BERFFT FHE o 2Bl ANF 553
Commerce & Management Quarterly, Vol. 10, No.3, pp. 553 ~ 573 (2009)

R, “‘”"%%"77 gy

THE RELATIONSHIP BETWEEN ROLE IDENTITY AND
DEPERSONALIZTION: THE MEDIATING ROLE OF EMOTIONAL
LABOR

e pEE
FLUBI [~ Y B st
HIR TR
B [~ S RIERY b rfid
Shao-Lung Lin
Professor of International Trade
Chinese Culture University

Shin-Ru Shao
Master of International Trade
Chinese Culture University

!

ifrm“’ﬁ F‘Lﬁiﬁé’ﬁ;ﬁ EIgJ{ﬂ TR (P Ll'ﬁ’ng«ﬁygqtlr)f;;; *'[";]’“'j/rgjg[’h? :
PRI A R RLY 55 S (SPRRE B
R 238 7 F sk 92.25% « FARRRUET ) SR TR R
FIRPPRRTRAFILL 2SR Ry > e fﬁfﬁﬁf‘*frwgw g
?*F*“"“FFW%? CIETT o ST ITORE R ) SR A L
fR RS N[ o PR Y SRR R O ORI PO
FE R -

B 5 )R ISR R R ) 3 C e



554 BERGFFT FHE o 2B NE

ABSTRACT

The study examined the relationship among role identity, emotional labor (surface acting
and deep acting) and depersonalization with a sample of 238 first line employees. The results
revealed that role identity influenced deep acting positively and surface acting negatively;
surface acting positively but deep acting negatively affected dedepersonalization; Role identity
negatively influenced depersonalization. In addition, the results of path analysis revealed deep
and surface acting mediated the relationship of role identity and depersonalization. The authors

discussed the implications for theory and practices, and suggestions for the further study.
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