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PEEHE BT HHE iR I HE ST K DS IN R mE R
HEAZBHEBENE THEERY - BT EREFES - TEMSER - HIEFHEE ORISR
TREERE S5 (emotional labor ) I - DIFIHA(EHE TAE(EHS B H IRIIEFER (HHER%E
2023) - EEMREREHES BRI DE (EREHESHEREHESE) e (EREESS
RISHAAIAY R ) ZBBEERRRR IS5 BRI AE TR R TIEMEE  TERENEIERE (R
MRZE - 2021) < Petiot S A (2023) FEHVEFESEHIVURET 3 49 B DAEE R IRR A2 g 8 e B e =t
B R A R AR EEITE R - (5 S ER B A EEEERA BB TRAEEEESE &
EAREEEENT R HhRETREGHFEA N BMHEE (Qiu et al, 2023) - [HFE55H
HIRITIEEMS - B EETIERFEE R EHRER H SIS0 E IR - M TIEE £ m A=Y
L 71 ERL SR SEE AT PN E R 1B A AR AT - IR TAFBRG e B R (B50h ~ ¥MAEE - 2003 ;
FREHEL » 2012 5 Grandey & Gabriel, 2015; Wharton, 2009 )+ #H % {{- #5hl F5 Bl AR B2t T A HE A % 51 B
i - SEEEA OB E R EE BB R TEZEEETE (BT » 2022) - SIAIERESHEZ
Hh o BT HREE OB o AR B B A B T AR R T R RS A R (RN - SKRREF 0 2020) -
Ak - fEAEMRNES - B TEEE - RS2 Mg RN R EEIIREE - kLT RRH&RE - Sk
FHAR I RIRE RIS 7 (Lin & Huang, 2014) ~ S TAEE I EHE TSI ERI R B4 T &gk
g TR EE ) KA AR ERIHE - B TR BRI AR AR AR - (E ]
AE R B A\ BRI A TrERCELRL SR TR SR MR - R E TEE M AR EER
FLERL T AR A TR BN RRE - HAPPTRER T REREE | B TEE MR A BRI SR
TR EMEREDK - (HECNENEERZ AANE ; T REEE | 2 TEEERNEIBETHE
REREEH CWIEE TR EURRIAIE - B B HER SR 0 R RN B - FACE R
DAR[E A R h SR B - MR RV B M /NERR —BUE B SCEE » 2015 ; 2151 -
2022) -

T AR AR TR B FE 25 SO BATF L » (BHATS TOEE ] DUE TIERERE A A LrE AR ol 8 B AL A
DUEGRR TAERIA R R BEM AT IE 2 - Bl « SBEE B B IEE S SRS 8 s
SlER » AR T R B EE T R EE 2 (Ortynsky et al.,, 2024) - FE T{EEFEERK AN
—HAEREZ - R TEEE LIEZHER B RSB -

TAEEENTE TAERERE @ AN ATESREEES - g R IME TERREERI - i TIE&EE
WAEFTIECZ BB IE A 156 B R g R B A OB B RAIGEE ~ iR (BOTER » 2022) » #BT(E
ERETIERBREYTEEIF SN - B& T TEET - TEBR - BHEESaniy - BEamn K
TR TR B2 2T ~ M RGBT - 55 S A RS2 S T i 2R T
TEE W IERES S EE A BRI (MRARRZE A - 2008 ; HERIZEA > 2022) - BEREESEAE
HEAaRPE  BRIFEENE  SEGEEREAER IR EREN A S T FRmEERE
7+ (Lee & Chelladurai, 2018) * FRER—EIRE © BT RHEEEFEETEE - [FRFties TE
FHWEE - NETRYIE A EER (&2 E R By TIEEI BRI T B CRIERL - RIS TEE R
TEmEEL -

B BEER TIEEN TAERIET » FRRSZE TEA SO~ MRS BN IRESEE R AR
THHEEEAFERER (EEZ  SiREE 2009 ; /] 0 A > 2011 5 FME > 2013 5 JE5E1
2015 5 SHEUEFE A - 2021) - HETEESBIIMTRE - 20 TR B 55 7 B [RS8 T s B T
BRRIEERT (JRIE— > 2013 ; (A KHFEA » 2022 ; MADBEZE A > 2012 5 EBSSTEEA 0 2015 5 HREEE -
BRAAE - 2012) - BE{LAZE A #E B AN [RI B S0 AU PR A2 1B 4 25 S HETTHR ST (2R - 2016 5 7
FIEF A 20175 B4 0 2022)  EHHEHEA (2014) $HEME RSB RIRGR RETH S O IOBRSE
HETE ST RGBS BT E OHTHIMERIIGE - 2014 AR S B IIFCEF ST B AU 2
T B E AR SR G T AR R G 1 W E S S 5 B I - TE
R Er B A R IR » Wt TEE - ik BHEEES HER#Z
%o

fr ER - [ERES B T TEBNEIGHE - /AR E#E E & R EAZ g 5 TR
FE (B FEIR R TOER R - B A TIERIEE « B T TIEESUARRRRAA - RES
HRIRBHECZ AU EIER - g2 TEENERS BT E - mad2Emse R EEY
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BEHRE T OEE - TESS  HlEAEFNAEASREITE (FREHEFA - 2017 5 BCE
2015 5 dfe > 2013 5 BIEREFEA - 2014) - EEETAEERER —(H RAFHI S OV B IERETR E R
TG AR ER R - (SRS BRI E R Mt ploh T SR - B - A 55
BN FEZ TP AN AT B ER ) — 28 - ABFFEER G 2T 9E i (meta-analysis) (1T - IRIZEZEIHTHZE
FHEEH 2005 -2 2022 £ ZWHFRESORNE R DAE R T BRI G AT BT 04T - HRE i (5
SEEMMHE - TIERR - EREEEZ ARERRZIRE  TEMEHNE - EEERE
EIERS T E R - RERERE S BRI 7 AEnE 5 i ErE s BBl ekl - TIERE - IEH
TR SZ B e R Z B - DURS HHBR S THA R E -

SCRKER

15 #6457 (emotional labor ) MYJFE YR & FHEE 3 Hochschild (1983 ) FrfgH - B Z2 /A & 2R
BT ERFEI TR 22 iR B NMERMITHERHE - TR 2EvESE 275 TIE - HHREHE
NI EURIF N AR A E AR IR o Rl H M IR B G 55 TS5 HETISE > Morris (1995)
PR R GRS B T EEH R R TR MEE - B 5 ek g T EE &8 Tar
BAETE TAEFRVEREREE » BT IE BT UREEER IR - I X fe SRR » Morris
Hil Feldman (1996) ik fEfE EE il GREATE » WHEABLE.ZH - BREEEHETEHER
HIZFRS A A0 T ~ EFEEEILZER] 5 Grandey (2000) DUBREFIEIAIEE RIS - SR IERHS B2
DATFERHARHE T (EREE TIET S EEE RS R E T « [BEFENEE 5 Brotheridge Hil
Grandey (2002) HIiHIE &5 150 Ry (B8 =30 HAERR AT B S 1B - G FEMRER AT 9 AMERYFERE 5 Glomb
i Tews (2004) BB HIEZRIENMERERIGHE  BEFEHEMIREGER S TIFEG
kR EK  Grandey B Gabriel (2015) fEHIE A5 15 TAE AR AW =8 APKERRYZZ S EL - B

TLEER - SRR EEELUGERE /i e L IERHT A TR 2k - =8 £ 1G85 BT Fey
FIRCH

EEE  BEFHEEHESBHETHREE R - WIRFEMHEEEFE (2003) $HEHEFSHHIEE
HEFE T ERE PR GBI » DT /RSB 2 E T B g s M A A0 7 B TAEDA R AETE TS
BRSNS E T @y 5 RIEILEIAMRE (2005 ) IR IS HE 55 15 R 1T H S BE A R e i) 15 Fe P ER
= BEEEEIE - HHEZEIRE - 228 O BRRE  BIEE (2020) $FEIGHE S BRIV
H B FE I 5855 75 0E P i 1B RE i s — T i+ 7522 5 BRSO AR Hh <2 20 RH A il B iy 22 1) - 1% 5
s Eie T TR A ) LA — SR - &8 5 A S T sE g # O M iR % L (mental
health nurse ) HYAEH  IRAIGRE SRR - TIERAAIFRIRES AT E (Delgado et al., 2020) ° %
ATl - gEFEIE N INEETE S A S BB P E TS AR ARG - eI GRS
B AMEEE VR (MAEE TIEBE P ERERY » HERBERIERE « MR DU ] R T ffa
NHIEE 5 5 F5 RS E RS HE T TRR AN 12 - B FE55 55 B9 N 0 B 2 230 R A E TR IR (1 e Bt A FY
NBEE B EEE A SRERAE EL I - WORrRES B(EES A TP Z ik ny## - ZRiV 5 EREiE -

() T8 59 5 BELREL kel 2 BRI 1

TRESS BRI S Bt & TR IR - (A TIEEA H TIEE0NR - E/lRAE(E 2R A T
B TAERRAE - BTN 7Rk HARER TR RE BB RE VN R BT Y L B R ME S TAEAYZER - FrLAE
ERE B TREZERIAYERIG R 25 BRI SRmE (BRITER » 2022) - FraBaskl =i af sk i ey
TAFHIE » B T TIFR A il (FREEMESF A - 2017 5 T 5CEE > 2015 5 £E415 0 2013 5 =
TEFEN > 2014) » TAEGIREMMISE - TEEESE  TIEESUEiaMn 8 2R EHE i -
B TIETIE FERVEME « fE BRI (Schermerhorn, 1996) - fH&R A ZIEHE B LA LIFH)
# TAEfT R A LIFREEERUAH AR N EEREE (Al-Shammari, 1992) = AR ER ZAHMHIE « BfEL
BN LIRS R B2 G R 2 B TR - TIEafEm s TIER > HIERIRENRME
AR - BRI B AR S RERAT (PR > 2000) - MG S AT AR R R fES
TARELGR - AHARE A B #8257 B RO A B EBLEEK « Brotheridge B2 Lee (2002) $2E(#H A% & 22K 0 KA i
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BT TEAGNERE  NAEE THEE - 53R - B - B TEZERGEBER N ERR RSN IE
T ) [l Al B EL R TR Rl BRI AR - T A8 A R v o £ R 17 o SRS 2K S 7T 228 > Morris B Feldman
(1996) FnfE TIEMABESRAIFERRES BRI EEEES « BB DU %
EENIMEEH —ENFRER - B TGS HEVEERRES il eSS EEEREg#EE T
JERENE BRI E BIEENE (BRICER » 2022 5 AW » 2021)

B GEIR AT IR TS 097 2 A B » Totterdell B Holman (2003 ) 30k » & #H#k AL B R
H B el ik B SR A ER - S EEERE - TEA RS RFESE  REHARE
ST R B S R AT T ARG (BHRFE S A » 2015) « Hu %A (2023) HEER1E 455 15 Bl fH iy 51
LOE) - BRI E S B EEERTRNER » B 5 B IEERE R K R e S E 4
P2 FRREEENERERE P E TR E E N EERESE TEE - EZ2EEFRNES - T
TESIS AT R Ry 1. B « SRR - BEAT - ZEAT - OIAT DU IRAEIARERTSE 5 2. B
JFERFT - EE N s WA BDUEIGEAE 5 3. IR A EBERY - i £AE
PATRRS DAR E T 5555 - KRS 22 8 M R Fe e AL AR P - DA R E R B 5 /= - SDA T8
R SR B 8 25 S I BRI E T T BR SRR B -

S A BTEAEMAE P EERBEBESHE - BER 8% BWEREE  BERE - O
BRI ENFWRZRE RSV EIEHS RN - B RNE  (BREER el E
JE TR B 5 15 RCHH B 281 - (B S R A B EEN S (RIE— > 2013 5 (A K&HFF A » 2022 ;
ZEE > 2013 5 JEERL 0 2017) o MAERRAITIZEZ PREFIRBL B AR R HIE S H a2 BEE R
A Hofx = B R A R R T R AR B A B N AR EAEE - AT AEAR AR R & FrsdE
HITERE S IR B OE @RI (ZHESEA - 2013 5 RFEE - EFH54L 0 2005 5
Wang & Chang, 2016) ; {ESZEFR - NIRERE(EE N\ B EEEIEHS R - HpDl T EARERERE
BRSBTS SR o T RIGEREIEH ) 2B T RS ) TR 2R E R
M (r=.261,p=.044) - EH A BFRHEEERE - EEZTENISHES TR (SR L2
B 2015) o BAMNOBEEE A BILEIEGEE A BRARGEHEES - BSEHEEE - BEEIME
TAERERE - HEsn R R T RE R B TR R0 & RE A THBE BB A UIEGEE A B (%
IE— > 2013) - Xu i Fan (2023) WH5EHEH @ FEEEHE (RERH) RGN TEREEESLER
P8 HERE RN ERRZEE AN - EEEREE A BNISHSBIRES - BEH TEE
ANEEBTEEEZRSENEHESE LIEE  EREAFENEE - 2REE - A EErE R
- RSN A BRHIET - EERE R ST -

EAE BN TAFER NS - IEE (2016) fEEHEIATE BB I R th R AT
ERER T EEANFRIRL S P — B B R O i T EE - (B 7 Bt R T B 0 R -
FEE AN EWIBRS I - REEREE AR A R ERE b 2 R B2 — R A & i
B BT A S 2 AR E R B E L » SRR S A\ BB ST EYE - 1 PR G v H
TAEBRREN  MEMMRRZ KR - fEE RIS AE R R E D RAEN SR IEEHR
BRUIEE) - B TEEIEHE AR SEEFEE REZE (BEREA > 2017 ; REHEE
A0 2017) 5 FEATSEBEAPEE - BB - RECUR i BCRH IR Ry T S R R - AT DAE S #4
B EE SR THEAE AEEE  SURTER T ERSBHE TEERMT—E 2 &M
B EEHEBCREEEEE - e 2R A BB ER DU TEER (FH—% 2016 ; Fli51T
2022) -

BRI N (2012) ZE T ERSESREAEERBERE 2T - HlBHEANENERERER
—MEEBENRFHE L > gR\EEBPESAWEEE - SR EHZE - Hu (2023) #
SIANGEIER T SR ESCERE SR, - S SR BETEI AR - BLAh o (OB R IR
EfEm S AR R EELE  FROMMAKEZIMERFH B SREIAF 20 . 7 —@E " HE
Doy > TEMNG ~ TEIG ) REBBR S - B SRS E R A ENEE SN A - ERH
HEHWMZEERES T (Brown et al,, 2023) - [EFEZEHA] - TR AR IBHES BN ERKZH
FERORERR S o 0 FAET ST R AR #E R SRS 5 FERRAR B SN T H AR BRFHE - il
MRARFE B RGN T RIAIBRE ST - REBEESSENEEEE  HREBRAERSEETNRY
2 HEEEESEIEARZ SHEBEBEAEEEEGTZ (Ma et al, 2023) © FTEAFE
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FED BRI ER A EEEEREN "% ) I E g E REREENEESE (R 8
g 2 2010)  TEAEE LRYEBIEZ B SEER S SERETE R E A (EE - FhT %
2020) 5 FEENRAFERIRATVRB IR ARELNTRI - ZRHE - BEOZMAERERZEE
EAZ TR (VO » 2014 ) 5 RRFEERTIR BB RETRIEHESHRER LEET
[V (FREREGE -~ BROE » 2010) « SATEZES (7  EEEES T AIR G S B EE T
PRI  HESGBEHRMREREE « KB ER - BARMERE SRS MLE 7wy
IER » TEB A2 14 5 1A 5 B2 ST B2 By BOAN B F 25 15 SR IS O 0 IR E 2 5= (Xie et al.,
2022) -

e BRSBTS AR T B T TR B (R TR R 2 ) TAEFRIE DA IE
TR » ST IBE 25 s B A Ak R B B SRR IR R BR RO s st — By ¢+ B8 25 s B A Ak Al B 2 T AR
Eﬁﬁo

(=) THiass B L LIE RBIRAGE

TAERRAE R R e B THERE A8 - G RAE R AR DRSS AR - 2R
Ry B TR TETIRER - SRR ARBERBAGERELEZS (BEE - Z5EF - 2020) - £
S AT BRI TERIVHB SO - &6 17 TIEER » TEREIRBERERSEEE - £ TFEE
RHEED BB FEREN © BRI R DU R A LAY B A 2R BRRS - e 55 15 (A E s A h S i
BEE AR R A DR T IR IR - (BB RIDAUSGEE IR #E55 5 - A 28 AR EE B B TIEM
HAVBAELERE > MEEN TIEEEGEN TIE LRI - DIRIRBmEEERE (TOUE
2022 5 FFNERE ~ ZfiES - 2012) - (ERTSEPREFBRIE RIS B AR 2SR - TGRS RGBS - e
TR T # (R 2R e th o HH SR R R e P2 = DU BB TR B - R WA e E BUE R AR
LI (RIE— » 2013 5 FF5EEH » B0 0 2014 5 B—% > 2016 ; ZIEHFEA - 2016) - HEE
TRFCEH N B TR E R T EREREHE - WEMRIREIRR - S59MER TR
Tl & R T B 200007 A AR B B A R FRERE I TT R A e 71 B A ARk 755 R BE K
(BEFE(Z - 2015 5 EREEE ~ BRAEE - 20125 BRIGHE ~ BT 92 » 2020 5 GHEGEF A > 2011)  535h
Kumar A (2022) WF5es838 - T HEEEIRIEELRERE - RE(ThEHEBRZ BFE
TEMIER - R E SRR R AT IR G E N a0 h T TSR T R IR EIRRE 6% © BT
DARESER AR SRS iR D - G BREH AR T B T BRE Ao G DUR 0E BRI P AR 2 i 155 s
HEIEER - M TERE5S B HIRRE AR - TAERINET SRR R R BE sUe ik & - WIEE THEA
FYE—AIZR » A AR st & AR 2 2O MER SR T EE A 3 2 AN RIRY B R B EE T -

Du 8 Wang (2021) FERFRMET R TIFR AL AR - MEETRETIER ARIEMR - &
TR T R AR SITR 2L - Rt - TIER AR S B LR ST RAh/ T2 -
BESh - LA AR SCRF R AN TG R S5 B B S AT R ZRIIRAGR - 5500 - B A (2015) SHETAIHT
T REERE S BHETR R RT3 FREEIER S B REF T RIRERE - &2
AR HREE FAH) - FTDHERRHE S BRIANEER.ZT - YA FF 2R LIERRLA AT v EERF
TEERRT - f7 b AR TERREE TIEER - TIFmERDURBERE R - sH8 S5 B8 T IF
R STRIRR TR HAOE FE (R —Fy © #8555 B L (F R 25 IEAHRA

(Z) #5385 BLIE I 1B SZ BBk TR

B TEGEIEE SR - Al RS AR - BEsEiEE e BEVIRSESER - Rk
A P R B HE B B - E MR TR - IR BB R R B IE SR - H B (HEEEE
FUET AT [ A — TR RrAd MR TREGEEE - BE 0 B I HEE T S PRI B B P S [RI A A AR A8 - RERE R TR
FIRBEE B2 ATV » PR OV SIEED (HHEE - 2011) « RILBES - AWFFEEm EBIERZ 1
fEmEES Ry " TIERER , ~ TR DUk TOHERER ) =@

TAFMERE—F XA LR " TIEWE, ~ T LIEWE ) SR TIEmeR - EERHH TIFE
FEAEHEL O T T TAEA S BRI H R TR R M E (218 » 2015 5 ZEMAER © 56
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Ho2012) o TEMEEEEHSBEORGT  HXMAEEHRIEMAR  BRETHEBEESERZ
FREESE R TEMEEtERE I (RIE— 2013 5 BEEEES A - 2017 : BREEAD - FHUE
2016 5 FFIERE - ZEHAES - 2012 5 BIEGE - BRERET © 2016) - & B T BRGS0 R 1S 18 JHETRAS -
DA B 5 = TRR SIS - BRI B SR N A — U AR E O B IR A B - FIRFHEY
Rt EEERBEMRE AT TG ERA - EERAIEN NIBMES 5 E g E L mfEEmEs LIEmEE
SR TIEREE (VEREMS » B30 = > 2017 5 BEMER » HAEE » 2012) - B THEIFENIEHS 1L EE
A2 MR R E R B2 TR Y o EFRE EE S SR S BB R B A
DI T ETEESEEAFEETEH (Kang & Jang, 2022) ° FRLMERES B E TR & HE B UIAIRIE -
FREFE A B R A IS HOAHBERIGR - tRERE B T TIF L ATEEEE EAEZ -

BRI E T (AR - BE2EERS) - B ORI KSRGS » B IhE R
& — {18 1 ¥ PR 8 DA R TAERE DR g —{8 /53 (F=FKEE » 2016) » AJ DA RIS G2 B R0 2R S
RR (B RS I8 E I N REA R B B A\ 223~ A BWIRIREDA R S A B BIF YRR (R -
2015) - TEFEE DEIEHS B IRGRT - BT RREE R EEE DBEIRET » IR B S EH &
BRSNS EREN TIEREE - EARGEET - heeRE % - FEhHg P ERE
HETERE (MEEHA - 2022 FIEBHA - 2016) - HERIFZIEHE T - NEfEHE &
BB RE IR R ENTEE )] - [FIRFHRERETHE A TR R AR IE A R R -

EOHEERER P BEEER R R EE R  EHEEE GRS EH
%o MO R RN AR L B RRIDAR TR - ABEEAETHN (RREEA
2018 ; RAHGFESE A > 2018 5 BESCHE - 2015 5 BEIRIE » 2016) ° WISRIEHERESHBEE T TIEEWS
THHEZ - IR AR TR T - FTLAEAFIRISS B3RS 2 - ATREEnE (B A B LA
FIRH AT RER B TIERI - MBS L FEEAESEE TERNEERS ) MEEESE TFEE
R g B B 0 OB @R IR B » A DATERF 92 FP BEUR A5 BE R (KB FE A5 15 A - R R R v HH AR 7
SR G EER HEE 0 0B B8 R AR R (I 7 A I8 A 175 ol S 1 MR B A D BB R AR G (RHEE
2013 5 ZRJMEEEE A > 2013 5 FESCHE > 2015) o 17 [F) S5 HE 55 15 TP 1 e T 22 PR B 1 SR R 1 — 1R B
THEmAIF T REEEARTZZE (Maetal, 2023) - HAVERFRTEM S T3iRE < 2R EH
(Yanetal.,, 2023) - #EESPRAEFES 5 - HINEETH D =iEEFTE B (Kim & Park, 2023) -

FH_ESM SO - I 55 5 B I 1 3 B Rk 2 P SRR R T B HE R TGS = Fs « B B IE A
BEK 2 23R IEAERY -

(P9 ) 758 5 5 B £ 17 3 1BLIK 52 Bl i 1k

AW E R R S TIEBR IR TIEBE o 448 2019 4£5F Hussain B Saif ArfEH T T/F
BRI EFRETE R TR A ER A FRIESK - BEEME S i ER - TR S G855 7 HIMH BRI o
o BENE (2012) ~ BREEFIELSEMLF (2019) ~ ZUREZEHAYE (2016) ~ BiZF (2021) DAK
HAHW (2022) F AW iSRTE G S B T/EE ) 2R EMARIE R - BfESEms 5 1LE
ERGRZ RS TAERE S - R TER SER S BTN R S ENERE - RN ES
DRV TR IRE JJ 1138 R 5 8 AR I B IR TAERETS » Choi F A (2019) $EHIFEMIFESRI RIS K FF 5 E
HEIE T DRGSR B SN RS2 -

PEoh - iRFeiE B S I TR R A B - RIEEEESBkEZFR - ST
TEBERENE ~ DE DU B FEIE 2 BEEE - SEUBHIVEE LR ERFIEL (FFEE B
2014) - fELZEH EREBEESE TFEERDEETIEBR LR BEHES T TS
B E IR R W 2 R T R - [FIRFIER T TIERGR (AR » 2018 5 £FE - 2020 ;
BREEAD « ST 0 2019 5 BREBARZE A » 2017 5 BUEHZE A 2016) - MILESH SIS GRS EIE G R 25 15
RIRBALRZ T 2B N (2017) DARFECEATN TR BB S S g thig 22 A (L
W EEN AR - BEEE TENEEERER - SR EES B EREERT - v ReTEm H A&
AR R H O EE G - SR T AN B IERHECZ HRI B A (2017) ~ Mok#k
FEA (2015) DLRFEEZHESHRE (2009) TESHE 119 BRIGE B TLURER A ERVIFSEH - #35H
TEIBRES ARG b R T REEY - Mg SR AN —E 0 BEPRENTIIRERE - &R TIE
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SRR EE TGRS HRELIE G E I - feZ il — B ia k& EAnE - P
Pk EER TR 5UE - R RIAEBE 1 & B R EE GBS - R T R T8 —@ - it
B B RO B TAYBHE S B S IR A B A E S50 (Liu etal, 2019) © £5 BTl - TIERER
MR BRI FERIRIN B > RIS R T SME AR S R DL R aek A B0 P P R

RIBHGRERENTTE - 555 Bl A ) R IR Z SRR T e R IO Ry « 555 5 B ) 2
BEZ 2 AR -

Jith
(—) WS B SE Tk

AW ER RN TIERSH ) - MERSRETT SURERRT - TERRESCRRY - SR ETEH
BRI SCEG A [E A2 - (AR R T B AR Tl -

Wi > IR T (meta-analysis) ~ BGHT R & 04T > SRR 72 HARAURHRR
Fa AR TSR - SNLAREET AT ~ B - ERARER G MRS T I o E AT AN B AE E AR (RS
SRTEH] - DRI AT DASGE RSO E A 2 S B R 8 I £ BDE R B - RS F B 7e 2w R - It
S WEE AT PRIE R 7E B AT T SRR M SO - $PRE T SE B AR R SORE & E B AR Tk
HELT T - WHUSEREITERTR - ST EMERITFESRE (effect size, BS) AR FWFFERIITFE
s FRE RIS RORCREDIRE DR (E - SRISEEPHIRTRYE - BEp9E FIEEDIS B -

(=) TERES B HIBIIE Sehs R B s

R  FESURE R R RT3 - A B ITITE - ARFFLCRHIE 2 S
PR T FEEEEHE ) ETENEES  EEENEEREREER SO EERER
FEE A % (ancestry approach) fE X EBRHEAVEH » SHEMEMETHES  T4EE (descendency
approach) FIFF [SIERE A N ERAMEM T - FOTREFHFERIZLIE - A ABGEREENERN -

TEE SRR SO R BATIERSCHY - BB NUEN - £ BTG e EHE H 2 S T & 0T -
SR S RECE S 2 SURE - DB R B AE R - BRI - RIS o T 2 i 7E 5 2
ASHHERE S B E T -

(Z) 4Bty S s

AR EEERENER - R RSB R T FE 1R ~ WFE T ik R T H AR
PEREH R EEOI B K 28 - IARIRRZEH R > AR FEs3 AR BRI RSO AR AEAT T

1. W Fe E LA HRFR AR R TR « 322k R EAE B LUV B T 1B+ 55 15
ZELWE - ERTREINTTRLVE AT TSR EE AT - RIS AT e R T DAMESR -

2. WITIE SO AR B R SRR S - AR - SR 1R FEE((EFEE - DETR
HiEgREASOREIRRE -

3. AWFFe LA B T E] HRERUS 2 S22 - Rosenthal (1995) fEHH - MG I E S EEHY
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Meta-Analysis of Emotional Labor

Hui-Chuang Chu', Ming-Kai Chang', and Yin-Che Chen'

In this study, an objective meta-analysis was conducted to analyze studies published between 2005 and 2022 in Taiwanese
journals on the effects of emotional labor on organizational systems, work performance, and the positive and negative subjective
feelings of workers in Taiwan. Empirical research findings were collected and compiled to elucidate the scope of research
on emotional labor in Taiwan. In addition to the effect size of each related variable, the correlations between emotional labor
and various factors, including organizational systems, work performance, and positive and negative subjective feelings, were
analyzed. On the basis of the results of a literature review, the variables and subconstructs considered in the meta-analysis were
organizational systems (with organizational norm, organizational competition, and working atmosphere as subconstructs), work
performance (with self-efficacy, voice behavior, and customer-oriented behavior as subconstructs), positive subjective feelings
(with emotional intelligence, work satisfaction, and mental health as subconstructs), and negative subjective feelings (with work
stress and burnout as subconstructs).

Before the literature review was conducted, the current study defined emotional labor. A rigorous and comprehensive
process for selecting relevant studies on emotional labor was used to ensure the comprehensiveness of the literature review
and the validity of the data that were analyzed. A systematic search for journal articles was conducted in the Airiti Library.
The ancestry approach was used to search the bibliographies and abstracts of these articles, and the descendancy approach was
used to track follow-up research through the citation index, with the aim of maximizing the number of identified studies while
avoiding missing key information. The selection criteria for journal articles were as follows. First, the articles were required
to be quantitative studies on emotional labor included in the Airiti Library. Master’s and doctoral theses, qualitative studies,
and case studies were excluded from the analysis. Second, the articles were required to provide sufficient statistical data, such
as information on sample sizes, means, standard deviations (SDs), F values, and ¢ values, to enable calculation of the effect
size of each sample article. Third, the full texts of the articles were required to be publicly available. According to Rosenthal
(1995), a meta-analysis is a technique that focuses on the overall results of each study rather than on its conclusions. That is,
text descriptions should not contribute to calculations, and the probability value of effect size can be calculated only if selected
studies provide sufficient numerical data, such as information on sample sizes, means, SDs, and correlation coefficients.
Individual studies on emotional labor published up to December 2022 in the Airiti Library were searched using the Chinese
keyword for “emotional labor.” A total of 88 studies were collected, and empirical quantitative studies providing comprehensive
data were selected to facilitate the conversion of research data through mathematical equations. Studies were excluded if they
did not provide information on sample sizes, means, ¢ values, or F values, which were used for effect size calculation; they did
not provide correlation coefficients, which were used for coding; they were qualitative or action studies that did not contain the
data required to calculate effect sizes; or their dependent variables did not match the inclusion criteria of this study. Ultimately,
51 studies were selected, and the meta-analysis technique proposed by Rosenthal was implemented using Comprehensive Meta-

Analysis 2.0, which is designed to analyze statistical research data for calculating weighted mean effect sizes, SDs, variances,
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confidence intervals (CIs), homogeneity degrees, and standardized residuals.

According to the results, emotional labor moderately and positively correlated with organizational systems (mean effect size
r=.403, 95% CI = .327—- 473, Z = 9.596, p < .001), with a heterogeneous effect size distribution. An 12 value of 97.650 was
obtained, indicating that 97.650% of the observed variances were actual variances between studies and that only approximately
3% were variances from random errors. These findings are consistent with those of Lin and Chang (2018) and Chang (2020),
who have reported that emotional labor significantly and positively correlates with organizational systems, and Chen and Wang
(2016), who reported that the work environment of an organization significantly and positively correlates with emotional labor.
In terms of working atmosphere, Liu and Wang (2017) argued that employee competition positively correlates with emotional
labor, which in turn significantly and positively correlates with organizational systems. According to Hur and Shin (2023),
the daily perceptions of employees regarding employment insecurity can affect their emotional labor. During contingencies,
organizations can provide their employees with various levels of support to mitigate their emotional labor and work stress,
which frequently lead to emotional exhaustion (Kumar & Jin, 2022). In this study, consistent with the results of Cohen (1992),
the correlation between variables was found to have a moderate effect size. That is, when either organizational systems or
emotional labor affects workers, the other variable also simultaneously influences workers.

Emotional labor moderately and positively correlated with work performance (r = .378, 95% CI = .339— 415, Z = 17.582,
p <.001), with a heterogeneous effect size distribution. An 12 value of 91.282 was obtained, indicating that 91.282% of the
observed variances were actual variances between studies and that only approximately 3% were variances from random errors.
These findings are consistent with those of Chen and Guo (2020) and Chung et al. (2021), who have reported that emotional
labor significantly and positively correlates with work performance and self-efficacy. According to Hou et al. (2015), Wang
and Chang (2016), and Chen and Tsai (2020), emotional labor positively correlates with worker behavior. In an interview
study, Kirk et al. (2023) discovered that reducing emotional labor mitigates the potential negative effect of work that workers
perceive. Emotional labor also greatly affects the creativity of first-line workers (Ma et al., 2023). Hu et al. (2023) argued that
organizational support positively mediates the positive effects of emotional labor on job competence and commitment. In this
study, a moderate and positive correlation was observed between emotional labor and work performance. In other words, when
either emotional labor or work performance affects workers, the other variable also simultaneously influences workers.

Emotional labor weakly and positively correlated with positive subjective feelings (= .170, 95% CI = .098- 239, Z = 4.630,
p < .001), with a heterogeneous effect size distribution. An 12 value of 97.668 was obtained, indicating that 97.668% of the
observed variances were actual variances between studies and that only approximately 3% were variances from random errors.
According to the literature, positive subjective feelings include work satisfaction, emotional intelligence, and mental health. Xu
and Fan (2023) argued that emotional labor positively correlates with work satisfaction, and this correlation is mediated by work
relationships. Wu et al. (2024) indicated that the deep-level effects of emotional labor on employees increase service quality,
whereas its surface-level effects reduce service quality. Delgado et al. (2020) reported a positive correlation between mental
resilience and emotional labor. Various studies conducted in Taiwan have indicated that emotional labor positively correlates
with work satisfaction (Chen et al., 2017; Chen & Wang, 2016; Chu, 2013; Hsu & Lee, 2012; Liu & Chen, 2016). For example,
Hu (2013) and Hsieh (2015) have reported that emotional labor positively correlates with emotional intelligence. Furthermore,
Lee et al. (2013), Lee (2013), and Chi (2015) have argued that emotional labor positively correlates with mental health. In this
study, higher emotional labor was found to be associated with stronger positive subjective feelings. Accordingly, effectively
implementing emotional labor strategies can promote work satisfaction, emotional intelligence, and mental health.

Emotional labor weakly and negatively correlated with negative subjective feelings (r = -.175, 95% CI = -.263 to -.085, Z
=-3.775, p <.001), with a heterogeneous effect size distribution. An 12 value of 98.388 was obtained, indicating that 98.388%
of the observed variances were actual variances between studies and that only approximately 2% were variances from random
errors. Multiple empirical studies on negative subjective feelings have indicated that work stress and burnout are associated
with emotional labor. According to Chen (2012), Chen and Wu (2019), Liu and Chen (2016), Yang (2021), and Huang (2022),
emotional labor significantly and positively correlates with work stress but negatively correlates with burnout. Peng et al. (2017)
argued that each emotional labor strategy leads to unique outcomes associated with negative subjective feelings. Hu et al. (2023)
contended that work stress and organizational support predict the positive and negative potential effects of work, and these two

variables are associated with burnout. These findings are consistent with those of this study, indicating that emotional labor is
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associated with a reduction in negative subjective feelings. This notion suggests that workers can mitigate negative thoughts
and maintain their work enthusiasm by managing their emotional labor through finding joy in their work, which can prevent

emotional exhaustion resulting from the accumulation of psychological stress.

Keywords: emotional labor, organizational system, work performance, positive subjective
feelings, negative subjective feelings



