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Relationship between Emotional Labor Propensity

and Voice Behavior of Chinese Foodservice Employees:

the Moderating Effect of Prosocial Motivations

SUN MEIQIAO

Department of Administration, The Graduate School,

Pukyong National University

Abstract

This study takes Chinese foodservice industry employees as an object,
to explore the relationship between two emotional labor strategies
(surface acting and deep acting) and voice behaviors (prohibitive voice
and promotive voice), and reveal the moderating effect of prosocial
motivation between emotional labor strategies and voice behavior. This is
to clarify the mechanism of influence between voice behavior and
emotional labor strategy, and provide constructive suggestions for
enterprises to better stimulate employee voice behavior.

To test the hypothesis, the study collected questionnaire data from
191 employees engaged in catering services such as Fast Food
Restaurants, Fast Casual Restaurant, and Shabu Shabu shop. Eventually,
due to insufficient responses to some questionnaires, a final analysis of
166 data excluding these 25 data was conducted.

The results show that (1) the employee ’s surface acting is
significantly negatively correlated with both prohibitive voice and
promotive voice; (2) the employee 's deep acting is significantly and
positively correlated with both prohibitive voice and promotive voice,

(3)Prosocial motivation of employees has a significant positive regulating

_Vi_



effect between deep behavior and inhibitive voice behavior. There is no
regulating effect between deep behavior and accelerative voice behavior
and surface behavior on accelerative voice behavior. This result is helpful
to enrich the research on antecedent variables of voice behavior. Finally,
the implications of these findings are discussed and future research directions

are suggested based on the results of this study.
key words @ emotional Ilabor strategies, surface acting, deep

acting, vwvoice behaviors, prohibitive voice, promotive voice, prosocial
motivation
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xatatel A% o Aol s Wsl Bes
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Detert & Burris (2007)

Aol AN Awdt
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& Zoldes 2aw § %3
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Tangirala & Ramanujam A5 A olqrel g Ed@?]ﬂ‘?} AR
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Burris(2012)= AABE F3E =83 AdPEH AAF AAYF
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Al FEsta v Aoy AA = A WIS 4 (modification) ¥
o2 dAe otgH AElol WeE T3 3= 35 (destabilize) S 27|
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2 W AR 2 B3PS oFA 3)(stabilization)3tal fA] (preserve) LA FF=
FEolth AAH AAddAs A FZHo WIS AFsAR, FEFH
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(promotive voice behavior)©]

g JRAxy #g8S A Fe £ 2o Ego] HiE WEgow
Aat7] flste] A= olelryo] B gHS AAE= BE v ETh o
"2 A A 3 = (prohibitive voice behavior)o] & QJ5A+e] o} EA A}
o e HYUE9 dwolA A A A2 5 A= 29 dste $-H

g Egse 49F e,
B oATE A 2499 24wE AFNEBA/ERDNT ALY
el WA AL s 98 Liang 50129 TRl whet

AAYFL T A fHOE P AAWER FAH AAYFoR T
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A 5 3d JIAIFH F7]

aAp sk A, BSle deske A% o3 2Ae o] th(De Dreu,
2006; Graziano, Habashi, Sheese, & Tobin, 2007; Meglino & Korsgaard,
2004). HHl=A AALSA s7)= Bele BAe d&5S viete HE ol
9he ¥l oth(Batson, 1987; Grant, 2007). ©] A= A5 d45 EYQ =z

M ASs AABtER Z3e F& Edo] hed FHEA XA A

ArE381 A Fr1e] BEALS eI 2o AA, A3 A T JHd Y 9
| 2 o] 7hs st (Gagné & Deci,
2005; Grant, 2008). WH# ¢l & 7](intrinsic motivation)”} 9F& 3sl= A
oANM  Jhde EAEH AEAES Tl HdAHE= Ay A g (Kehr,
2004;Grant, 2008), AFE] A F7] E}<l
o] 21 A ¢l w=eo] 23 wjo] W o] 7lE st

EA, A8 A F7= Ao 28-S TrHGagné & Deci, 2005; Grant,
2008). WA s717F dFE Adst= A AAE 271 FdHER 3

H FAA 5L AW wd, A8 A Eo)s Bl FHA
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1.3 =E A AdPs

(Crant, 2000; LePine & Van Dyne, 2001;
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Detert & Burris, 2007, Morrison & Phelps, 1999)9l] A

o}
Y

—

NH

wK

ol

Tor

il

ol

ttar 773l $kth(Ashford et

al., 1998; Detert & Burris, 2007, Detert & Edmondson, 2011; Kish—Gephart et
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al., 2009; Milliken et al., 2003).
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<E 10> W53t A#AA Y AF
u = | SD 1 2 3 4 5 6 7 8 9 10 11
1.3 65 | 478
= [2.99 1.93 | 925 | -.080
A 3.3 2.07 | .546 121 0.34
Hq 4.0 83E) | .41 | 493 | 225%x | -254%x | 114
5 32ads | 1.79 | 800 | -.225%% | 700%* | -.007 | -.363%*
TRl 33 | .470 | -.192% | 417+ | .191% | - 238%% | 538#x
VESES 2.18 | 962 | -.139 .090 033 | -.004 | 207%x 111
8. mW3do] | 3.22 | .649 075 -.094 | .156* | -.015 B | hiss+ | w82
9.ulwa8el | 3.29 | 649 | -.074 116 | -.116 | -.225%% | .192% | 233+ | .114 | -.345%x
a ] 1098 3.06 | .712 09 121 087 19 148 009
- - - kk - - k% k%
2| qams | ® . .095 . . 195% . 304 . 332 411
9y | 115404
= ~ 3.42 | 772 076 058 089 | -.007 142 221%% | =.032 | -.206%* | .399%* | 652%*
2 AlddE
12 5AH8] A
=) 3.59 | .779 015 -.095 | .027 | -.022 052 110 021 | -.045 | 336%% | .486%* | .621%*
p<0.05 *#p<0.01
DA ¥ of=0, F=1 4)31-§FH: v g 4F2=0, 4F 2 =1
2 #: 254 muk=1, 26-3041=2, 31-354|=3, 364 ©] =4 5)ar&d g 2 wjgk=1, 2-5d=2 63 ©]4=3
et 2 wE=1, tE=2,i5H A3} o] ¢=3 6)4 FHAL=0,tel/ A% o] B=1
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<E 11> A% 2 Aol24 ARHF/EZHR)
AP | EAA | AAelA
i%] gTEA | oo 310
S sl B R L TSR T E
JArEZC £5 3.34 3.10 2.89 3.29 3.46
B AESS (0.60) (0.68) (0.604) (0.84) (0.88)
HAE
3.17 3.29 2.96 3.41 3.59
ik > (0.55) (0.57) (0.67) (0.64) (0.71)
I | | | | |
3.15 3.47 3.25 3.54 3.71
AFEAFE A 56
(0.77) (0.64) (0.82) (0.81) (0.73)
3 3.22 3.2 3.06 3.41 3.59
@ 166
(0.65) (0.65) (0.71) (0.77) (0.78)
BARANA | Fgk 1.405 4.559 2.901 1.400 1.507
} Pt (0.248) (0.012) (0.058) (0.249) (0.225)
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<E14>4%H AAGF N JAAE A F719 2da2H®0)

- R EES EE,
e Bt & Bt % Bt &
T H3EQ -.220 -3.326% -.219 -3.291*x -.232 -3.523
L H3E Q] .093 1.285 .092 1.265 112 1.560
RAA =7] 432 0.605%%* 1433 0.536%** 1430 0.604*%*
R S =
w}fm 571 010 .165
XTHAI
ﬁ*}ﬂﬁ‘ = .168 2.375*
XUy a9
A -.048 -.751 -.050 -.765 -.038 -.586
Sk .159 1.828 161 1.8277% .136 1.553
sk -.096 -1.483 -.096 -1.482 -.073 -1.128
18 YE) -.113 -1.659 -.113 -1.647% -.135 -1.978%*
s -.215 -2.191 -.216 -2.187x* -.213 -2.195%*
A 249 3.133 247 3.073x* 213 2.637
R
_ h oi .095 1.302 .096 1.307 .068 .925
(@rEzC)
HE2 204 2.823 204 2.808 190 2.642%x
(AEAZY) | ' ' ' ' '
F 12,539k 11.485%%x 10.804 5%
R? 472 474 1480
AR? 435 433 436

T p<0.1 #p<0.5  *xp<0.01 **+xp<0.001

(2)F34 AAYLF

F5 o] g ¥ A A (multicollinearity) S &ol1x SHWFET AW
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5 Hirgk 1F o2 F A3 centering)dte] HEAEIS A3 T FL
HpSof tish 3 ANAHA S FASA(Aiken & West, 1991). B& WG
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- Rat o Rat 2t pa o
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RARRIA 57
<moee) 1039 643
AARRIA 57
cLpoene) .096 1.362
A .095 1.516 088 1.391 .095 1.500
ol 035 411 043 501 029 333
ared 079 1.241 .078 1.223 091 1.419
183 056 834 .057 853 045 662
EPXEPN 045 462 .043 450 045 465
S 078 1.000 071 1904 051 643
R =
- “’i -.008 MR == 005ms . OB* - 011 -.149
(AEFe)
HE2 -.010 -.146 | -.009 | -.126 | -.001 -.012
(£ 7 o) 0 . ) . . .
F 12539 11.485%xx 108045
R? 472 474 .480
AR 435 433 436
t p<0.1 *p<05 #xp<0.01 #*#xp<0.001
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