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Abstract: Customer injustice is one of research hotspots in recent years, and it is key point to explore the “relationship black box”
between customer injustice and emotional labor from employee’s perspective. Based on affective events theory and conservation of
resource theory, this research explored the influencing mechanism of customer injustice on service employees’ emotional labor when
they encountered injustice behaviors from customers through a survey on the front-line service employees in various service enterprises.
Results by hierarchical linear model show that the customer injustice has negative effects on employees’ emotional labor, which cause
the employees to increase surface acting and reduce deep acting. And this negative effect is delivered by the difficulty of emotional
display rules that employees must obey in workplace. Meanwhile, the sensitivity to interpersonal mistreatment has mediating effect on
the influence of customer injustice on employees’ surface acting, which verifies the viewpoint that the influence of injustice behaviors in
workplace on employees is different from person to person.
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Fig. 1 Theoretical research model

2 ATRITSHIEIRE
2.1 FEERIT

ASHIF 7 35 B b AR 45 R Aol (LB L BRI
FRATAES S X L BUS5E) 10— 2R IR %S 2 TR FE X 5
HAT WA )& 1Tk, 2R A E AR LL R A ) & 3R
HHAT SRR . 9 PRAIE 7] 4 R 0035 1) 77 Bl
AT R AEANE, A TN R 2 R BT TR -
POE - JEE R EE . Fr A R K A Likert-7
RRER, | RRWMHAAFE WHAER), 7 FR
WMHASFE (AR,

(1) B Ao K Shao 25 191 fy il 25 A8 28
-5 3R B SRS HEAT I &, 3t 8 AN, 40 <FE
5 BN G B ER A - A 1 T3 B0 S i
VB & <l HA R ARAR RS & AT, 1%
5N 0.938,

(2) 54557 W SERE . %P1 Beal 25 (11 () 5 RO B
T B SR A AT DI B, 4 A A R R <
BN M 55 3 s G S 78 3T A0 7 s AR AR IR A
“TERE IR 55 T R AR AR S BEAR R A o AT
FH, ZA RGN 0.890.

(3) N FriE AUt . KA Bunk 25 NP2
AHREERN S BEREITNE, Kl rERP R
R o Gl N B - 1 I s A ATRE o B g
B qn R A X Sk AR . AT
Fih, 2R EE RN 0.878.

(4) TS5 K FHEBIRE 16 1t 4557 5)
FMGE R, ZE R AAEN Grandey 17 T JF KR R HE
ITRIEET A T . Z R 1 8, Horp
5 T BN R R T AR, W T A, RS O
UFBIRET, RIS N 00 R A 2 ik, 6 18 R 2 R 2
FVE, W GRS I, AN R AhR EE SR, K
O BEZP . A, B TS5 oG E N
0.828, H 1 R MR AE A 0.859, K= RGN
0.902.

(5) TR . ZUFH RN, F8. . H

BINFORT AT AR R AR &
2.2 HIRIREX

N T ARUERE KRR N LIS 0] 4, B 15
TEAF 25 Al N 77 G250 AR GBI 2 8 [F] &, 72 H
FE AT B2 F ¥ ) R R B R T e R
560 4y, SBR[ &R 4 496 17, H 3R 88.6%.
Horp, PRI TH, B 0R T 41.9%, 2251 T 58.1%;
R FEAERAE 25 B LT (5 31.3%). 26~35 %
(15 34.9%). 36~50 (& 21.6%) 3 MER B
BEFEEF P E (5 21.6%). K& &EAR (&
66.1%) BB B H 35N J5 T, 2 000 76 LA R 1) 5
27.0%, 2 001~4 000 JC ] 15 37.9%, 4 001~6 000 JC
15 25.2%, 6 001~8 000 JGI1 A5 9.1%, 8 001 JGLA L
(1) 5 0.8%; FIT WFAT M, )5 53 T 4 38.1%, Jig47
FEOR T 31.3%, BURE 571 T4 16.5%, 5 X k5 57
T 10.9%, i i ss e Hoft s 3.2%.

3 MRdESHRERE

3.1 RN

AW &AL EREEART 0.7, RUKEE
P — B B S BERCE, BT R AT B — AL
A PRELR . RIS B T I AR, R IX e AT
TR A AR B, R B A R I A AR AR
HIE. B2, SARRIME . ek 2 A R 5N
1 R H, BUE A AT 515 4 57 0 HE B AN
TR TH R R 3 IEM . 5 O\ Br RE AR UM A 51 T
TR 2 2280 Wik 3 1A O 1% 4 <7 U HE FE 5 N B & A B
RIEAAEIG, 50 TRIMFHEZFE EMAL, 50T
R 208 W 2 M OGN B B A Uk 1 5 A TR T
KA R . 5 TIRZEREEE MM & TR
MRS 0 TR BRI,
32 R
321 FHEHRPNELELR

X T N Je AR A RS RS B, AT AT i R
Baron %5 181 @715 LLR 4 B IRIEEAT 047

() B AN HI BRI -, E AR (HE
AN TN BN TT R, 43 H B AR B 45 AR & (A
TRMmFRE . R TIRZRE) R0,

() TE5| AN A S 1 3 b, B H AR (0
AR RN BT, 408 B S AR & (1%
2 MIHERE) RN



&1 FEFSIN, SR8 A AN AT 0 B8 N G 4655 Shsema: N B i A BU I 1) f B 51
F£1 BWENIME. FRHEEFIMEE R
Tab. 1 Mean, standard deviation and correlation coefficient of variables
\ T EAE

F A E ¥E bRz

25 AN 155 28 <5 W S N B E iU KR R Z R
B2 AN 3.607 1.477 (0.938)
5 28 5 U S 4.490 1.397 0.290** (0.890)
N\ B JE e iU 3.282 0.984 —0.144* —0.075 (0.878)
R 3.885 1.207 0.575** 0.260** —0.029 (0.859)
IR EFIH 4.746 0.979 —0.146** —0.254** —0.098* —0.052 (0.912)

VE: BEARHL n = 496; #* FRBEENME p < 0.01, * FoR p < 0.05; 3855 NI 130T SR .

(3) AEGIAFEHI AR LA b, Kb AR (1
255y S RE) TN B A7 2, 23 #r vh /i AR x5 R AR
B (R LRIERE 5 TR =R FIFE;

(4) 1E5I NP AR B AT [ A2 i Al b, FPf
AR (648 ~F WHERS) 51N BDEDTRE, 0 #r H AL &
(B AN AT MR A AR B (5 48 53 I HEE ) 3o & 2R A2

(b TERMER . I TIRERE) 520,

DRy 3 4 % R () 22 EE R 2R P n) A, ANAE 9 S R
PRIBAT0E, 150 M 2 35 e Xy BB s 7 2 hoth
A FE, M1~M10 A [ENE 73 A 8 1 9 5, 7 B 45 2R
Wk 2 fios.

K2 ERNL LA NG K JR 22 013 o A 25

Tab. 2 Main effects and mediating effects test by hierarchical linear model
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Fig. 2 Influence of customer injustice on employee’s surface
acting: Moderated by sensitivity to interpersonal mis-
treatment
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