr)

(© 2018, The Korean Society for Quality Management

This is an Open Access article distributed under the terms of the Creative Commons Attribution Non-Commercial
License(http://creativecommons.org/licenses/by-nc/3.0) which permits unrestricted non-Commercial use, distribution, and
reproduction in any medium, provided the original work is properly cited.

#This paper was prepared by rewriting the first author, Yinyan Yang’'s master’s thesis.



660 J Korean Soc Qual Manag Vol. 46,No.3: 659676, September 2018

1 A w7 2 55

ThFgh Auj kgl o] e Qlsf Au) s Ak okl FAbehe TR T sl ks vk HE Ui
H BAAY BA ARE ARy, AA ele] AR F A}ﬂﬁﬁx}{?— 3 7R A2 Akl FAReHE AR
A& 2000 129 69%14 2017 12€9 &A) 78.7%% A&H o2 o= 9}, o]2fdt St FAl= An) 2
W Aol ZeE DAL S-S wrdatar glon, olefg S AL VIGER stole A A|ek

ek

A Akl I3 Ef{r/}(Kotler 1997).
A

53], Aol nAIe] AR A thHS Tl MuaE Aledts 719 Aol Ao A Alests A AHl 2
Zol B WS 7]l olE 31%01 uZel s 22 o] HiomM EA TS FdstaL, o] oAt
|5 FW3e FAAA 9he $33)7] wliE-oltH(Solomon et al. 1985). AATF Ao w2 o] AH] 2
FAE 3o Hrishd o & WSS =7 Hol Aot AP Wt Srbeks A Eke] flol A Auls
=2°e a7 fXo] HAo|tHe.g.,, Borucki & Burke 1999; Bowen, Siehl, and Schneider 1989;
Ramachandran et al. 2011). W}ﬂ-/\i 47 2 (contact employee)?] 117 Au| 23] AR5 M0] )=

| ~9] Aol A=A A o] o
T ATk A=, zgqo]
WS-y o yAulE 7 7]—‘—2_-

ae Q959 0@

A Bk olyg), gabe] AMujx dEf Adge] gl o= AL JekS v
aAe] A F7ste NEslE Mu| s AFslH 17
To] Witty ¥ ¥ 9rhkBitner, Booms, and Tetreault 1990).

A4 MBI=AF Fo AF7laAy a8 Aokl BAHA 2 49-7F ol
< s Kel

BE
olam, A AR} A F o MAH/E A Bk R ALe] AYHlel A9 Aul2AF PFS AAFL
2 Belste AL o ool Polth ol 4FE AMAYY) AF WO T PR ATAEL Aus G 2

ZIA 7l 8 (service—oriented organizational citizenship behaviors)e|#HE 1S Ak tHe.g., Van Dyne,

Graham, and Dienesch 1994; Bettencourt, Gwinner, and Meuter 2001).
A2 A ZAA T F (0] 8} Au|=28F OCB)2 17 419 &5 248

le)

q4s T
I} FPE = APl A 9] Fo|th(Bettencourt et al. 2001). YHEA el ZAA|W P E 3} npz7IA] 2

A7)
FAHQ WA oo AozRE BAR) wrk 499 Af AFH BEoR ek A S, G4
Aglo] A ow I SHE BUL HolA TES AL Jm) she] FAje] AFelL} Aol o
0] HEES PPN 5 ek Aulz Fdol o AP ANE 14 47 FAQ) Az A Aol Fag

S XA sar YrHGeorge 1991; Parasuraman, Zeithaml, & Berry 1988).
gy 7199 a2 F4 YSV‘LOH gk FHAlo] Sofs AL AN SFEPAAIE Au] 228k OCBel gk A
= g B Aotk e YL AuAaAE OCBE S7HA717] g AR s “o Asg FEIL,
I aE AsH e elaat ?&EP. Hup AR B A ile] Bagk 5o &84 7 Q= A
I adide] gL wEHEnE 584 8lo] &(Trait activation theory; Tett and Guterman 2000; Tett and
Burnett 2003)= #-83to] ZHAAG0] & AH|2 Ao] v Au|2 A Hls) ©f B MH|2A3F OCBE
TP O FE Sl o]F AFAH R Tt} gk
WA 3 AR =243 OCBY #7178 gfoto] B, & A+
OCBell |3F& WA= A& qrdstast dof AH|2 Ade iﬂ"ﬂ’ﬂ ﬁ?ﬁ}% HAe mds] Slal 29

7]
(surface acting) Hi= WH<7](deep acting) & shte] A=A ES AYste] zile S xds
(Hochschild 1983; Brotheridge and Grandey 2002). £ 7)== Qo] WA AL a2 X3l Zoz |



Yang et al . The Effect of Service Employees’ Emotional Intelligence on Service—Oriented OCB through Deep Acting 661

ol S AN LFHE AT Rl AA]aks 2ol W), WAV EATFH WS 4 3PS
WEA7IE AL guld of B A2 THEE PAYeR Ashisel nRt Eabgel Folst ek 4 9)
oh B AToIAE Au 2 499 A 5o] ofm e A S Austel AuAx% OCBE F/71E A8

)
£
o
&
o
re
-
iiny
i
rlr
N
oX
>
olr
i)
>
jus)
[>
B
ot
(@)
e
vs)
4,
x,
oX,
o,
o
il
)
o
:oé
ol
il
i)
o
>
N

F7H o2 ATt
= 719 Ao ® 7|gHd)

Katz(1964)= 249 & A9 A5 38 ofyel 5 3 245 v gl o8 248 543t
Atk olefd FHL AN FRE L, A I S 2AE, 2Hd B 2 A9 Pol T
Qo= e Axdn. de 29, 24 Wel= A57IeMd BAE 949 24 #dE ol9lol= A AT
o= e g gl B2 A gfiol EART 98 ] dente s 2AdA A aeks AS S5
71710 SE6kA] 971 wltoll 224 0] A3t @S flel 9 9] o] AphHor oo Aol k. o]
Ad eAH R AR A B2 Ao AL Fos AP TRt AE=H0rgan 1988). 5, =AU E
< Ago] Arlel - 9f9 FrhH o Fdshs 24 mio] B deolta & 4= JtHHuang, Jin, and Yang
2004). Aol ¥ B2 2AANH S wolw, Ao WAAERE ofue} ve]e] g E Aasa, o vz}
A ZE ol dFtelA 24 dAe] gFe] FH= 2dE de 7= 3

ARG EE 224 U 2 A8 obdet 1S didem vehd otk AH|A A2 Fglo] iAo A
AR MU aE Alwer] wiell A 2] Aol gk 2AAR YT A o] At A on|H| 5ol 7]o]
sk vE 2 Al Aol A A Aol ol == 244

frtl
N
=
e
i
©
-
=
9
o
ftl
SE
SE
re
-
_>|i
il
rlo
=
=
[
>,

wgiEo] el o zlo] graforst = XS A7|8 tHPodsakoff and MacKenzie 1997). Van Dyne, Graham,
and Dienesch(1994)& F14d¢] % =
gk Mu)2=213F OCB 7N+ AlRbekaith. Au] 24 3F
2ol 9 o] gsolthBettencourt et al. 2001). AH] 2] &
SHete S sk feld wk of
2ol 4= glth(Podsakoff et al. 2009; Raub 2008).

A 228F OCBE 24 Al(loyalty), A1H] 2 A (service delivery), 18]al Zod(participation)] Al 3l 842
T ¥ o1 tH(Van Dyne et al. 1994). F4412 249 ou|A& WAA7]7] 948 et Al

b ORIl A HIHA = 249 o|uAlE FIANTIAY A 5 7] )
Z

CBE 2007 ) Aul2g Aesa o|F
=]
5

=
ol AHI =S Algste] w2

i
=
=
J\l
(o,
ko
-
9

A AL s|Abe] EARA S E 3
Fol(Bowen and Schneider 1985) 4418 A=A OCBY 2 24T HFdth Mujs Ad-S 2do] 7]
of gl s HEAstaL, A A, 2ela FEsHHA AEE] tieste] oles S5A717] g =8 o]
stttk ARl Ao ol e nAe Fujorel RS AAH o

3
Parasuraman et al. 1988). p}x|ato 2 U]~ £Q YL R AT YHo xJo] &

o
[o
=)
g
=
)
@
Q
=
0Q
@
—
©
©
=

S 9Jn| gt Bettencourt et al. 2001).



662 J Korean Soc Qual Manag Vol. 46,No.3: 659676, September 2018

2 ATl E FALe 26l thd AAATF OCBE S7H1717] 98 HaHss A5 FE89
o). grollA] A s gol, A FAUS FAHA, Al A, Felsk F57] SlaAE el Ulg S5 el
0 EE AR Aol WA aah wek 47 Fiele] AT w9 2L A% sheksta, A
o 4 A Fel HeEs s Sohdti, BB e e 57 ke Ao QAEE
A%l SitkMayer 2008). A5l E& Ak Arige] 242 Akshl 92 4 Qo) Tk A8 o]
A ofmg Aoz e theahs Aol AAAAE 2] BFol(Byron 2007) THE Alge] $5H WA
el stk web] e FYUH LR A Ysk siekn AAstel ol a9l Wigel

A4 52 Thorndike(1920)7} A|Qtst AL8] A X]5ol 7|98 FiL 3131, Beldoch(1964, 31-42
7} AL AFEE T} o] % Gardner(1983)F IQ9t 28 HEZ F3 9] x%50] A3 %—Eﬂ% 53] A %f&

| =
thal AHsi gsAsE +7H0P1 7““1*°1 ol E%‘Qﬂokf@% AlgFat it %“éxl%% 199OLﬂEH1?'*E1

1:[
52 S3aIE A3 Asolehar ke, ol 35S
Aok Bl ol el 4 A elo HOIE

ATAEE AT TN el A2 Geie 24
o

E] 9)tHe.g., Davies, Stankov, and
Roberts 1998; Law, Wong, and Song 2004; Mayer and Salovey 1997; Wong and Law 2002). 27174 o3&+
A1) g8 Tpetslar AN ARA HEE 4 Qe TS AP o] JYolA] EEdt Ml diREe ARER

ot zp719] A S 2 ol wink o} o] = OJés}_ﬂ dko } SItHLaw et al. 2004). E}O

o

) al. = 2+
L ié‘ P# fH* L 01*454% 3%l 9131, ALE PABAE 23 grka X2 kMayer 2008).
g BA o] A AR e
5} 9= A A o) AL BA A
Ao gAste] ARl A4S T
Cropanzano 1996). AA|= 1197]¢]
AR, 2429, 2o A9 o 1L, o4 9
n 2017). AT Wd A Aot 494 sk91egls
gelle o, FHdAeol A3 Ao Auls A& OCBE 7171t d3< A Aoz 7dgdl® &7-akaL o
=

£ gAoth, B AFoAE o] 9 gANel tid %A A% AN SIA G,

Y
0(
0
L
iing
& oo
=2
ﬁ
N
N,
= ox
N
olr
o
o[d
oxl
2
ro,
»
-
o)
p
=
oo
SE,
Og‘:,"
offt
B
g
i)

g o af; o#%ﬁ4~zj s

s
o
»
rio
o
N,
2
=
=2
ol —l>1
FEN
oxl
|
o)
i
_()|L
2
ol ont
ey
o
4

2 to
A
o
=
@

an

El
e
B
>4
o
)
2
N
=
N
rot, —m N
ox
::I‘
bt
st
=
>
Y]
rlr
o,
o
o
30,
N

7HE 1__ '_‘ tﬂ]E}'T’t}}ﬁl

:; )
N
ro,
o,
oy
o
N
olf
o
Hir
tjo
&

(Miao, Humphrey, and Qia

o
b
N
iu)
It

a Uehd % JtHFarh, Seo,
01 AAAA TS E83)okels 2olEd AR5 afAgdS

nj
Ho
ol
ol
i)
)
-~
I
e
N
X0
o
o
v
ot
r U
0=
o
i
o,
=
o>~
oty
o,
rf
.%
D
=
o
=
[aN
)
—t+
@D
=
3
Q
=
[N}
(@)
(@)
=
)
@D
=
o
=
0.
o
o
=
jen}
@D
&
[\N}
o
(@)
X
=2



e ect of Sel
ice Ei pIO Cl ug Deep A g 66
yees al ICt Servic
he E Vi ee Emotio elligence o Cl e—QOriented OCB Ol
P AC
3

Yang et al,

o N E
R WTEERD
R o oop I S ol
WM 8% Ten = RE A oy W
i =) — ~Ta —
T %0 o Saoa 2™ e iﬁ&@%mowﬁmnzﬁ oo T
o oo BN Mo = o | of & g o B R gy B = % % o T E T
Lr e e D=2l o TEPE AT g g G i NG
ol e m_ﬁﬂulﬁouaﬁ%ﬂ . W W oo KB oo
PR o) A# ] < N ‘_Lm.o 0 _ZT o 1mv ~E ,AE ZL %0 Jmu_-‘._ nLU = To mmﬂ o]
247 fEigLis AT EVEE L EILoEEALE
X X o X L S T T o ol zo M
T ﬂ%%mmﬁ%m %mﬂﬂﬂmwm*mﬂw%wxmqw;itae:;
TEE PhkLEnyr mwwﬁwi@%M%%m%ﬂw%wﬁgw
7o_.d|.ﬂo€ﬂmu]ozo ulmoqqﬂ]aﬂ]wrloioiﬂﬁ%iﬁu =
Lt 1 ;Iw,ﬂ ‘mﬂ 1w_m0 bo To ~ ﬂA O \mvﬂ HEI w 1@0 R T J:NO ~o vy O#E Exﬁ OL
> de s W = s@uiléx. L_..Alugo W g A RO
o ol N N ~n X ‘.IE.@I = o o = v ) ] R i
Fosf Ll E0EY m%qmwwmme%%wnuﬁa@»
o % e ﬂuﬂuEZﬂ% S (H\ﬂvl%;oLAﬂm._}mhlmﬂnﬂﬁmumﬂuo#etzﬁd‘_
i = » oy B ~ = B S
- < o T o o o T+ < R B T e
oo o T 2 o iy K° ! T2 b ( ¥
a@uji%ﬁimﬂﬁoﬂ ERG A S S8 oz o 7
— NNy 2 e 9K o el o+ T oy T 5 N me T I
EEJIELOA_I‘DIML | : J..&uﬂpQJ.o oj N W o= .I_A_V.L]h]I,AXm
X ol = IRV ey iy %O Azu%%ﬂpud,_7ol1rd S F oo W T
do T A LCOt;oLd Rz = JHlln]W/A] o 70C1Mnm4,|7u i
TEE = EEug X ° z_ﬁﬁyay7ﬁ_fuﬂl L
lmq@MM%%a)B1 R gEM@O#L_EE@LEL&%1qu:mmﬁo@kl.
@w«ﬂ%%%zmmm% o ﬁAH@%M@@.@EEE%aurﬂmmm
—~ —_ —
ul%mf#o#marwz_&oﬂ 2 %mo_d%ﬂﬂwnmgazwm}%5%;,%%
wﬂ%o@m&91.ﬂ@ o ﬂpugzc%su.ziabur1ueﬂﬂﬂoe
O e & © ~ | N i Gl E}xﬂaohz,:.AZﬁ
S ch%vd%wti N 70 W N N wm_‘ o 5 Z % Xz @ 5
71_10t.nnox1_ma_. 8 = 7o o oMﬁEﬂ@Ldﬁodlﬂznwﬁ 2 B R LTS
~ o = g o ,m..._ﬂ! ﬂ;lE [ SEE=I- ] jani [5}
Mﬂxiﬁy7wga.aﬁ B o iﬂﬂyﬁma%ﬁr%wk(1%vﬁes
] 5 S e o N T il T ) ~
mﬁimﬂ_mﬂw@nmaﬁmm%ﬂﬂ 0 woﬁmovmmﬂm\#LG%wﬂﬂJW%%Mﬂ%m
u x Jlo =0 o X il o[- oy o I o ° AT <
z#ﬂ%ﬂﬂm_f%@whﬂmﬂc w0 ,__H,M WWWiﬂ@%m%iﬂﬂH%Mw@@%%a
H,%mw.gm%&ﬂaﬁo% z ]71.magwﬂwxﬁ,%owwﬁaﬂﬁgmj;mm
Y 7_%@@%@&%%@ 5 = za%gw%ﬂm&uAlgud%g ™ 2
a;ﬂ@é.mwggﬂﬂ S h;ﬁ_@%a%%mﬁﬁaﬂym;ogﬂﬂﬂ.m
Em:f mﬂdrﬂ%awge% o o ﬂﬂimﬁ%ﬂ}mm%%ﬁo .%1535;
mlmu%@,%%ﬂiw%wg o Ewmwwmo&@anﬂqgwwaim
j— — 5o ! ﬂ _\ —~
%Hwﬂﬁﬂﬂ%ﬁﬂm_ﬂﬂ. 40 B W%oW@oﬂﬂ&ﬂquﬂ%wmmw%@%%
PpFLIEILAIEE : W%@@ﬂﬂﬂ%%aJQQ%mgya@
o _102_11J|L o ﬂ]al X X ol -
ﬂaJOX]ﬂ7 <m X - S o JI]or g LxﬁﬁLLn
@%wzo;mﬁﬂzﬂqi o A@%%waiﬂrmﬁuw%@o%a T 5 O
W o HoX hUGNeE LA o ) 2o
T o ?lgz_c%l%ﬂ po o o oo X mﬂﬂmzzéxéﬂalo%@
aﬁoﬁgwaaqaaﬁm T N qz:_ﬂuuaﬁmgi%%wﬂoaww;w
L m TEER KBy © B %Qa@wz_@WW%glﬁfcn@ﬁ %
11r/rl owﬂ7,ﬂuﬁ1r%umoumodl NS .w-_._ ,olﬂﬁ.nﬂnowﬂmoxll#uﬁmo*ﬂowmoﬁlqﬂwnumdmﬂ%ut
%ﬁ%m@o,EHWmﬂ;E% = B EoZ;THT%%WO@H@%%%ﬂM,q%w
* o % B o o W I i%i_ﬂ%ﬁyﬁ_%@%ﬂﬂwﬂoa@aﬁwgﬂ
X0 T XL ke le@lE_.7 ot N o M &oo]ﬂuﬁ = O oy oR
= ™ © . X% o oF JJ | = w n o)
(o N P o T ™ 4 B EARCI
1k 7i@;]lm]ﬂ.ﬂAowL_:Tqﬂk&ﬁaoﬁolél
ﬂoﬁrw._/u;l@ﬂ ﬂo%mUKEﬂ‘uﬂJc
oot ol W%wﬂ%_gww
W %o 5l N oo

Ea

| ~Ed



664 J Korean Soc Qual Manag \Vol. 46, No.3: 659-676, September 2018

HolFa1 9)vh(Hilsheger

=
=

@ A7

ok
2

and Schewe 2011).

Jlo

)

fretas
®

o}J

JJo

3

el

tol = oW 3 A

S

T Aok weEM AT Tfde®

=
=

Hl ol

1
.

3}

0

o

]

o AR g Aol M AR

}ol ghoh(Austin, Dore, and

3

A

O'Donovan 2008; Liu et al. 2008).

J)

=
=

o] tH(Hobfoll 1988, 1989). =}

71 A BeHBono

LI,

RE
—=

& Vey 2004). o] 3%t

< U HuE=

#, Aele] FR3 e A4

==
o A £

=2 =

et P

Fal 917

]

AlS

g0 de o 3

21

1
e

0]
S

AL sk

ks

=
R

Ao

el

X

ofpy
o
-

o

A
ful

;O.ﬁ

22 Z7M

ko] ¢lo)(Grandey 2003), 7H¢1¢] 74 =}

e 4%

Z°]

]

e e §399 A

ER

X

J

QLI

= i A B

2

0]
S

el

=
[¢)

Y3 7

u

gEd oz WA FETHLiu et al. 2008).

HA7E

feeke Aol 498 #4717 9% )

9

A

3

717 A S I A B

Ao AFES A A "rkLiu et al. 2008). AT

3T
it

o A EHE B wji

!

g 7

W

o

o}J
L

22

ol #)9le]

THSpector & Fox, 2002; Weiss and Cropanzano 1996). upeha] whel

g

2
A

b odakg vl
Spiz} W

TR

R RS Aol Qls) Aol A7t Agle] 1AAe] dej¥o]

Sl A vente

A
it

=
-

ul
=

g 53

3]

n

o}J
—

1A 53 A5 Au) 24 8 OCBS}

7385
w7}

A
, AL

ups} ol

=

]

2

rof A 4

T

1o°

off Y2A Hol Au]2=A]

lele =g

9]

2 &) o] (Hilsheger and Schewe 2011) ©]e tx]

OCB<}

)

A YFS FTHAFA(Giardini and

e CERVEE RS

B

ol

ok
23]

ol

=
-

-53:

Frese 2006) AJH]2=4]

o
NI~
ol

Yo (Brotheridge and Grandey 2002, Brotheridge and Lee 2002, Grandey 2003). W&} 7 A 50| =

o ) A H oz wob An|x G

Al



Yang et al . The Effect of Service Employees’ Emotional Inteligence on Service—Oriented OCB through Deep Acting 665

OCBE 712 Ao & 7|t} AA & Diefendorff, Richard, and Croyle(2006)& G4 %2l &5 HA7])S

< BEHAVE Fdske YRy 2NN Y T o ThsAd o]
= : M|z A3 A Y] A5 o] FeE U7 e Wi
715 Adeste] AMu| 223k OCBE 7M1 Ao ot wepA & A+t AR Eo| &3 ded+e] A3E

7P 20 AE 0] e AYE TV RYE WHAYE Sato] AMu|2A3F OCBE S7HAZ 3ol

Figure 1] AIASFT: 4453} Mu|223 OCBe] #AEL 7H 15 8l ASatar, 1 Aed Au=A%

OCBel #AloIA A7) ] wizfaste 7 28 S8l dsshast g

Emot ional > Deep > Service—oriented
OCH

Intellieence Action

Figure 1. Research model

3.1 A7 w2

Aol AFEA S tgom A a4 4719 BiE Wakdel ] 1A A7 Sulste] 4ES Wulah A
W2 4o ERela Qs 498 BEoR A4eln AREAE QST oS0 AFE 1A A0 4
E7go] A0 aFsel DAL SUT W A9e A%H AAS HAAlRT. AFAS A7 WL F
gehs Ao AREAL PES AT F 156%0] AEAT MESGOR, T F 14258 H55n B4

T e YA & 142%% 234(16.2%), 91432 119%(83.8%) 2 12| SH=7} ofAdolqit). A&
By AW v 30-3947F 638 (44.4%) 0.2 717 @okar v 30-394] 397(27.5%), W 19-294 2 50
Al ool 77t 20%(14.1%) 9] 2.2 YElstth AEol = 71E 85%(59.9%), MI-Z 507 (35.2%), 71EFTH(4.9) 2.
= e 8HE 2 A E olst 678 (47.2%), 1% o]dt 467(32.4%), = ol 187 (12.7%), Hetd= 111
(7.7%) 2.5 ZAME T A5e] BEg AuEd, A o] 931(65.5%) 2.7 tithE A48l o, iy 49
H(34.5%) .2 YERTE v et 2 F &S] X E A EY 549 o] 115%(81.0%) .2 7H =2 1]
&5 B3, 2-4d 16%(11.3%), 4-53°] 89(5.6%), 1'd m|v+ 35(2.1%)2] o2 vrebdt)



666 J Korean Soc Qual Manag Vol. 46, No.3: 659—676, September 2018

3.2.1 A%

HA s A ERle) A4S Aeell A8k, Breka, Fdsk S¥olthWong and Law 2002). &
QoA 2AA5S SA57] 9151 Wong and Law(20027) /8He SRS ALgalsiT), ol5o] ket 4
BAE A7) o8, B olal, A1 24, 44 B850 o 9] oz pugon], 7 kel A
Ao 4RGN F 167F02 o) FolAgleh, T F ez “thz YRR 3% Ut =l 1) 9900 vl
3 obi= otk o, 03] T2A GeiolA Wl§ RN A 54 A= S4sat,

3.2.2 AB=F

s v WAz F ol 8ke Ado® AT Ve W S rEEA A
AR =717 &= e x¥8ste S oulstar, WAHA7 = Al =7le S WSAIA 18t gl 7
A& Y= Ao|tkDiefendorff et al. 2005). & Ao A= Diefendorff et al.(2005)7} 713t 14530z +
A AEAE AFESt] =T ST A9 s T Wadr]el ds) 24 7 &
14733 ARgate] SAEJY 78 SAT 239 & de v Add o R us dish] e o
715 stk dE gty oo, WA & a2 ‘U u7h oAl Boof ab A S AR =il =9
throlt) 5 k9] Ak B AHAsH ri AR, gAE 53 HEE AREste] SAHEHUT

3.2.3 A8k OCB

Au| 228 OCBS AR g0l A BAE 7d o= Au|x sjAtel A Zabe a7 43 2] x|k
olar Mu| =g Agt 9] 55 P =R Podsakoff and MacKenzie 1997). AH|2=A]8 OCBe 22| AH|~
FAE P71 A Qo] Ao A ddshs 5o 2& AL vk 2 ATl A AH|2=AE OCBE 5438t
7] $13ll Bettencourt et al.(2001)0] 7Hgh AittahS ARESISITh AR|2A8F OCB AeAl= S84, ARl 2

g, Zojo A sheiatd ez FgEdoen, 7 st e AR 57 653, 18|l 5 F 16w FoZ A E S
o w3 @ dle Ui e aok ZAIE ARE W sdsks otk o, & AEA e v AR 2AE

54 Hww Sgah



Ea

10

bol. 2

°

Pl om, e
Al 7N

1
.

% A
OCB
1

=

2

o

319122, )3 Au| 2R

[¢)

. The Effect of Service Employees’ Emotional Inteligence on Service—Oriented OCB through Deep Acting 667
=37 98- A5 4 (principle component analysis)

Yang et al

4.1 BHEE 9 A= A4S

(varimax) 3]

23

el
=

3}

2 BFEQdh o] Ul WA &

A =2 971 a7 FEF T KMO%H

o

ato] ]

S

3}

2 UElg 1, Bartlettd] T34
=

iH O
=

A

O ¥

7] .855, WA {7] 867, 18] AH]~A]

ki)

904, &

A
[¢)

.864% W] MAgo]

ol A3
Folld dukAl o7 =85+ 7042 Nunnally 1978)<

[e]

R

Sk
Ho

A%

Ho} A}g]35t Q1

[e]

=

=
=

& Cronbach®] agt

OCB 927 AF

Tk

@

A,

3

AFE Table 19 AA]

e

Cronbach’s a
904

708
752
579
402
.282
.028
.068
-.043
.055
.245
233
.051
.039
124
.062

FT.9

FT.8
.380
130
147
.658
.694
.565
.579
.298
181

-.019
.056
.268

-.036
072
.090

Fo] AA]

FT.7
-.044
.148
323
.022
.169
144
.085
278
314
.082
101
.692
.816
778
.612

O

FT.6
.164
244
175
.046
.150
404
.540
.574
744
.690
705
223
101
182
.368

Table 2¢ 2]

oma A(+)e] B

FT.5
.004
.054
132
191
.067
042
.081
192
.095
163
.036

-.058
073
.043
132

7

s
144
171
325
124
122
071
117
.096
.165
125
.105
.169
130
.155
.288

2
pul

[e)

J-37
T
FT.4

A
[e]

T

3
=499, p<.01)%k

FT.3

.057

.052

192

171

234

.238

077

.083

.105

.083

-.021

-.030

.035

.000

-.120

Factor analysis and reliability results for variables

Table 1.
FT.2
-.005

.059
.082
.059
.024
.056
-.008
.027
178
281
.242
.237
.209
277
.223

[¢]

FT.1
234
.333
.226
141
.255
.356
.229
051
135
.085

-.022
232
031
.089
147

aF OCB(

A

Ea

A1H]

Variables
EL
Self emotional
appraisal
EL
Other’s emotional
appraisal
EL
Regulation of
emotion
EL
Use of emotion




668 J Korean Soc Qual Manag Vol. 46, No.3: 659—676, September 2018

~111 | 065 | 659 | -.071 | .122 | -.152 | .107 | .163 | -.008
336 | -.155 | .675 | .182 | .009 | .021 | .110 | .083 | -.066
179 | 000 | .714 | 080 | -.035 | 269 | .049 | .032 | -.127
017 | 058 | .778 | .058 | -.044 | .016 | -.100 | .008 | .057 855
069 | .009 | 758 | 194 | 062 [ 015 [ 082 | 112 | 012
034 | -057 | 700 | 124 | -.019 | -.020 | -.100 | 085 | 218
-166 | .004 | 742 | -084 | 012 | .141 | -.098 | -.005 | .097
345 | 250 | 317 | 520 | -.099 | 272 | 080 | -.057 | .001
391 | 238 | 267 | 551 | -.140 | .246 | -.061 | .086 | -.134
037 | 151 | 054 | 712 [ 002 | 244 | 050 | .311 | -.113
125 | 324 | 194 | 718 | -015 | 182 | 115 | -.037 | .140 867
-083 | .185 | 055 | 7290 | .111 | 071 | .110 | -.078 | .205
141 [ -033 | 010 | 743 | 205 | .045 | 194 | 151 | .136
-008 | 049 | 042 | 749 | 093 | -065 | .167 | .066 | .136
138 | 093 | -.056 | .069 | .800 | .209 | -.083 | .017 [ .104
Service—oriented | 213 | .216 | 016 | 055 | .809 | .143 | .130 | -.060 | .147

Emotional Labor:
Surface acting

Emotional Labor:
Deep acting

OCB: 260 | 216 | 017 | .058 | .815 | .024 | .023 | .100 | -.074
Loyalty 206 | 293 | 183 | .054 | .633 | .026 | .071 | .285 | -.003
427 | 268 | 113 | 122 | 452 | -.023 | .321 | .085 | -.055

645 | 377 | 127 | -.051 | .098 | .082 | -.012 | .228 | .241
‘ . 678 | 453 | 018 | 044 | 075 | .152 | -.054 | .160 | .151
Semcgé%flemed 697 | 139 | 059 | -.004 | .317 | 054 | 070 | .155 | .156 607
Service Delivery |90 | =025 | .022 | .110 | 282 | 006 | .142 | 236 | .169
677 | 094 | 047 | 149 | 417 | 095 | .209 | .101 | .031
626 | 220 | -.125 | 204 | 261 | .111 | .228 | -.059 | .269
191 | 680 | -.085 | .293 | .342 | -.006 | .172 | .087 | .050
Service-oriented | <153 | .802 | -.099 | 244 | 237 | 121 | 224 | 016 | .022
OCB: 079 | .831 | -.071 | .183 | .190 | .132 | .241 | .038 | -.082
Participation 131 | 777 | -.049 | 067 | .203 | .196 | .270 | -.030 | .073
245 | 667 | .033 | -.023 | .080 | .297 | .126 | .012 | .058
Eigen value | 13.254| 4.651| 3.261| 2.554| 2.209| 1.670| 1.569| 1.310| 1.042
% var. explained | 29.453| 10.335| 7.248| 5.675| 4.909| 3.712| 3.487| 2.910| 2.316
% Cum. var. exp.| 29.453| 39.788| 47.036| 52.711| 57.619| 61.331| 64.818| 67.728| 70.044

FAA71(=357, <01k WHAA7](1=456, p<.ODSE H(+)9] AABAS BojFa T}, FHA7] 9} AH] 2
A8k OCB(=.135, p=.108)= -0t BAAS HolZx] Zalxak ual7]eh Aul =% OCB(=.422, p<.01)
= Fre A+)e] #AS BolFolth

OlFEA S W4 = AHol AT (=.170, pK.05)F Fonst BAAo] da, AFo] F= AH(=.675,
pODI} Au 228 OCB(r=.344, pK.0DSE Folu|ak #AA o] = Ao
KODE Fom 8k AAAAS BoFa g} o))k Axts o o] B
7F B2 del vl Aol o AH, /\ia]ix]fsg OCBE o o] 8al=
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7 mlEAn 4 Bee] o A9tk oleld AFEANA wre] GG WAL 7t Wl

3 shetab] SAstel M AL AW AARA A ATEANA WEE BANEE s

Table 2. Descriptive statistics and correlations

Mean | S.D. 1 2 3 4 5 6 7 8
1.Gender 1.838 | .369
2.Marriage 1.697 | .558 173
3.Position level 1.774 | .645 -.133 .022
4.Total career 3.654 | .763 -.024] 3857 675"
5.EI 3.533 | .642 1707 .160 .085 124
6.Surface acting 3.219 | 714 .088 150 | -.047 | .080 357"
7.Deep acting 3.222 | 707 011 .043 085 | .017 | .4567| .375"
8.Svc-Oriendted OCB | 3.245 | .671 .025 .033 .344™.096 499" 135 422" -

Note. N =142; "p<.01, “p<.05; Gender 1=male, 2=female; Marriage Il=not married, 2=married; Position level
1=manager, 2=sales person; Total career 1=below 1 year, 2=2-3 years, 3=4-5 years, 4=above 5 years.

43 7F4 A5

& Ao 7Hd 12 A& Mu A7 OCBell A(+)9] J&E vd Aotk otk 74 S5 flste] 917
A 3]s AAESlaL, AFE Table 3¢l A|A] O}O*E‘r A AR ARG A, AEF, AF, a2 F
49 FAardaModel 1), SHW5Y A TS 7+ WA @AZ Fstol(Model 2) S A 243

H

OCBe}e] #AG S AvjE. okt 4143, Model 2oﬂ AAE AXH AT M2 OCB(B=.498, p<.001)
St A(+)e BAXE HofFo] 7 18 AAHA

7 2= RSOl H& AYS xWAVIETHE WHAYE Fke] AH|AAE OCBE 572 Aojt). ¢]
t}. E Ao A= Baron and Kenny(1986)7}F Aekst vl &3 75 At wpe} WA R HA dACl Sasee}
}—i‘ﬂ*fﬂ WA S AR 7HE o] A A5 AH| 248 OCBE frolne #A40] de AL

A o] 212 FFHALE T HA GAR S A Te] v/l mH ) iAol f2v]

ik ﬂﬁw o] QlE=AZ2 Au gt} Table 42] Model 20 AAE AxH FAA 52 17
A7) (B=.487, p<.001) BFell frojw] g ks wA|aL vk w9 9Al =, A TS
A719k A Al 3] 2ol T 5 A WA GACA AbEE AT gakel A7)
Wd A7) eF Au| =23k OCBo] #AA el tigh folnds A notrh. A5 dFHo] B=.498(Model 2)01%1
£=.415(Nodel 3) = FHAE YL, WHAZ](S=.271, p<.05)= AH| =2 3F OCBQ]r Froju ek AA o] vrERt wk 3%

AAZN(B=-.127, p=.119)= frovet A S BolFA] Zdthodel 3 3x). e 1975 Au|2=23F 0B
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=.4560 4 p=.451% W|eFetAl FrAaskglar, HA7]S] AR|2=A g 0Bl o A& (6=.011, p=.925)% 9]

msA] A WA kol wiZfEI S WA Fgnk. whdel], WAz S A FAEAS W, A
Agol dFHL [=.4560014 p=.3212 FASIlaL, WHAe] AuZ=AE 0Bl ok d3FE(5=.277,
7<.05)2 FojwetA veht sy o] S AIERISSIT

=

Table 3. Hierarchical regression analyses for main and mediating effects

Service-Oriented OCB
Variables Model 1 Model 2 Model 3
B t B t g t

Gender -.010 -.114 067 .876 046 .613
Control Marriage A11 1.210 .056 .697 .055 .687
Variables Position Level 059 692 037 495 012 168
Total Career .058 .635 013 .167 .030 .388
Ind. Variable| Emotional Intelligence 498™ 6.547 415™ 4.921
Mediating Surface Acting -.127 -1.569
Variable Deep Acting 271" 3.220

' 024 258" 3147

iVd 2347 056"

Note. AE142; *7p<.001," p<.01, “p<.05

Table 4. Hierarchical regression analyses for El with Surface Acting and Deep Acting

Surface Acting Deep Acting
Variables Model 1 Model 2 Model 1 Model 2
B t B t B t B ¢
Gender 007 | 059 | .086 | .751 | -.033 | -.258 | .053 | .461
Control Marriage 318 | 2473 | 245 | 2.087 | 244 | 1.862 | .165 | 1.403
Variables Position Level | -.105 | -.631 | -.078 | -514 | .083 | .487 | .113 | .748
Total Career | .009 | .052 | -.086 | -553 | -.050 | -.286 | -.154 | -.981
Ind. Variable EI 448 3.840 AT 4.170
I 101 278" .065 2757
AR 177 2107

Note. AE142; “p<.001," p<.01, "p<.05



Yang et al . The Effect of Service Employees’ Emotional Intelligence on Service—Oriented OCB through Deep Acting 671

& OCBell &< vAl= AE Ao Rgtar, o] 59 A4l

R R = A= o ) (e}
ofm A wEAetS Bal o Rl Ak AT AFee AL BAow ST, ATA, A o] AnaA
& OCBell 544 &< 3, A =g ds T Wid71E 78 vizlsto] quj2xg OCB= 42
i A

Qe Thewh 2 ol 24 Telm AFA AAES AR

2 AAMH o2 AR 7 19 AEL Carmeli(2003)¢} Bettencourt et al.(2001)¢] 744 A %0]
‘]

g
H
)
;Y
o

fu

d
Abe] TS B S & wrolEolal 229 B E Gty 918l Au|2A3F OCBeF 22 F7H4Ql d5S 1 wol
Faettte AFAdter dAsit) ol e A= A Fe] B AU A @A B ARS A o]
il Ao Mt Aol glo] TN ANF-dd HES dus FYAITHE AAARIC]E(Weiss and
Cropanzano 1996)3 F-ghgte}. wegh 7 3] 2 94e] A574tse] 759 Had-S £3IA7]7] wi(Tett and
Guterman 2000; Tett and Burnett 2003)9ll 7% %5 0] =2 A& uATES Q&) APt o2 Mu|A~dss &
A g derel & s Sal ER1E AT mEb Aol AR E el A SEe ALl e ARl
A% OCBell %= 1 g3pdo] gufd o U5S Bolsd & A9 997t

=, 71 29 AS5s w3 A4 \ o] Fast u], HA7]7} obd )

S o] QS-S BT olgst A9 AT WHEAY]7F A+) A1 A
7} otk AT Aol A3 (Brotheridge, 2006, Liu et al. 2008, Ramachandran et al. 2011), WH 7]
o] 8.5 fJallA AT} BRI g A4 #Ert stk F-%(Grandey et al. 2005)& ERIAATALE &=

A
Hel7] B AEEE Aeshs 3 go

& ATl T Aol uAI e Apgate AN AN T4 5 Qv IS S 29T W AT
9 Y5 e AN YT Zod 7heAdel o & Aoz ¥e i A7 A (Diefendorff et al. 2006, Johnson &
Indvik, 1999)¢ dA|gtet. whebr] Mu] =23k OCBE a/dA17121W 43l A3 13 E 35 2840l Al
715, o] WHA7] Y] MAUSEE Sl FXHE 7FsAo] U Hrhe As AlAbe) ofe|g A A= A
so] WHA7)E Fste] Au|2=Ag OCBel WA= &S HASFo=M A5 Au]2=28 OCBY| #A A
gk ofafo] & Hol=d 7|8kl

AFA AR S v 2, Aelo] s A4 Sulsk MRS AlEeks 7199 HR '8 A 3
AAE AAs ), A 5ES ST F v ALETE ARSte] A97t w2 FARE Alske HA4Y FUHE
Al E = vk o] AtE 7)E Aoy wejAkE o R A TS SA6t] At w2 oles IS
A% sk Aol AMAIAA F gtk 3 73R 5ol e ol Feke A aF IHelA = o,
WA ] o] w4 2 7S AYS o R wgEd WEY, e B AIAE F5S S8te] A TE
A7l e e 5



o

O]

g o

=

b A

[

Rt AE

3L

o

FAAIRE, A H] 2 7]

9

Ao &8

b o}

[*)
4

3

1

2

T3

AN BT
EERERE

3

VS
S

E
a8)ar A

al

VS
|

=2
i

]

(o}

A7)

2

672 J Korean Soc Qual Manag \ol. 46,No.3: 659676, September 2018

T ™ ok T W° o o T "B S | W
‘w‘0|2t UTﬂWﬁ ﬂﬂmbfiﬁ ﬂﬂ]ﬂ_ﬂﬂﬂ
JI\MO,W 3 .C o 8- aﬂ.OI_HT [ERCS ;o"# ‘Be
B = — = B & Nom R OTE
4 5ol N oo = - A= Nd
- o TN - " e ) o

T W MR T H P % BT
T MW o oof B Jo o7 — TR A= o AR B
T® ¥y X Bpg BogE g
‘mlo Yo JlOH@]r 0

Y Ao X0 ™ B RO T of ™ oo
% Woﬁ o N U ®E R Wy
G O G I T -
- T O i T
ATHM %ﬁrww imﬂubm« 4.%%.@3:4

0 o o ﬂ_l Eeaﬂ ! - B FE

%HM%.@WWW q_%u@W% mﬂMﬂﬂL
e Pz ™

X o o Mo of o O} =
TR P _TH gz LT
=~ B . _ ) T X ﬂ,u_ﬂguo
S e S A - W X
R TRy . PFE e oo w
-0 .7 o TR = 4 oy o W

ﬂ_ﬂ‘mﬂ ~ N o

S iy o ~ 0o
oo B o po B o = o o K o o
o X T P o5 N 9 A Mo
o T E = BT ™ TFE B o @ X H
TN 2 xRy W g - oF S
;OL Oﬁ :.L =~ UT._ O ‘WH i~ ﬂﬂ_l X e ﬂ =< I_NU
oo o Kog Wy .
—_— T« 03 0
TNl dawT 4o Th
Qo B BX CRET R gy X
O w T wm AT TR T W < e
q_moﬂ_A|7ﬁT_1/|JuAT ﬂﬂuﬂﬁo ﬂﬂlﬁm%
N O = X 5 TH e — o -
SEeZT o BETXRT LT wd
SR om0 i < 7 ~ R
ZgEg Ry mgx YNGR
S~ = N o+ B = o T N R T
Tr3fekE Frii wipT
T I T g B o X N
= o W o — 4 o =0 =~ W7 AT
do = b o & gy o wwm%%_ﬂn?ﬂﬂﬁe%
%%@,W%wﬂomﬁmr%mﬂmwﬁL,%wmw
Jo A H By B ow oy & g N o BN
— —_— ,Llu_lnm._w_f.;olﬂS ‘_.E,OEEL :.L
. ROW 2R @LEQ
TRz iz i SR REEQ
N = T B ® o ihm,m.‘_dvqu. e
o T T N = W 3 o) BF 2 o oo oap W
o A - N < H s N el
FATNE e Tgr o X PRI
D B S S T R~ ~ SN R
B w e o O = o M 0 TH ~ N KT



Yang et al . The Effect of Service Employees’ Emotional Inteligence on Service—Oriented OCB through Deep Acting 673

REFERENCES

Abraham, R. 1999. “The role of job control as a moderator of emotional dissonance and emotional intelligence:
Outcome relationships.”Journal of Psychology 134(2):169-84.

Ashforth, B.E., and Humphrey, R.H. 1993. “Emotional labor in service roles: the influence of identity.” Academy
of Management Review 18(1):88-115.

Austin, E. J., and Dore, T. C. and O’'Donovan, K. M. 2008. "Associations of personality and emotional intelligence
with display rule perceptions and emotional labour." Personality and Individual Differences 44(3):679-88.
Baron, R. M., and Kenny, D. A. 1986. "The moderator-mediator variable distinction in social psychological re—
search: Conceptual, strategic, and statistical considerations." Journal of personality and social psychology

51(6):1173.

Beldoch, M. 1964. "Sensitivity to expression of emotional meaning in three modes of communication." In The
Communication of Emotional Meaning, edited by J. R. Davitz, 31-42. New York:McGraw-Hill.

Bettencourt, L. A., Gwinner, K. P., and Meuter, M. L. 2001. "A comparison of attitude, personality, and knowledge
predictors of service-oriented organizational citizenship behaviors." Journal of applied psychology 86(1):29.
Bitner,Mary. Jo. , Booms, Bernard. H., and Tetreault, Mary. Stanfield. 1990. "The Service Encounter: Diagnosing

Favorable and Unfavorable Incidents." Journal of Marketing 54(1):71-84.

Bono, J. E. and Vey, M. A. 2004. “Toward understanding emotional management at work: A quantitative review
of emotional labor research.”In Understanding Emotions in Organizational Behavior, edited by N. Ashkanasy
and C. Harter, 212-33. Mahwah, NJ: Erlbaum.

Borucki, C. C., and Burke, M. J. 1999. "An examination of service-related antecedents to retail store
performance." Journal of Organizational Behavior 20(6):943-62.

Bowen, D. E., and Schneider, B. 1985. "Boundary-spanning-role employees and the service encounter: Some
guidelines for future management and research." In The Service Encounter, edited by J. Czepiel, M. R.
Solomon, and C. F. Surprenant (Eds.), 127-47. New York:Lexington Books.

Bowen, D. E., Siehl, C., and Schneider, B. 1989. "A framework for analyzing customer service orientations in
manufacturing." Academy of Management Review 14(1):75-95.

Brotheridge, C. M. 2006. "The role of emotional intelligence and other individual difference variables in predicting
emotional labor relative to situational demands." Psicothema 18(Suplemento):139-44.

Brotheridge, C. M., and Lee, R. T. 2002. "Testing a conservation of resources model of the dynamics of emo-
tional labor." Journal of Occupational Health Psychology 7(1):57-67.

Byron, K. 2007. “Male and female managers’ability to ‘read’ emotions: Relationships with supervisor’s perform-
ance ratings and subordinates’satisfaction ratings.”Journal of Occupational & Organizational Psychology
80(4):713-33

Brotheridge, C. M. and Grandey, A. A. 2002. "Emotional labour and burnout: comparing two perspectives of
‘people work™ Journal of Vocational Behaviour 60:17-39.

Carmeli, A. 2003. “The relationship between emotional intelligence and work attitudes behavior and outcomes: An
examination among senior managers.” Journal of Managerial Psychology 18(7):788-813.

Collins, R. 1981. "On the micro foundations of macrosociology." American Journal of Sociology 86:984-1014.

Cote, S., and Miners, C. T. 2006. "Emotional intelligence, cognitive intelligence, and job performance."
Administrative Science Quarterly 51(1):1-28.

Davies, M., Stankov, L., and Roberts, R. D. 1998. "Emotional intelligence: In search of an elusive construct."
Journal of Personality and Social Psychology 75:989-1015.

Diefendorff, J. M., Croyle, M. H., and Gosserand, R. H. 2005. "The dimensionality and antecedents of emotional
labor strategies." Journal of Vocational Behavior 66(2):339-57.



674 J Korean Soc Qual Manag \ol. 46,No.3: 659676, September 2018

Diefendorff, J.M., Richard, E.M., and Croyle, M.H. 2006. "Are emotional display rules formal job requirements?
Examination of employee and supervisor perceptions" Journal of Occupational and Organizational Psychology
79:273-98.

Farh, Crystal I. C. Chien,, Seo, Myeong—Gu., and Tesluk, Paul E. 2012. "Emotional intelligence, teamwork effec—
tiveness, and job performance: The moderating role of job context." Journal of Applied Psychology
97(4):890-900.

Gardner, H. 1983. Frames of mind: The theory of multiple intelligences. New York: Basic Books.

George, J. M. 1991. "State or trait: Effects of positive mood on prosocialbehaviors at work." Journal of Applied
Psychology 76:299-307.

Giardini, A., and Frese, M. 2006. "Reducing the negative effects of emotion work in service occupations: emo-
tional competence as a psychological resource" Journal of Occupational Health Psychology 11(1):63-75.

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.

Grandey, A. A., Fisk, G.M., and Steiner, D. D. 2005. "Must “service with a smile” be stressful? The moderating
role of personal control for American and French employees" Journal of Applied Psychology 90(5):893-904.

Gross, J. 1998. “The emerging field of emotion regulation: An integrative review.”Review of General Psychology
2(3):271-99.

Hobfoll,S.E. 1988. The ecology of stress. Washington DC:Taylor & Francis.

Hobfoll,S.E. 1989. "Conservation of resources: A new attempt at conceptualizing stress." American Psychologist
44(3):513-24

Hobfoll, S. E., and Freedy, J. 1993. "Conservation of resources: A general stress theory applied to burnout." In
Professional burnout: Recent developments in theory and practice, edited by W. Schaufeli, C. Maslach, and T.
Marek (Eds.). 115-29. Washington DC:Taylor & Francis.

Hobfoll,S.E. 1998. Stress, culture, and community: The psychology and physiology of stress. Berlin:Springer.

Hochschild, A. R. 1983. The managed heart: Commercialization of human feeling. Berkeley:University of
California Press.

Huang, J.H., Jin, B. H., and Yang, C. 2004. "Satisfaction with business-to—employee benefit systems and organ-—
izational citizenship behavior: An examination of gender differences." International Journal of Manpower
25(2):195-210.

Hilsheger, U. R., and Schewe, A. F. 2011. “On the costs and benefits of emotional labor: A meta—-analysis of
three decades of research.” Journal of Occupational Health Psychology 16(3):361-89.

Johnson, P. R., and Indvik, J. 1999. "Organizational benefits of having emotionally intelligent managers and em-—
ployees" Journal of Workplace Learning 11(3):84-8.

Kammer—-Mueller, J. D., Rubenstein, A. L., Long, D. M. Odio,M. A., Buckman, B. R., Zhang, Y., and
Halvorsen—Ganepola, M. D. K. 2013. "A meta—analytic structural model of dispositional affectivity and emo-
tional labor." Personnel Psychology 66(1):47-90.

Katz, D. 1964. "The motivational basis of organizational behavior." Systems Research and Behavioral Science
9(2):131-46.

Kolb, David A., and Boyatzis, Richard E. 1970. "On the Dynamics of the Helping Relationship" The journal of ap—
plied behavioral science 6(3):267-89.

Kotler, P. 1997. Marketing management : analysis, planning, implementation, and control. NJ: Prentice Hall
International.

Law, K. S., Wong, C.-S., and Song, L. J. 2004. "The Construct and Criterion Validity of Emotional Intelligence and
Its Potential Utility for Management Studies." Journal of Applied Psychology 89(3): 483-96.

Liu, Y., Prati, L. M., Perrewe, P. L., and Ferris, G. R. 2008. "The relationship between emotional resources and
emotional labor: An exploratory study." Journal of Applied Social Psychology 38(10): 2410-39.

Mayer, J. D. 2008. "Human Abilities: Emotional Intelligence." Annual Review of Psychology 59:507-36.



Yang et al . The Effect of Service Employees’ Emotional Inteligence on Service—Oriented OCB through Deep Acting 675

Mayer, J. D., and Salovey, P. 1997. "What is the emotional intelligence?" In Emotional development, emotional
literacy, and emotional intelligence:Implications for education, edited by Salovey, P., and Sluyter,D.(Eds.),
3-34. NY:Basic Books.

Mayer, J. D., Salovey, P., and Caruso, D. R. 2000. "Emotional intelligence as zeitgeist, as personality, and as a
mental ability." In The handbook of emotional intelligence: Theory, development, assessment, and application
at home, school, and in the workplace, edited by R. Bar On, and J. D. A. Parker(Eds.), 92-117. San
Francisco:Jossey—-Bass.

Miao, C., Humphrey, R. H., and Qian, S. 2017. "A meta-analysis of emotional intelligence ad work attitude."
Journal of Occupational and Organizational Psychology 90:177-202.

Organ, D. W. 1988. Organizational citizenship behavior: The good soldier syndrome. Lexington:Lexington
Books/DC Heath and Com.

Parasuraman, A., Zeithaml, V. A., and Berry, L. L. 1988. "Servqual: A multiple-item scale for measuring consumer
perc." Journal of retailing 64(1):12-40.

Podsakoff, P. M., and MacKenzie, S. B. 1997. "Impact of organizational citizenship behavior on organizational per-
formance: A review and suggestion for future research." Human performance 10(2): 133-51.

Podsakoff, N. P., Whiting, S. W., Podsakoff, P. M., and Blume, B. D. 2009. "Individual- and organizational-level
consequences of organizational citizenship behaviors: A meta—analysis." Journal of Applied Psychology
94(1):122-41.

Ramachandran, Y., Jordan, P. J., Troth, A. C., and Lawrence, S. A. 2011. "Emotional intelligence, emotional labour
and organisational citizenship behaviour in service environments." International Journal of Work Organisation
and Emotion 4(2):136-57.

Raub, S. 2008. "Does bureaucracy kill individual initiative? The impact of structure on organizational citizenship
behavior in the hospitality industry" International Journal of Hospitality Management

27(2):179-86.

Salovey, P., and Mayer, J. D. 1990. "Emotional intelligence." Imagination, cognition and personality 9 (3):185-211.

Solomon, M. R., Surprenant, C., Czepiel, J. A., and Gtman, E. G. 1985. "A role theory perspective on dyadic inter—
actions: The service encounter." Journal of Marketing 49(1):99-111.

Spector, P. E., and Fox, S. 2002. “An emotion-centered model of voluntary work behavior: Some parallels be-
tween counterproductive work behavior and organizational citizenship behavior.” Human Resource Management
Review 12(2): 269-92.

Tett, R. P., and Guterman, H. A. 2000. "Situation trait relevance, trait expression, and cross—situational con-—
sistency: Testing a principle of trait activation." Journal of Research in Personality 34: 397-423.

Tett, R. P., and Burnett, D. D. 2003. "A personality trait-based interactionist model of job performance." Journal
of Applied Psychology 88(3):500-17.

Thorndike, E. L. 1920. "Intelligence and its use." Harper's Magazine 140:227-235.

Turnipseed, D. L. 2018. "Emotional intelligence and OCB: The moderating role of work locus of control" The
Journal of Social Psychology 158(3):322-36.

Van Dyne, L., Graham, J. W., and Dienesch, R. M. 1994. "Organizational citizenship behavior: Construct re—
definition, measurement, and validation." Academy of Management Journal 37:765-802.

Weiss, H. M., and Cropanzano, R. 1996. "Affective Events Theory: A theoretical discussion of the structure,
causes and consequences of affective experiences at work." In Research in organizational behavior: An annual
series of analytical essays and critical reviews, edited by Staw,B. M. and Cummings,L. L.(Eds.), 18:1-74.
Greenwich:JAI Press.

Wong, C. S., and Law, K. S. 2002. "The effects of leader and follower emotional intelligence on performance and
attitude: An exploratory study." The leadership quarterly 13(3):243-74.








