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MODERATING EFFECTS OF EMOTIONAL INTELLIGENCE
IN THE RELATIONSHIP BETWEEN EMOTIONAL LABOR,
EMOTIONAL EXHAUSTION AND ORGANIZATIONAL
CITIZENSHIP BEHAVIOR OF FIRST-LINE HOTEL SERVICE STAFF
The purpose of this study is to explore the influence of emotional labor, emotional exhaustion,
and emotional intelligence over organizational citizenship behavior using first-line service staff of
international tourist hotels as an example. The survey tool is a structured questionnaire used to col-
lect necessary data for the analysis. The of questionnaire has got the pre-test stage. The data are
analyzed with statistical software, including descriptive statistics, factor analysis, reliability analy-
sis, correlation analysis, hierarchical regression analysis, among other methods. From the empir-
ical analysis, emotional exhaustion has significant negative influence over organizational citizen-

ship behavior and emotional intelligence has significant moderating effect on the relationship
between emotional labor, emotional exhaustion, and organizational citizenship behavior.

Keywords: service staff of international hotels; emotional labor; emotional exhaustion; emotional
intelligence; organizational citizenship behavior (OCB).

I-Miub Ji
3IAJKYIOUMI EOEKT EMOIIMHOTO IHTEJIEKTY
Y BUTHOINEHHI MI2K EMOIINHOIO ITPAITEIO, EMOIIIMHUM
BUCHAXKEHHSM I TPOMAJIAHCBKOIO OPTAHIBAIIIMHOIO
INOBEAIHKOIO I'OTEJIBbHUX ITPAIIIBHUKIB HM2KYO0I JIAHKU
Y cmammi eueueno enaue emouiiinoi npauyi, eMoyiliH020 GUCHANCEHHS | eMOUIiHO20
iHmeneKmy Ha 2pOMAOAHCLKY OP2aHi3auiliny noeediHKy Ha npukaadi cniepo6imuuKie Hux3cHol
AGHKU 6 MIXNCHAPOOHUX 2omensx. Bukopucmano cmpykxmypoeany ankemy 0as 300py 0anux 0asn
nooaavuozo aunaaizy. Ilpu cxaadanni anxkemu 6y10 npoeedeno npoone ankemyeanHs. Jlani
NPOAHANI306aHO 3a DONOMO20I0 CMAMUCMUYHO20 NPOZPAMHO20 3a0e3neUeHtsl, y momy “ucii
onucoeoi cmamucmuku, paxmoprozo anaaizy, anaaizy Haodiiinocmi, Kopeaayiiino20 anatisy,
anaaizy iepapxiunoi peepecii. Emnipuunuii anaaiz noxaszae, w0 emouiine 6UCHANCEHHS MA€
3HA4HUI He2amuGHUll 6NAUE HA 2POMAOSAHCLKY OpP2aHi3auiiiHy noeediHKy, a emouilunuil
inmeaexm mae 3HauHuil 32aadxcyrouuil eghekm y 6iOHoweHHi Mmixc emouiiinoro npauero,
eMOUTIHUM BUCHANCEHHAM i 2DOMAOAHCHKOI OP2aHI3AUIliHONW N0BEOIHKO).

Karouosi caosa: ob6cayeosyrouuil nepcoHan MidicHaGpoOHux eomenie; emMouilina npays; emouiline
BUCHANCEHHS; eMOYILIHULL IHMeNeKmM; 2POMAOIHCOKA 0PeaHi3auilina n0gediHKa.
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B cmamve usyweno eausnue 3MouuonaivHo2o mpyoa, SMOUUOHAALHOZ0 UCIMOULCHUS U
IMOUUOHAAbHO20 UHMEAIeKMA HA 2PANCOAHCKOe OP2AHU3AUUOHHOe NogedeHue Ha npumepe
COmMpPYOHUKO068 Hu3ule20 36eHaA 6 MeXHCOYHAPOOHbIX omeaax. B uccaedosanuu ucnoavzosana
CMpPYKmMypuposanHasn anKkema 041 c6opa 0anHwix 045 nocaedyrouiezo anaausa. Ilpu cocmaeaenuu
ankemol 6bL1a UCNOAb306aH0 NPOOHOE ankemupoganue. Jlannvle NPOAHAAUUPOBGAHBL C NOMOULLIO
CIAMUCMuU4ecK020 nPOCPAMMHO20 obecnevenust, 8 Mom Hucie ONUCAMEAbHOU CIAmMUCMUuK,
daxmopnozo anaauza, anaiuza HAEHCHOCMU, KOPPEAAUUOHHO20 AHAAU3A, AHAAIU3A
uepapxuueckoii pezpeccuu. IMnupureckuil aHaiu3 nNOKaA3ai, 4mMo 3MOUUOHAALHOE UCIOWeHUe
uMeem 3HavumMe.nbHOe He2aAmueHoe GAUsHUE HA 2PANCOAHCKOE OP2AHU3AUUOHHOE nogedenue, a
IMOUUOHAAbHBLI UHMEALIEKM UMeen 3HAYUMEAbHbLI ceaadcuearouuli gppexm 6 omuouweHuu
Mexncoy IMOUUOHAALHBIM MPYOOM, IMOUUOHAALHBIM UCHOUWEHUEM U 2PANCOAHCKUM
0P2AHU3AUUOHHBIM NOBEOCHUEM.

Karouesvie caosa: obcayicusarouyuii nepcoHan mescoyHapooHvlx omenell; SMOUUOHANbHBLIL MpPYyo;
IMOUUOHANBHOE UCHMOUeHUe; IMOUUOHANbHBLI UHMEANeKM, 2PaAdCOaHCKOe 0peaHU3AUUOHHOE
nogedenue.

I. Introduction. Customer services have always been given high priority for
international tourist hotels, with special emphasis on its heterogeneity and variabil-
ity in order to meet various customer demands. Many hotels emphasize the char-
acteristics of flexible services in order to respond to customer needs and complaints
swiftly, but this makes it difficult to set service standards. Hotel industry requires
high emotional labor in customer servicing, and first-line hotel service personnel
are often subject to emotional overload (Ayoun, Palakurthi, & Moreo, 2010). Such
characteristics of the hotel service staff may lead to psychological stress or emo-
tional conflicts between workers. In response to special needs and market demands,
many hotels have set internal conformance rules for all workers in order to manage
their outward expressions during customer servicing despite their internal emo-
tions, which creates a kind of work pressure on individual workers. The realization
of emotional labor by individual workers is not without psychological costs, such as
internal energy depletion and emotional exhaustion. Many researchers (Morris &
Feldman, 1997; Grandey, 2000) found that a lot of service personnel felt that their
outward expressions at work were often inconsistent with their inner feelings. Such
situation often caused them to suffer emotional breakdown resulting in the state of
emotional disorder. Furthermore, if an individual is unaware of own feelings or
unable to detect others' emotional state, it may lead to personal disorders with
insurmountable costs or irreparable consequences (Taylor, Bagby, and Parker,
1997).

In the past, emotion had been considered as private business, so it was hard to be
regulated under organization norms. Weiss and Cropanzano (1996) pointed out that
the occurrence of any event at work may often arise emotional response, so such
responses will affect the behavior and attitude to work of staff. However, other
researchers (Gross, 1998a; Morris, and Feldman, 1997) believed that work staff bur-
dened by emotional labor does not necessarily lead to emotional exhaustion, which
means that the relationship between emotional labor and work outcome is not direct
and apparent. This opens up new discussions that emotion may be affected by a wide
range of personality traits, and emotional intelligence is one of many variables that
may have causal relationship (Jordan, Ashkanasy, and Hartel, 2002). Organ (1988)
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pointed out that, in the course of servicing customers, service staff needs to exercise
emotional labor, and so if they take the initiative to assist customers in the ways
beyond their expectations, customer satisfaction could be greatly enhanced. Thus,
extra-role behavior can supplement existing organizational norms, and organization-
al performance can be enhanced (Organ, 1988). Robbins (2001) also believed that
OCB will be helpful to enhance organizational performance. This study aims to find
out whether "emotional intelligence" can help reduce the risk of job burnout if indi-
vidual hotel staff is burdened with high emotional labor. Also, using emotional intel-
ligence as a moderating variable, this study will try to investigate the influence of
"emotional labor" and "emotional exhaustion" over OCB using hotel service staff as
an example, provided that they are burdened with high emotional labor.

Literature review. Emotional Labor: The concept of emotional labor was first
proposed by Hochschild (1983). Hochschild found that hotel workers in frequent
contact with customers often exert self-control over or suppress their emotion during
working hours in order to manifest the work mood expected by organizations. Flight
attendants are a typical example of emotional labor workers. At work, they not only
have to provide satisfactory services, but they also need to make passengers feel joy-
ful and give them a warm welcome. Emotional labor workers often have to make self-
adjustments and emotional moderation in order to finish their work satisfactorily
(Hochschild, 1983). An important factor that influences organizational performance
is self-adjustment of personal emotion for all workers. First-line service staff of hotels
often needs to cope with all sorts of rapidly changing customer needs, so their work is
characterized by mutual assistance and close cooperation. Through mutual assistance
and cooperative spirit, a kind of gut feeling is created among colleagues, achieving
high performance on OCB. Thus, the following hypothesis is made:

H1: Emotional labor has direct influence upon organizational citizenship behav-
ior in the case of first-line hotel service staff.

Emotional Exhaustion. Emotional labor may produce several possible outcomes,
such as emotional exhaustion (Brotheridge and Grandey, 2002; Hua and Cheng,
2010), job burnout (Grandey, 2000; Dormann and Zapf, 2004), and job satisfaction
(Wharton, 1993; Morris and Feldman, 1997; Grandey, 2000). Emotional exhaustion
refers to the occurrence of excessive emotional response in the interpersonal interac-
tion process, which may lead to the state of internal energy exhaustion (Maslach,
Schaufeli and Leiter, 2001). It is also one of the important indicators for monitoring
the physical and mental health of individual workers. In this study, emotional labor
and emotional exhaustion are included as independent variables in order to investi-
gate the OCB of first-line hotel service staff. Since emotional exhaustion is also close-
ly related to the quality of work, quality of life, and performance of organizational
functions (Wright and Cropanzano, 1998), an assumption is made in this study. Once
a service worker exhibits emotional exhaustion, performance on OCB will decrease.
The a second hypothesis is:

H2: Emotional exhaustion has inverse influence upon organizational citizenship
behavior in the case of first-line hotel service staff.

Emotional Intelligence. Salover and Mayer (1990) first proposed that "emotional
intelligence” and "intelligence quotient" are completely different concepts. They
believed that emotional intelligence is related to the emotional awareness, and the
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ability to monitor one's feelings and to detect the emotional state of others, and the
power to use such emotional awareness to influence personal thinking and control
one's behavior. Goleman (1995) also pointed out that it involves the ability to man-
age personal emotion. If emotional intelligence can be tapped for good use, individ-
ual workers can reduce the production of negative feelings and emotional interfer-
ence, leading to increased productivity for individuals and enhanced organizational
performance (Gross, 1998). Summarizing the theories of emotional intelligence by
various scholars, emotional intelligence is awareness or competency comprising of 4
components: awareness of personal feelings, capacity to detect others' emotional
state, emotion moderation, and emotional manipulation. This theory of emotional
intelligence was first proposed by Salovey and Mayer (1990) and it is the predominant
thinking. It is our main reference and the basic framework for our research on emo-
tional intelligence. It is found that individuals with high emotional intelligence are
more able to convert negative feelings and emotional disorders into positive emotions
through psychological adjustment, so their performance is better when compared to
those who fail to make personal adjustments (Salover and Mayer, 1997). Thus, the
following hypothesis is made:

H3: Emotional intelligence is directly related to organizational citizenship
behavior as in the case of first-line hotel service staff.

Gross (1998) believed that people with high emotional intelligence are able to
produce positive performance and work attitude that leads to positive outcome. Also,
he believed that people possessing high emotional intelligence are better able to han-
dle their outward expression in such a way that is expected by organizations.
Therefore, this study presumes that, as in the case of first-line hotel service staff,
emotional intelligence has positive influence over the relationship between emotion-
al labor and OCB. In addition, Hochschild (1983) believed that an individual show-
ing emotional disorder at work, because of inconsistent feeling between outward
expression and inner emotions, would produce emotional exhaustion. However, with
high emotional intelligence, an individual will be better able to deal with emotional
conflicts and inconsistency between internal and external emotions. This study there-
fore assumes that the relationship between emotional exhaustion and OCB can be
considerably moderated using emotional intelligence in the case of first-line hotel
service staff. Thus, the following hypotheses are made:

H4: The relationship between emotional labor and OCB is considerably influ-
enced by the moderating effect of emotional intelligence, as in the case of first-line
hotel service staff.

H35: The relationship between emotional exhaustion and organizational citizen-
ship behavior is considerably influenced by the moderating effect of emotional intel-
ligence, as in the case of first-line hotel service staff.

Organizational Citizenship Behavior (OCB). The concept of organizational citi-
zenship behavior (OCB) was first proposed by Barnard (1938) in his work called "The
Functions of the Executive." Barnard believed that an organization exists because all
members are willing to chip in or cooperate with each other forming a cooperative
group. The willingness to cooperate is considered beyond the level of organizational
norms. It is a self-initiated behavior of individual members who want to make contri-
bution to the organization. Organ (1988) believed the concept of willingness to coop-
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erate is the origin of OCB and pointed out that OCB mainly consists of two compo-
nents: due diligence and altruism. Williams and Anderson (1991) advocated OCB, for
the reason that it can contribute to organizational development. This study therefore
adopted their theory, thus constituting the theoretical basis for our research and infer-
ences.

ITI. Methodology. Instrument Design. In this study, the emotional intelligence
measurement scale developed by Kenneth and Wong (2000) was adopted for our
research on emotional intelligence. Emotional intelligence was taken as a moderat-
ing variable to investigate the relationship between emotional labor, emotional
exhaustion, and OCB, as in the case of first-line hotel service staff. To investigate the
degree of emotional labor exhibited by subjects, the emotional labor measurement
scale developed by Diefendorff et al. (2005) was used, basing on which 6 questions
were prepared for a survey. To investigate the degree of emotional exhaustion exhib-
ited by subjects, the emotional exhaustion measurement scale developed by Aik and
Sloane (1997) was used, basing on which 9 questions were prepared. Finally, to inves-
tigate the level of OCB exhibited by subjects, the theory of Williams and Anderson
(1991) was adopted, using three dimensions to measure the performance of OCB of
subjects, including work duty, organization citizenship behavior toward altruism, and
organization citizenship behavior toward organization. After that, several revisions
were made in consideration of our research needs and the wording. 21 questions were
formulated to test subjects’ various aspects of OCB. The 5-point Likert scale was
adopted in connection with all the measurements used in this study. Through several
pre-tests, the final questionnaire format was produced.

The first part of the questionnaire included the basic personal information of
hotel service staff, while the second part contained the measurement scales for 4 vari-
ables: emotional intelligence, emotional labor, emotional exhaustion, OCB. For the
purpose of our sample survey, sufficient samples of first-line service staff from 105
Taiwan's international tourist hotels were selected as our test subjects, and the total of
5,000 copies of the formal questionnaire were mailed out to these test subjects. The
questionnaire was formulated with good reliability, as evidenced by Cronbach's relia-
bility analysis in Table 1, in which Cronbach's o values are all greater than 0.8. Table
1 exhibit the eigenvalue, cumulative explained variances, and Cronbach's o.

Sample Structural Analysis. From the 500 questionnaires sent out, 473 question-
naires returned with valid data, and after deducting 17 invalid or incomplete ques-
tionnaires, 456 questionnaires were good for use in our research, thus producing the
recovery rate of 9.12%.

Hypothesis Testing.

Correlation analysis over various dimensions including emotional intelligence, emo-
tional labor, and OCB. Table 2 gives the correlation analysis results for various factors
including emotional intelligence, emotional labor, emotional exhaustion, and various
aspects of OCB. From Table 2, the results of correlation analysis for factors such as
emotional labor, emotional exhaustion, and awareness of personal feelings, capacity
to detect others' emotional state, emotion moderation, emotional manipulation,
emotion moderation, and OCB ranged from the lowest value of —.273 to the highest
value of .637.
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Table 1. Summary table of reliability and validity analysis over factor dimensions
such as emotional intelligence, emotional labor, emotional exhaustion, and OCB

Dimensions Factors Eigenvalues Cumulative Cronbach’s o
explained
variances (%)
Emoponal 6.446 40.286 9143
manipulation
awareness  of | 2.193 13.782
personal 8656
Emotional intelligence feelings
KMO-0.861(p<.000) emotion 1.708 10.295
. 8394
moderation
capacity to | 1.349 8.417
detect others’ 8427
emotional state
3.292 54.623
Emotional labor
KMO=0.836(p<.000) 8280
5.653 62.786
Emotional exhaustion 9958
KM O0=0.812(p<.000) ’
organization 5.957 49.661
citizenship
OCB E(e)\l;z;\;ilor 8741
KM O=0.873(p<.000) altruism
in-role 1.834 15.184
behavior 8923

Table 2. Summary table of correlation analysis results for various
variable dimensions (N=456)

standard
Means | devi- 1 2 3 4 5 6
ations
1. Emotional
labor 4012 | 0545
2.}Fmot'10nal 3996 | 0852 | -973"
exhaustion

3. Awareness of 440 1 gess | 318" | - 268"
personal feelings

4. Capacity to
detect others’ 3826 | 0.649 328 -.146 4107
emotional state

5. Emotion 3659 | 0679 | 409" | -268" | 453" | .393"
moderation

6. Fmotional 1 5 495 | (g53 | 293 | -318° | 3677 | 318" | 526"

manipulation

ZitOCB toward | 005 | 0555 | 6377 | -335° | 4217 | 4327 | 441 | 359"
ruism

Note: *p < .05, ** p< .01

Influence of emotional labor on OCB. In this study, the hierarchical regression
analysis was used to test the validity of various hypotheses. According to Williams and
Anderson (1991), in-role behavior was considered as part of OCB, so it was included
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in organization norms. For the purpose of our research this study it was treated as
control variable. Demographic variables and in-role behavior were also taken as con-
trol variables to test if any significant explanatory power existed between independent
variables and dependent variables, and so Model 1 was formed. Using emotional
labor as independent variable and OCB toward altruism as dependent variable, Model
2 was established to validate Hypothesis 1.

Table 3. Summary table showing the results of regression analysis
on the influence of emotional labor over OCB

Dependent variables OCB toward altruism
B R AR?
Model 1: control variables
age group .041
educational level 057
marital status 027 e
nature of work -.010 312 312
service seniority .002
role behavior 537"
Model 2: independent variables
emotional labor 495" 475 183"

Note: *p < .05; ** p< .01

Table 3 gives the results of the regression analysis. When the values of demo-
graphic variables and in-role behavior are fixed (Model 1), emotional labor allows R?
to produce statistically significant increase (AR? = .182, p <.001; B = .495, p <.001).
It shows that emotional labor is positively correlated with OCB, so this outcome sup-
ports the Hypothesis 1 of this study: Emotional labor has positive influence over
OCB.

Influence of emotional exhaustion over OCB. In this study, demographic variables
and in-role behavior as part of OCB were taken as control variables to constitute
model 1, and then emotional exhaustion as independent variable, and OCB toward
altruism was taken as dependent variables, forming Model 2. From Table 4, it can be
seen that, when the control variables are fixed under Model 1, emotional exhaustion
allows R? to produce statistically significant increase (AR> = .023, p <.001; beta = -
.161, p <.001). This confirms that emotional exhaustion has an inverse influence over
OCB, so the outcome supports the Hypothesis 2 of this study: emotional exhaustion
is inversely correlated with OCB using the case of the first-line hotel service staff.

Influence of emotional intelligence over OCB.

Using the same demographic variables and in-role behavior as control variables,
then adding emotional intelligence as independent variable, and OCB toward altru-
ism as dependent variable, Model 2 was created. From Table 5, it can be seen that
when control variables are used as in Model 1, emotional intelligence allows R2 to
produce statistically significant increase in AR* (AR? = .121, p <.001 ), due to the
addition of awareness of personal feelings (f = .160, p <.01 ), and capacity to detect
others' emotional state, (B = .183, p <.01), provided that emotion moderation (§ =
.105, p =.079) has reached marginally significant level, and emotional manipulation
(B =.068, p=.213) has not reached statistically significant level. The outcome of this
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study supports the hypothesis: Emotional intelligence has direct influence over
organization citizenship behavior.

Table 4. Summary table showing the results of regression analysis
on the influence of emotional exhaustion over OCB

Dependent variables OCB toward altruism
B R? A R?
Model 1: control variables
age group .041
education level 057
marital status; 027 o
nature of work -.010 312 312
service seniority .002
role behavior 537
Model 2: independent variables
emotional exhaustion -161° 315 023

Note: *p < .05; ** p < .01.

Table 5. Regression analysis to study the influence of emotional
intelligence over OCB

Dependent variables OCB toward altruism

B R’ AR?
Model 1: control variables
age group 041
education level 057
marital status 027 o
nature of work -.010 312 312
service seniority 002
role behavior 537"
Model 2: independent variables
awareness of personal feelings 160
capacity to detect others’ emotional state  |.183 496 1917
emotion moderation 105 ’ ‘
emotional manipulation 068

Note: *p < .05, ** p < .01.

Moderating effects of emotional intelligence. According to the theory of Baron and
Kenny (1986), hierarchical regression analysis was used to test the influence of inde-
pendent variables over dependent variables, and the influence of moderating variables
over dependent variables. With the preceding two items being fixed, the mutual influ-
ence of independent variables and moderating variables over dependent variables was
tested. If the outcome is statistically significant, that means the moderating effect is
validated. Therefore, OCB toward altruism was taken as dependent variable, and
demographic variables and in-role behavior were taken as control variables, Model 1
was established to test Hypotheses 4 and 5. Then, emotional labor and emotional
exhaustion were added as independent variables to form Model 2, and then, moder-
ating variable emotional intelligence was added to form Model 3. Finally, the mutual
influence of emotional labor, emotional exhaustion and emotional intelligence were
included to Model 4.
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Table 6. Regression analysis to test the influence of emotional intelligence over
emotional labor, emotional exhaustion, and OCB

. organizational citizenshi

dependent variables g§havior toward altruisIIJn

p R? AR
Model 1: control variables
age group .041
educational level 057
marital status 027 "
nature of work -010 312 312
service seniority .002
In-role behavior 537"
Model 2: independent variables
emotional labor 495" 475 .183"
emotional exhaustion -161" 327 .0237
Model 3: moderating variables
awareness of personal feelings 126
capacity to detect others’ emotional state A317 519 053"
emotion moderation .032 ’ ’
emotional manipulation 063
Awareness of personal feelings 1377 432 1057
capacity to detect others’ emotional state 178"
emotion moderation A1
emotional manipulation 053
Model 4 : mutual influence
awareness of personal feelings <> emotional labor AT1*
capacity to detect others” emotional state <> emotional labor |-353* 591 015+
emotion moderation <= emotional labor _489* ’ :
emotional manipulation <> emotional labor 723*
awareness of personal feelings <> emotional exhaustion -373*
capacity to detect others” emotional state <> emotional 149+
exhaustion ) 467 .021*%
emotion moderation <> emotional exhaustion -063*
emotional manipulation <> emotional exhaustion 224%

Note: * stands for p < .05; ** stands for p < .01.

The outcomes of regression analysis are presented in Table 6. Emotional intelli-
gence has a moderating effect (AR?> = .015, p = .009) over the relationship between
emotional labor and OCB, and emotional intelligence also has a moderating effect
(AR?=.021, p = .004) over the relationship between emotional exhaustion and OCB.
For the part of emotional labor, the mutual influence of emotional labor and aware-
ness of personal feelings over OCB (B = .471, p = .031), and the mutual influence of
emotional labor and capacity to detect others' emotion over OCB (B = -.353, p =
.017), and the mutual influence of emotional labor and emotion moderation over
OCB (B = -.489, p = .353), and the mutual influence of emotional labor and emo-
tional manipulation over OCB (B = .723, p = .025) all reached a statistically signifi-
cant level. The results of this analysis have verified Hypothesis 4 of this study, that
emotional intelligence has significant moderating effect over emotional labor and
OCB as in the case of first-line hotel service staff. For the part of emotional exhaus-
tion, the mutual influence of emotional exhaustion and awareness of personal feel-
ings over OCB (3 =- .373, p = .016), the mutual influence of emotional exhaustion
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and capacity to detect others' emotional state over OCBs (f = .142, p = .043), and
the mutual influence of emotional exhaustion and emotion moderation over OCB (3
=-.063, p = .026), and the mutual influence of emotional exhaustion and emotion-
al manipulation over OCB (B = .224, p = .047) all reached a statistically significant
level . Thus, the results of this analysis have verified Hypothesis 5 of the study: emo-
tional intelligence has significant moderating effect over emotional exhaustion and
OCB as in the case of first-line hotel service staff.

Conclusions and recommendations. This study was to investigate the influence of
emotional labor, emotional exhaustion, and emotional intelligence over OCB using
first-line service staff of international tourist hotels as an example. Another goal was
to study the mutual influences among different variables. Besides, this study was to
investigate the influence of emotional intelligence over emotional labor and emo-
tional exhaustion and their mutual influence over OCB using the case of first-line
hotel service staff. Most of the studies in the past were focused on the emotional labor
aspect as proposed by Hochschild (1983), but discussions combining emotional labor
and OCB were scanty. This study adopted the OCB theory of Williams and Anderson
(1991) to explore the influence of emotional labor, emotional exhaustion, and emo-
tional intelligence over OCB using first-line hotel service staff as an example. It is
confirmed in this study that emotional labor and emotional intelligence have positive
correlation with OCB, whereas the relationship between emotional exhaustion and
OCSB is a significant negative correlation. It is also confirmed that the relationship
between emotional intelligence and organization citizenship behavior is mainly influ-
enced by awareness of personal feelings and capacity to detect others' emotional state.
When emotion moderation reaches a significant level, the influence of the above two
factors exists over OCB. From the above results, it can be inferred that hotel staff with
high emotional labor, high emotional intelligence, and low emotional exhaustion has
better chance of enhancing OCB. Even though emotional intelligence cannot direct-
ly influence emotional labor and emotional exhaustion in relation to OCB, emotion-
al intelligence can indeed moderate emotional labor so as to reduce the risk of emo-
tional exhaustion.

First-line hotel service staff is considered as high emotional labor workers. If
the performance on OCB can be boosted, service quality will be considerably
improved, and this will have a huge impact on the overall interests of the tourist
hotel. It is suggests that the business management of tourist hotels should make an
effort to assist first-line service staff in their handling of personal emotions to
reduce the chance of emotional exhaustion. From the standpoint of human
resource management, tourist hotels should organize pre-employment training and
on-the-job education in the areas such as emotional labor, emotional exhaustion,
and emotional intelligence, or establish support groups to provide other intervening
measures such as group counseling to assist service staff when they are faced with
emotional problems. The above measures will enhance the OCB of first-line hotel
service staff.
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