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The Research of Mediating Effects of Virtual Community
on Electrical Workers' Work Stress, Emotional Labor
Load, and Emotional Exhaustion- Example of Electrical

Company Chiayi District Office

Student : Po-Sen Chen Advisor : Guang-Ming Wu

Department of Information Management
The Graduated Program

Nan-Hua University

ABSTRACT

Today liberal media and the social environment changes, are high
standards to examine the behavior of employees of state enterprises, the
first thing regardless of the truth, as long as the media coverage it could
easily be expanded to explain, lead to negative news continue to be aired,
let the state-owned enterprises in the eyes of the public just does not get
the money to do things a sheep.

In the five years after the company was facing big tide of employees,
resulting in manpower at present unable to make up for all units of human
streamline workload increased rather than decreased, while some units
belonging to 24 hours on duty or on standby shifts, and therefore a lot of
labor to work the electrical industry employees negative sentiment in the

face of major policies to increase national execution working pressure
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may lead to emotional exhaustion and burnout problems, severe
depression and bipolar disorder are related cases
With technological advances, the rapid spread of the virtual
community, make electrical industry employees at the end of work or
after work, a more emotional way to relieve stress, to find the status of
the other co-workers through the virtual community, enhance co-worker
relationships, communication experience and expertise with each other in
work, and then with the company's other units of information standards,
and work on the emotional pressure is also available to relax and soothe.
Therefore, this study survey questionnaire survey of electrical
service staff emotional load, emotional exhaustion, stress and cognitive
virtual community viscosity to PLS to analyze the emotional labor of
employees in electrical load, stress, emotional exhaustion and the virtual
community groups intermediary role.
This main findings of this research are:
1 the emotional labor load FElectrical Company Employees will affect
their work pressure.
2 The emotional labor load Electrical Company Employees will affect
their emotional exhaustion
3 Electrical Company Employees work stress can affect their emotional
exhaustion
4  Emotional labor load electricity industry employees, work stress,
emotional exhaustion, in the use of virtual communities (Taipower
Facebook group) above but not significant, completed questionnaires
via interviews objects, that result if the contents of the virtual

\Y%



community added company Related units (for example: concentric
garden, employee benefits and employee trade unions) information
and elements to be able to attract employees to increase the viscosity
of a virtual community, and thus relieve the pressure. The results of
the research proposal to the relevant units and personnel for further
research, you can use the virtual community of the pipeline need help

employees know in advance, to give assistance and counseling.

Keywords: Work Stress, Emotional Labor Load, Emotional Exhaustion,

Virtual Community

VI



E ) £3 - J 6

o oa FHEF IR T AT T e 8

P TIERA ZABET T e, 16
A AP AT e 21

S REAFEZ AT T e 28

VII



S
I
s
At
oy
&

D

)
4%
i

]
‘\7‘=§'
e
o
W

DB TG TR e 34
B FEITA] T oo 34

>
>
=

a7
-ﬂa
g
‘3‘1\5
-l
=
[OY)
(V)]

5T 8 IR AR B e, 35
FE R TR A T e 36

R A o e 36

R s < T AN S Y\ Lo 53
B A TG K T 56

B — B BT ettt 58
B T B ZE TR ettt ettt 59
B2 T UE R RFTT 2 % e 60



22-1 WS B) FTRRE o,
22 1 FBF TR
%23 Fp M EE TR BTRRE
224 AN M EEFRRAF TR R
4-1 7 FR I w4
£ 42T E B IR EFT A H e,
243 FFB 1 AEETF o,
244 T EF BB A
245 X B 1B RAT A
246 T ER 1 AT IZABETA L
24T T ER I RTAREST A
2 48T EB I SBRNTEA
2497 ¥R 1 phEGEE).
2410 T LB 1A% PR AL
% 4-11 KMO ¥2 Bartlett # <_.................
2 412 BB AATE T e,
2 04-13 BIBHSN AR F

IX

.............................. 47



% 4-14 e %20 PLS Bai® BHCE oo, 56



B 11 A= ine
F3.1 75 %%

W 4.1 RIS A 17

¥l =0

XI



AR AL E R oA A ERad o SAR JEE R e b ATH

i

PHEREIR > AT RAYEEF L FAET EPRBRRNY [ 1 (R

FRI)NES {4t s P T TEPERE AT F e v

*ﬁ

Kecd o %;g_u'z L EAp R o FIp > AP THHETER L ARG ER

o2 PR IBRE R d it S AW EHF KR EH BRI
B4 Gk RFPHE L RRAEOLE L2 M A

ARG - BER > TURER IR pRAAFEREEF L

Jeos LIRS R R A RO EEFEH D
AREELLIE 5-FELFREEB T TP D%

FEBPHEFR DA LAFRAE A HErnT £

v’
]

PAfs B TR A S B0 B A S o1 TEE R o gD
ABE eIk 0 LA BB BB T E 2P 0 AR R AR

T EFISF D L EAFRECT L, P REFFRY T EF



G f ek 2 TRt B 27 R F e Fe X 4 it o

=

—\

FTEMLTRPEFEBD fniFm e Fhet 5 BRI

G
IR

QP el EAKG A ART A TR B A PUNGORETRT b ahlrn

FA o FBEFREREIASEN T L > B FF T4t > 1 0F

ﬁggﬁﬁ%iiwﬁﬁéﬁﬁﬁ$?€‘iﬁfﬁ’ﬁﬁii?7{
drpt o XEEF R ERFEF AL FRFTESP L AP
G o mARFCRAP M M 0 BT 2 G ekt RTER 1 i
g KPP A EORS g =

T/ 4 {o 4 4 2B(emotional exhaustion) {?j%‘ e Hi ¥ ¢
BAPR DAL A REWEE AL f%;\,f};—é@jg;gﬁ A4 1 iF

#% g (bumout) + & H EAEERE LG BG AL (R SRR



N HBPL(AE AR 0 2014) o R AR FA A S EAEY kL S

?2%’3,,.#?“ MIRBEE—R1en1 (TR & > &a PR 101 FAR(MP

B, 2003) P75 (2013)» h PR € = Bf‘ﬁif rERE AR E S

7

RA2RBAFZ 2GR ¥ o pespdek 125 TS - feH

R

1 IFEH ~ Fonfod g 2 A A G afoif ?K#@‘éiﬂ 2 thB
ﬁgﬁo

PAE AL BT & S B S FER s TR 2 A
Firhf g CARSHER PO ITRY ZREpE o BB P T
IERA R RO RS s 2 B (st 0 2012) 0 AL
oAy R P FIESFERA a2 H T TR
Fpenis 5 g B te et B0 (FR Y X ehf 1 e Fpt s AT R T £
A1 fep EH e TR 2T ERANABAFEYRE AR
JLRA Y d o - HMAT T BHEER O BEL D P M

E{IV, ’Eb?g’g ﬁﬁ*iimjéﬂb@% é‘_ﬁl.}ﬁ:‘ ,T;Eéﬁ;;j:‘ﬁlﬁjhla%o



YRR R 2 AN R R A S E L R A
Feg AR FARERE LM AFEEFHAREH LT ER 2
S EFEROEY > L RBFF LT RERBEITERAIAT
BULFE G 1 (ER S 2 WS I | e o R A R e
P RFEY P s Ao T

v ETRERA RN FAD

fu
8\/
—
N
=H
e
<y
=

= HFHTFR I OHRE R R §UTR R R
A TR AT 6

Es FIRERIITRA ZEERHEE R BEALHE
I~ FHTFRI RS LT HFRAGER
A TRTERIRY RBEAEILT EREE FRESm-



B 1.1 727 infe



AEFAR c BB R ERRA Y TR LR RO B A

= > Id:.éjz £ z2~§ /{F

~

TERITPHFALFERE A ALTEA LR LT &Ip P

AEL s BETEABAPCERTHSEEE 0 B E T EIE PR K

2%
g

w

-~

CEak 4 e AL (P A e
ERNERTY

TERI RS ¥ kp1i®En? \Tﬁfﬁ?f,uizﬁ\ TR
ERF I BEFMYy A IR ERERE 2R R AT >

LT AR Y A TR

\

T~ LR

ok

~

ki

TR ER IR T E R I LS8 fR 2
BRERA L IFREZ? > s HEEI LI EREE o URAL WERER

L2 EAZ L ORE n A FEI S R e


http://zh.wikipedia.org/wiki/%E7%A4%BE%E4%BC%9A

R

‘.

BERFRRAZEL DA QNI B EEAER G TﬁﬁL
Ha S o BAHAFERLENTEIRZAFRE T FFR L R R F A

s e

FI8 FPEEN

—\

Sl SRR A T EREGLZ 0 2013) 0

WA g BRI ERY B 190 EFEER BE1aBAA

“ﬁ?ﬁ@’ﬁﬁ‘ﬁ%%%ﬁﬁﬁﬁ*’#ﬁjzﬁﬁza%@%a

-

WP 2 B E o BT ARG O REF AL TR DR
FIE S AP TRERTERAIRFEY B AR LA R E R
IIERA > ERAFFHEELEB MBI TG m 2 fRFLEELIF

i REAMEL B RN SR F LT ER T S

fhﬂ
e
4
<k

WEFATETNR L0 ARG 251 Pk
o el (TR T EE  AFT R Fe o REAE AT

ﬁl'f’*“* o Z’,’g.é a1 ,F}‘&J Tl ]‘i‘*%&v%ﬁ&%;},?ﬁmi ¢ B3t H» ApH

L

BETFATES —%%—}iﬁﬁii‘i)@? BRI E R B

é‘-ﬁ‘

BV iz S g mg Rl 1 Anm s  wodpes



B A

AR R Bmi«éf«?)fprﬁgéjguu;ﬁ NG T A e -

T RSB OPMET RIS TRS DPMAT D F 2T
SHHABOPMATT S e & 5 REAEDIPMAT -
o o& TSI AP Y

Ty HRYIRE FTA
L% - WAL Rgant d > ST RAPELRLDD g
BHNE RT o QPR FIp P E L RRE T IR F A
R B R R 0 5 ?‘aa\l,fé#.‘f%hf{ﬁ» ’ ﬁhgé*‘ T dE ¥ A3(5k

0 2010) o A B RAn >~ #8938 (2003) » P 0 Y v A B R

FL R o

- >

MTEFEBIR R E T e A O LR R AR 241



% 2-1 YL FERRE

£ (&)

e x

RN

Ashforth &
Humphrey (1993)

rzl'_s,-k Sl Zl‘;g -‘*; I]»i.éjz Zl‘é ,{;r?b '«r\z\ ‘iié Fl’_é;km

S REETEEE TS SRR

1,\4‘<
o
L

5 7

Morris & Feldman

v

DR A AR o 50 RIRA AT Feh

(1996) B d moriadiany 4 st e
Grandey(2000) | H%¥ %1 nrrﬁ B iEe > g AR R E
Wy AR KP4 Pf]%‘« PRt ¢ — f ¥ i
T E AR o
Thompson & A T 'ﬁj’ﬁﬁﬁi%iﬁ@d%rﬁi‘ﬁ‘éra‘
Callaghan(2001) | P34 7 %) 4 £ & 7 5 % 1 | (stupid worker) |

wH L TLERT - L4 B2 A 39E 1 (educated

employee) | °

Diefendorff &
Richard(2003)

¥ g i 1 Bl = 2 Z R4 (display
rule) » &1 iFF iFif ¢ ol ﬂﬁxi’JJ%aéLﬁ;lﬁaﬂi
FEROFERL 2 BARNDE 6 FEGe £
E B DR E Ol A gl k- T € I S S JA
B )R E N A L P B E RS E hE Kk

e




01 S AR LA R ()

(2005)

£ % 45(2003) Fadizid T-faed bend—v £ B p &
AR 1 BRI EF T 5 L7 1 (EF HEE
Faa §arig dane 4o

HAwiE(2004) | s ¥l st PedFefl Rk
Fo B EHRHAAp P ol URARDNED EE
G R EFER R R R AT R A

A2 pAFHEAFLIART - RLM G o
Lo~ rde | R BHE ) PRI R Y F T KR

Pd it MAE I UEAE LR PIMIR X 2 UE

T £.%(2006)

FL ;Jk_zl

R TER RS FRREFE T SIEE:

10




a2

e

2.1 FEY A ()

CARE

FATH ~ U

(2006)

Wb L B A R S e (e

v 3E

‘{:\;

L R B AR A

n

¥ 5 (2007)

372 (2011)

S
ki

I}

¥ A2012)

Wi g LI

1EFEHELHE R
FR RS AR KB E

oo EI| P B TR R

34 #.(2012)

ET

o

11




NN

F2-1 YL ARG

%)

3 5 (2012) T E- AFEcHEFRE PRA 27 a2
dhl 1F s AR P IR RS T
LB ARAFL g~ ¢ AP M ET

¢ oo

®AR2012) | BrEF ARG B SENHRA AR Y LR RS
R G ES FEF AR KA A PR A

Mo NEIE L EHATR Rl A E o

g k% (2013) B 5 5

).
¢70
(
T
%-n\
>~
F_k

10ES AT B Aot i

2 45 (2014) B ies 1 (v AR G A2 FE - A E

B DI $H1 F2 pk - HARBERE

FAZ(2014) | FEF A A1 FY R F BT SR At Y
EoRIRERAAIR Pl AP BRE
Rk S e PR B AR
For BH SRR LR FR o R

K4F

12



http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=7ahDDj/search?q=auc=%22%E6%9E%97%E7%AB%8B%E5%A9%B7%22.&searchmode=basic

F02-1 FEFBE LA REG

Bk ) (2015) | HHFBEEA L AERBEL o 2FE L F
RiFFIE T ME FHE PRSI i8R > B &K
PR i o LB p 2 B AT s EY
FeAd > 2N DR KPR ROTE K

ERE0N

TR KR AR 2013) ~ th T~ X 2EP F < 5(2006) ~ &
Py
AT MEES B AL AT ER I AT FERTE

p? ) hl—l—# ﬁ m]]\ 7]~ i—ﬁ;‘i frz\ ) t"’-i—:% é: ml Fll‘%‘:‘:ﬁ é ;{;:,]“ o

13



ﬁ\“ FAE S I o ena (T
Hochschild (1983 ) # % Wt = ﬁ*a‘gg%# S LRE RIEY
YRR EHEF LA f k0 b EES B X L B

ﬂﬁigﬁA\ﬁ%Aﬁ‘%ﬁ‘ﬁiﬁﬂﬂiﬁﬁﬁ‘ﬁ°
Adelmann(1989):& — # ¥ #-% = AR RGN kT AR D
F A A FR s o

FRBLIEL AT T ER 1R v BEIIRBL TS 2 3
g F T A TR o F
D et F It FE

%
REE 0 T K

B T L D AT RO o T

b
el o EFI(BID) LR Y bW - PR
A

'S

o
7
&

?m\}

:L'fr WP TR A - 2 o 3537 ST P e
WREEF OISR ERREFFARLE  RBRET R L D
SR o

i % 35(2009) /% _Morris & Feldman (1996) i 3 ixfg e + £ 5
EAEz BARIFEAEZ B kAR BT 5 gL
(- ) &4 EampF (frequency of emotional display ) @ 5 4% & i c99f
Wharton & Erickson(1993):7#= 3

£
FREEREFEECEL IHF L L ERFEFDERRL L o 4T

NEREBRERR I BRELELFI BehSde 104 TR R D
«'- I\'}gi‘ﬁ‘ﬁ‘ﬁ g ’ BIJ_‘S:%L'J\' ﬁ ﬁ-\j/ﬁ—pr_ﬂi.dz ]l 2?2‘#’ g ‘ﬁ ;/; .

14



(= ) ¥ =P 2 42 (attentiveness to required display rules )@ *7
AT ARR Ay R R 2 AR - PR ERR A A b AT
ok B3R DT iﬁﬁ&@%*%ﬁliﬁ&%i%ﬁuJ
frf 4 > oty e S H GRS zi»q, 5 o(z2 ) B4 s 4 (variety
of expressed emotions ) : *fRAFHEFHFEI N ZTERI G ~ ¢ 28§

=L
RS TR S ERIEY L SN SRS IS

\

RF PSR E ek BT APF P R LA EFRRE A
AR UMERIF AL Sy 2
MRS ERE o FP o AL IR I 45 ()
M4 4 3 (emotional dissonance ) : iprd IR L L
fefrmZ ) LR A § A2 A -

LR RS FERE I AL TR R BN

fodm 2 B IR R (self-alienation) eI % > R AT ok > § R IFH
Tp Eix

B B A R BGA R 0 2013)c FILF E R 1 SN |
e FPRIRE IR T T (Mdr: SR T BH)ox L BEE AT
EPpAA P R ERFNRZERE X SREKE NREE > 4

T RS EEE R F AR AR AR (TREE
¥ o

15



P& 1IERA 2 ApBEY

2N 1 ERA A

RS RS RN EFEI T PR DL AR
g A D)ok 4 fv% 204 4 oh- JEd (RREL 2 1992) 0 LIRS D
BHE RS ¢ A E AR FHF BT R RS TR

ERR(1982) # R4 L AFAEFTT B ALEFL D FEAER D
o PRS- BAGF o LA Rend T R EEHB AR

AHRA BN S NE Rt A o @ 2B fEF BB A DT

>‘I

fos A4 5 ¢ 4 (Ivancevich & Matteson » 1980) o £ #5#.(1991) 45 1

RGBT B R RER LA R N R S
@A%%%F@WHﬁUJﬁﬁ@Hﬁﬁﬁﬁbﬂﬁlﬁ?@*%%ﬁﬁm

% o u—rﬁf,;;_aqpx S KT 1 (TR AR R AR 220

300-0 1IERS RERKE

£ (& 5) T

French % 4 (1974) | 1 1e/&4 Ldp A5t 4 ~ 7% FRg 1 fF £= %

2 FnZ pErT A 2 IR % oo

Cooper & Marshall | 3 fE/& 4 fidp Tk Fl & 4+ B £ B fRchir i 21 P2 582
(1976) BAKERA AL FLF R o

Gmelch (1988) 1ERA B FIRB Y hiE e Ak BRI X

- EPUER 0 F AR BECES G o

16




ERRp (1982)

TERKE
1 ERRS Edpa FRB N HEHE S PE

- %ﬁiﬁ,‘ﬁ o

._L 'nn (1984)

1ERA LI ERB OE T M TEH A 4 EoRd

A CTE L g fdm i gk o

e (1992)

TIERA PN LIRS BB A TR
WA L AT A e 2 1 (RS F R FER A D

I EHRB M 3. 1 (TR AR A B RBATA

4 FIE o
< % = (1996) 1 ERS L F L AP MR F R AR S .
FEiE (1997) 1FRA R BAETRE D T R

DETUNNEY FANLE ST LI oY BT
1ERA A A

E e (1999)

1ERA L TG HL PR L TR (P

BEFfEpAYPY > A4 BAECEFZ DG DA F

=
A

¥ (2002)

27

1IERA A A F o v BRALT
BB T od W1 IFHRE ~1Thd ~ AR
IF'H_’E?EE;}'%meﬁv’me

A FRORE A PRI TERA G A

4

|

NS BN Y

£FmE G R R M-

17




. 2-2 1 IFRRA &R ECYE)

(2005) 1 IFRA T‘mllﬁﬁ?f’fr? b ATRE TS - gz

D BREATR R m a4 0 FIRERA oIk R
iﬂé%ag4%ﬁ~z;mﬂiﬁrm%&o

Bk 2 0~ MUER AT | L FRA LA AL FRBEY FLMEL T e

(2013) PAEROT G RATREFLFEF AL AL
B end T8 TR (L b Rk o

HEAE R R M |1 PR LHR S R AR PR B

(2013) L1 ERBARAE R P LG S PR
o FxpHa2EE A2428C NI
RREENE e R A AT 21 FRA
RELRFFSEREFLE EFETERTAL 21
TR AR £ o

A E B MR E |2 ERAARL B EEFEANTR ot K

(2014) B4 TR SRR R o B

F ok gilded M BHORS F R

18




% 2-2 1 FRA T HZREFECH)

75 (2014) T ERA 2 LR TE)ERE(FE) M
FREE A SRR L AR S A
- Af fe e fi AR o
PR R B AT AR (2013) % AR AL
FEA22V AL ERA RIS FF 0 bldo 1 FRE B

PRI T P2 BAABRIERBEI R R R AR

RN SN SR SR

=1

B RAE Y AEA I SR £ A F o

o B PHRA G op 2

AN T4 ws@i ¢ (Biopsychosocial) st o

$1 TER A i

~

T A—TR

4P :§ | (Person-environment Fit)fic;t 2 T & 4 8 7% | (Stress cycle)fi-s¢ -

FERILE R RS O 0 TP T g

,u:fﬁi.‘}?‘s °

WHEFN o ARAPETR A TR E 1 EER

e

RE I,

EHp e RR
.= rﬁ}i 4

SBAETFE S A

WA FHFBECHEMES 35 o 4R gL ivmag 3 L85 H-

AR R

2000) °

19

Vd ARFERR I A 4 (584 F o




o 1T/ f%—g'}‘]Aﬁa%%ﬁrﬁﬂn oo @ ¥

S g - ]

9k BV A AFPR

R 4

Y

7
~

BA A 2

WA A

RICR AL 72

20



o8 B MY
T FRABDT R

% 42 % (emotional exhaustion) &_¥ . B Kk iwenE & Ryp2 -
AR AED a1 TRS TEE A G pfox (54 F & F (quality
of work life ) ek = &2 fe v iy e ILL LAPM > Pl EIF £AL (X FAn
#8638 > 2006 )  Maslach E_{F 4% 4< 287 3 Bl Ba b o i 9B 4 2R
AR5 AR 4 2B (burnout) A= Bk 0 B A A1 EY AT R
MR HiE F TR o (excessive emotional demand ) » 2 fra& 4 f g o
’T;g BB A E s G P LA S EERIRE > Fin A4
4 A i+ ( depersonalization ) 22 i A = )Th}pg\; *# ™ ( reduced personal
accomplishment) % { g & o k(£ F 4w ~ #iad » 2006) o

[Vaa )I} = NS %‘3’—"2 AT LR T R R BAck 230

223 Bp - HFFHEEB AR

FH(EA) C
Freudenberger gl Rdg e f 1 g2 X1 el A a4
(1974);Maslach(1982) |+ 2 i A & £ ERE 1R IHFR A
o 1T R E E R R F AL - Bk
Maslach & 4~ B (emotional exhaustion)® 4p "R
Jackson(1981) 1T R R PR E S

mEEEA P Tihayk s

Cordes & Dougherty |HiicBIFBHEALFIT @M+ A1 17 2
(1993) IR F R FE AR kR T o R R o

21



%23 BP HEE SRR A ()

(Shirom 1989)

B4~ =B (Emotional Exhaustion) P 2_& %8 % %
R oI RRIR R - kST TR

Xov F A TERD R A A it -

Moore(2000)

BN RS Rl I 2 kM

5t 85 % (1983)

Fagdemal - fAr > AP 5 LW LB AP IT
B4 Arilden s A (FA R $a a1

Brespis 8 BB RS FRdaga (TR

A fF (1984)

B mi - T wiEng > 1ive iR E B

i~ R TP R (s PR E /287

3 (1990)

22




%23 BP HEE SRR A ()

* £ 2 (2001)

N Ae B B g 2 e B G 1 Rl
AE RS 2 IR SRR R
FERSARIFOL S FL o HEWI R

AN

%\,Uﬁ@%\&%ijé\}ill‘%‘\ié%\

=

RN

(2002)

AR B A AR & R Bhiffgd o 7

R R T KT g 4 chR S o

g = (2002)

BB 1 FREFR LI O® 4
R WE L FRERETE D RBE TG 2

g g -

FF 7 (2002)

W Ae BBy 5L B A 1 FRB LB T3

v
=

AR A R R P A IR R

4
N
e

B E RO RRE L P R

e A L

23




223 WP P EF BT

£ % 9(2003)

42

AR, § -1 FRA T A

@A AR D L R A

Mk G EEFRIT - FERAL o

wht
SMe
0
N
=)
4
=t
paig
ﬁ\

(2008)

T
(e
B
!
5
(s
@
s
A
b
ps
&
W
\3\

=
'ﬁ'{\
13
8

ﬂ%ﬁu%%;ﬁ#ﬁ@ A (w)I® s F5LZ
BRZBFEL [ o® 3 BOLRBYR
Aenim L N 0 A A R R B Ry E e

RS e Rfgra (TR -

Hr4e:B2  BHF L LS ER G H R
A UREEFTRFFERGE D HAMHS 2

_E’/t\.ﬁ)iféxg‘f’?;l;]qﬁ;é )

24




%23 BP HEE SRR A ()

B AF(2009)

TSR BHED S TR 7o

/1—/—

A B A ST AT L 4 g

PR E A B B - R

o=
o

1 2 £ (2010)

Frig 4o iy B A M4 had £ 3 e
FhaoRIEE AR T LB 2B
k¢ %/:\

BT A ms P 4 Qg o R

KRS - fBRE B ARERD TR

¥ 23 (2012)

A1 71 iTERB AN ?‘,},%1

—
i
'y

N

p
w

EE R Ed I z2pEnd bRl

25



¥ a2 (2013) tEak P e R e M) e R £ I ] L P 3

3£ (2013) W B 5T AR a1 eEEE R 5
ST IO G R AR A

SRR SRS X

M ze4e(2013) FRLBLLIFEEg A3 HAF T2 FEF

o+
L)
e}

TALKR: B pAZp2013)2 AFT Y
i g 42 2Behdp B 323

Maslach (1982) 4% & £t A (FEFE - B2 FLBF 4 >
A&e Z B o AN 5 (1) ¥4 (emotional exhaustion )
—d 2 1 TEEGE 0 B F AT S 2] ehdk T R ‘ff?f‘ng o (2) Z A kit
( depersonalization or dehumanization ) — M #-4A AL 5 = 12 » T £ T
MR EAfrE Ay A3 I REL forrE oo
(Z )" M A = 3‘%},& ( diminished personal accomplishment ) — % ¥f p

e A4 f o anEY > R EE R E M B (F= 3> 2000) -

26



27

i



e d REEAEZ MY

s BEAEOTR

R A3 - 3 4 Howard Rheingold »t 1993 # d1xeh T B #Ad 3 |

244 % cRheingold 3% mEEAAFE I - ¥ A AR KFE o ¥W3dHh
HiE - BRPER O Bt KNt R 218 o 97A5 8 A B R TR en e g o
Rheingold (2000) 5 m#A ¥ A - ATt g e > ¥ 5 T e fi

Bl AEapd 52 84 B gl 53 S hibdg 4 AR

4 L
Rheingold (1993) | B#AL¥ 5 @ BHEAF I - A AP FRE D E R

M
-3
ra
A
q_
SN
o
E\“‘
'F.
_‘,%
3%
Y
B
8
A
NV
9
)
=
~

Rheingold (1993) | d %2 % T AAF L & » T RHFAAF T A B
& Baym (1995) F g %8 (real entity)e
Adler & BEFEAFIZERREA B AREFEE o B
Christopher AR R EAE s FiR ok anE R o ?;i.i“ﬁi’ai
(1998) B ARz M AfoREEs - BEME
e

28



% 2-4 B~ hEE R FAE CRREGD

Fernback (1999)

B L - BARELEF? Sd - X AR
FeBmE? (4o k) T hEHZEAHAER

s AT A A4 ik € B T o

George (2002)

ARAEF A B LA - RE G F A R

pa
Qe

N
"

- M\

“m\L
gm
—4
g
3
3
s
<k
T
XN

=

“iF

B i e A

3 (1998)

AFE A - FARE LS R 0 BT
LB R IR A SRR ApRGEFR

P'\-‘*P":'FL °

F g (1998)

BEAETE I RT3 k3 B
TARE AR BN RV AAERF

‘,'5'3 A AL ¢ M T e R oorE fﬁ_n‘v e o

+ B #(2000)

BEALE LY - T £ R RS Lk

Ao pd BT AN R BT e

BoXERTRFEL AT L -

29




FLE R

( 2000)

st g f o BedELEST A (R

ISR R N PN Y

Mg = (2011)

SE- BORERIFEF LD F DL

o E FTARZ A FE DDA ER R o

2

~ (2012)

e
AN

BRAE LD - HUHhd B SRR
TR R R B BRGNS F 0 A -

B3 B2 A o

* B~ (2013)

=yras (2013)

Er
A
ANy
i~
g
Jul
Ly
e
=
I
i
&
o
3\
o

AR
dORBAEFRRET S EFL LR SRA

F R T BB AT, N A R AR o

30




% 2-4 B ~ P E S REAFE TR R FGD

Py 2 (2014) BEAEL - BB ERPHET  EEA2ED

Ao U ergepe b £ RSN 0 B FE

L
\
I
S
t
N
T
¥
(%
N
<
bt
3
+%
ke
I
B
P
&
iy
N
.
=
3
A
>~

Rlas#Eled 5 7R 2 i AT BE LT T B4 A EH G
BHAETEE PR VAP RER RS FEFR AT LR
FEIHTRBEAFRY TRPFR L TRIET Ry AAE

7 I & °

1%3;
\—_\

v 4/. g

fﬁ"

mEAAFERAR <R T OPE R A AR R 5 B
T2 - R RRA TR LSS | P AR T 2 ok |l

Bl o2 2EARL LB N PP kR (2 47,2013) -

31



Hagel {v Armstrong (1997) 4 w[jE 3 & A # v & B4R #m
BALHA L3 BN o F AT %@mm€»&%4ﬁﬁw%%i%
RF R T FARET

(DB S Fdf £ HE LT h 1 £ Fh®aE > Ao K
Bha-4e B2 R hEEaLEent s P ALk hRE

Q)4 MBI RIIE G A A E RS R AT > A T
e o R A SARARE T U] 2 G Rk A PRR RS

B) & R AaksE A R F LS o LA W RE IR

:}!tfi'—zjilz. ,:'thlg\m B
(@Qéﬂﬁﬁ5ﬁ?%?%Eﬁi@friﬁjﬁﬂﬁﬁé’ﬁﬁl

LR 2R -,

By mRARFERER P M IS
j@%@ﬁﬁﬁ%@@%ni’ﬁﬁﬁ HH ORI HAFER

FHRABAFAAFRLEDUFR I HFF LBFEAT L it + o BERAE

AER B ARG RS B F AR Y A T A E (AR 40 2013) 0 AF

BREREPFRAFHT - HTN 7~ DSk G2 R R 2

EFIAM FHY - BAERMEF V- BAET IR R ROE

/

4 b (Allison et al. 1999) -
AR OMARR RE A RE S PHAEA R TR Y AR R

WA o

E N

e

32



2% By

AR YT B BT P DI E AR R Y R 0 2 2
TR TFREALEFR CRFNRAERAETHE L AN ETHR
BRI T AT T T OBGR o
o8 PR

A Pl B HF R ER LR s AR 1
BA Ao p AL ERAL RS 267 R AR

BB 3-1 #77% o

X R 11 ivRA

R

B 3.1 A7 %

33



RN B B AT T IR AR BB AR o T
1 EF IR 6 R
TR R ER TR R R ERAE

a1 m,rsl'_é;k JaL 52‘? /.‘»5

AELRTERAT R > AT 2 CERR LR s
1ERAMNMPACEFREZ LARFICAFLE  REZ TR ERLCFE
AZ I E JF oo

AFTHTERI ARG LA ER S RRATERLAHG 2
TG HERA S AZER AR T oI AW E A A A g

(2) FE4am

R % Rl 4L 4% Maslach& Jackson(1981) » $“#1 3 % 1 & 47 F %
H

e
Pt
=
=K
&
=
:1‘\
g
F
-
=
>~
;TP’;

fe
SN
f
=
=

X
|
SN
=1
Iy
W
3
g
=g
=
o
[=
W



(2) HEei3

2 X 4338 4% Liu et al.(2004) > A A7 %3 2R E T LR 14 A
BAFRT ey BE - ARSI R AF e THEFLE L o
P oa B Akt

*MEEFET LT g B € % (5-Point Likert Scale ) » 4 5 224 7
FR-7FA VAL - FPRAZ2FRALTIBIAR S ABES 123>
4254 o FELBF F >R LRG> L R L (- ) ) Bk B
B AN RER T RRHIG  FE R A 0 R AN R
BB B AR LT HEARE P FH L E LA

F & PREZE B A A F K ;5 12 SPSS 19.0 for Windows £ %

FRETEL T AT B B R scAR A 45 > 11 Cronbach's o 7 #ci® 4 4y
o e 3007 5 B350 < 30 0.6 ¥ T R % Y Hair etal. (1998)
Atk 2 Eo 035 G Bgh kg o
18 Py HERRER

AT NG REAFER Y SHROTER I ZAL TR o R
AR B A Rt EEREFE SEEEREIR ARG
Frgoogle M52 AAREA L > BHRAAIPF S 2015 # 04 7 22 p 3
2015 F 04 * 30 p B2 g3 l4i KA 52 60 PR L X vtk
Bl % 5405 MARE 114 wied 5 96.6% » wicis L 3887 5§
BRSSPI PR R S E 44 5 R %

2B % L 124 6 0 F 2w e 5 738 % o

35



frd FRAH

A7 3 Byt * SPSS for Windows19.0 55 & S el e 7 TRl 53t 2
ER A AT 0 Bt I PLS B B RBLITA AT 0 RERE AT TR
Sl

oA TR AT

AFE 124 5 2R B 0 R RA A TR R 2470 £ {1 SPSS &

(75 22 R KRR ~ B is ) PLS S~ A2 RIS A 178 (747 3 Baienie 2o

’Eé’ N ﬁ a 'k}_‘;‘ﬂj fu;‘L%\

0

'F_B

1
B 4l @ g 11 % > F BT A S 89.5%; ~ 4G 13 4 >
FE AL 10.5% -

2A-1 TR 3R 4

E IR A dic B A%
g 111 89. 5%
- 13 10. 5%
£t 124 100%

36




F o RERIRBEFTRFA
e 42 @aopRar s T A% 5(7)E A dkes 38 4 o JRF A G
30.6% ; JRAREF 6-10 & A dch 58 4 o kB A L 46.8% 0 2|47
; f

P mBAAEI R AN S BIAK AL o

2 42T F R ARG E TR A

I oS ERClaRl
K 5(§ ) 38 30. 6%
6-10 58 46. 8%
11-15 & 14 1. 3%
16-20 & 7 0. 6%
21 & 11} [ 5. 6%
- 124 100%

37




o

. T HER 1 E&RL

A A3 @ E i 31~35 K 5 347 4 5 FRTF A L 347% > H =%
36~40 L 26 A 0 b BT A A 21% JaBR Y BN AL B AL
i 31~40 & o

#4-3 R F R 1 E# L

IR oS A%
25 (g ) | 0. 8%
26~30 & 15 12. 1%
31~35 & 43 34. 7%
36~40 # 26 21%
41~45 18 14. 5%
46 (g )1t 21 16. 9%
&3t 124 100%

38



B~ THERI RN A
e 44 BB R AR S BT (F 1 BT )L ds 54
L5 A35% 0 B G A uE 8~6 B(FE 12 F o)A s

49 A 5 FEE 25 39.5% o

44T ¥R 1 B4

IR A BA%

AEEQ E 16 12%
»HT 86 % (3= 49 39. 5%

12 % 1)
NEFG T (5 54 43. 5%
%11 %27 )

2 5 4%

22t 124 100%

39



i~ TR R 3R R st £
B 45 @R R ERG L 40 o bR A
330% > BT EE 1 AL, F F L5394 5 FRE AL 31.5%-

%45 TER AR

WE R A fic ALY
Hody, R F A 39 31. 5%
Ads, 3L 1 0. 8%
CREE a4 15 12. 1%
CBMEF G S~ 14 11. 3%
S A 13 10. 5%
S WAEE, G X 41 33. 1%
Hu 1 0. 8%

&3+ 124 100%

40



KA A6 T ER I EET LI AMS 5440 F B A 435%)
44 & >} B o L 35.5% o
%\,4—6?"’%ﬁl%‘1 Ag'{l‘L)‘L

557 o 3 [
ﬁ 54 43. 5%
| 16 12. 9%
- 14 35. 5%
3 %yt 10 8. 1%
o 124 100%

41



s FERIKTARANZ
B AT W TER I A BBEL 64 4 FRT AN SL6% &
HHPBEL 32 L RF A S 2% o

2A-TTFER I FTARR R A

E 57 % e F Ay
F¢(FB) 5 4%
LAE(ZH T D) 32 25%
L () 64 51. 6%
Hd 23 18. 5%
. 124 100%

42



lea

#%J‘ ?..#-ﬁ / }43&7[.—“:3: _q_l
A 48 @i » oA o R GSK 1 E(F)LT K G 44 4

ME AW L355% 52 & 543 4 0 FRE A 347% o

% 4-8 7 EFR I ERIATA
E A dic B A%
1 &#(z)uT 44 35. 5%
2 & 43 34. 7%
3 & 10 8. 1%
RISV 27 21. 8%
e 124 100%

43



o RERIRY REAFED NP AW E)
49T LB P& GFE)

5 o
o S N C A 18
KR EH (8 §RBR) 34
T AL B 25
AT & 21
4wy 4 22
YA 10
PUAGEEGR § #5] P ) 18
Ay 10

44




fl
;ﬁ-
=H
S
g
=
i
[
Pt
3
e

BRAL TP S 4

24-10F ¥ 153 P4

E B A i ALY
1Lz )rp 15 12. 1%
1-5 ] B 44 35. 5%
6-10 -] p* 29 23. 4%
11-15 -] p& 22 17. 7%
16-20 - p* 7 5. 6%
21-25 /| p& 4 3. 2%
26-30 -] p¥ 2 1. 6%
31 (g )t 1 0. 8%
&3t 124 100%

45




$ 28 KR A

>§_

w2 Hr R R ehE B > & Joseph et al. (1987) % 7+ Cronbach’ s

WRENO0T BB ER O R A1l AL R E G AR

B kyy Kaiser(1974) 2|47 %] % A 473 & M35
KMO(Kaiser-Meyer-Olkin) & # 0.50 ™~ * &2 &% 9> m KMO ¢

B
0.70 m 1+ 5 24F > <+ (.67

PR AT G KN A H R
Radiegsang m(0.806) ~ THA 11 fe&A4(0.729) ~ TER

7

e

T

ok
w EI

#£:3(0.830) ~ 5 2% 2 ®(0.689) » #711ikdz Kaiser(1974) cinsr > 4o
Z 4-11 #7771 2 %

?.Wf\_

LHpm PKMO EH5% 0.6 1 o ELiE (T F A AT o

32 ¥R chE P 0 & Hair & % (1988) z_sE:x:iE{7|%r: &
BFZ AT FHAE SR R

Q,

*RRAIEER > FlR R EZ

el
A3 0.50 4ok 4-12 #95F AT LR LG LR

9

46



% 4-11 KMO #2 Bartlett # =

KMO 27 Bartlett # %_

B3 72 ¢ i7 | Kaiser-Meyer-Olkin P~ ii > (£ 8 # . 806
Bartlett st =it iu+ » A fe 169. 72
pd R 6
BEi . 000
1 fERR 4 Kaiser-Meyer-Olkin B~kif *» |+ & # . 729
Bartlett 54 =i+ = & fe 301. 867
pd R 15
¥l . 000
e e Kaiser-Meyer-Olkin P~#if *» {+ & # . 830
Bartlett zAj#& < igm+ = & fe 299. 674
pd R 10
¥ . 000
i BRAL Kaiser-Meyer-Olkin B~kif = |+ & # . 689
Bartlett a4 igiu+ = & fe 189. 438
pd R 6
o e . 000

47




% 4-12 kB A T %

| F R FhciE | F1% |Cronb | %2 % | R %
m | T8 i J= |ach s % 2 75
i i a B
5
i Al | = 5836 FaoE | 2.626 | .835 | .825 | 65.6567 | 65.657
¥ ir AR A ER 2 2
i ifh B F AR A P
BERERE -
A2 | = §383E B0k . 832
PERE Y E5FE
B AR AN ¥
oo T v
) EAHEA %mﬂ'f
o FSHAPET R
(£ % )4k % -
A3 iﬁﬁi‘]?ﬁ%iéﬁﬁ . 795
i 7R AerTALD
@B AR R TR
B R A M R
A4 | i8R kb E 5 TR 178

148 R H

48




AN

49



%04-12 ek A% ()

| RO3E Frieie | F]% | Cronb | # 2 8 | % f# %
| 7B fj7 |ach's % 2 #5%
e £ |a &
B
1%Blﬂ?@r‘ﬁll” 3.057 | .818 | .811 |50.955 | 50.955
R F (WL
L SRR AR
31 iTpFEHCS ) -
B2 | AFEE PR A AL . 813
(A KB FET) o
B3 | AF EFmEscitial & 170
RS FOERR S
o
B4 | AFEXLERE <Pk . 604
* R EAMCERLIITE
%“z‘,\ o
B5 | A% E 1 TR A . 606
2R 2 I ik
7,-}1] °
B6 | A ELiTF &z .H83

R Rgen FAR TR

A
T °

50




1 4-12 &xB AR % ()

| 5. e | F1Z |Cronb | ¥ 28 | A ¥
m | 7B B J7 |ach's % L -t/

i i a B

5
firkg | Cl | sxdpabena eV g | 3.310 |.828 | .871 | 66.197 | 66. 197
3B ISR

C2 |+ x1iF— FEX {5, 1 817

ARTHERS & -
C3| 22 5% BI& e . 811
- xeha e EE R
T
CA | FH A cha ivid S04 . 809
zé%%o
Co| $tp % 8 =ena (FR . 803

e o

51




% 4-12 B2 A 7% % ()

# | B By IE Fpe®m | F1% |Cronb | # R ¥ | A %
m | 7B B J7 |ach’' s % L -t/
K £ |a &
5
EEE | Dl | A&kiTviE2 T % | 2.432 | .905 | . 799 | 60.794 | 60. 794
A PR %E EY o
D2 | AETH LT REH . 904
g AR L iE R S o
D3| AFER s AL EAL NZ9
e op o
D4 | AEER BT PN .ol14

Pk oo

52




§ 2 E R A
ARIERGY S @ > 0T = g5 Fornell & Larcker(1981)i 3% & »c &

T E R L A1 K IR hTFE 7 £ ~ 37 0.5-Composite reliability (CR)
B g3 0.6 %2 Iio% R #i3 P& (Average variance extracted; AVE) % *% 0.5¢

AR R A AR 413 97T o R IR T IERA LR
BEAFEATG R NFE L FREBAN 0S5 FHESBE 2 ERS
T ez mEA 3 aTs I8 hig R(CR)EZ < 0.6 Fa ¥4 j7

I ERA AR R AT AT M8 o AVE 355430 050 22 L 2

B RS % odod 4-13 #0w 0 AF Y 7T e £ 4 0 Cronbach’ s a
7% <3 0.7 0 F]pt & Guieford, 1965 3% ¥ Cronbach’ s ¢« &+ »* 0.7
o B3 20 R oA 03507 B E G A & 2 & (moderate
reliability) -+ -] %% 035 Rl &7 2 G REM > 2T Rl ER L 477 £ 5
AF R o

53



 4-13 RIEH AT %

iy 1% £
T & Cronba
B | ToeE HEL | FE
o (T-valu| CR AVE ch's
S | mean stdev | loadin
e) a
B g
Al | 3.323 | 0.959 | 0.795 | 17.311 | 0.884 | 0.656 | 0.825
.r%-_gk
i A2 | 3.677 | 0.942 | 0.786 | 16.873
5 ix
A3 | 3.589 | 0.937 | 0.835 | 24.672
i
A4 | 3.742 | 0.978 | 0.824 | 23.711
Bl | 3.403 | 1.003 | 0.755 | 14.450 | 0.864 | 0.514 | 0.811
B2 | 3.935 | 0.881 | 0.642 9. 151
1 i | B3| 3.855 | 0.871 | 0.731 | 12.462
R4 B4 3.984 | 0.826 | 0.711 | 12.720
B5 | 3.185 | 0.991 | 0.732 | 11.202
B6 | 3.081 | 1.009 | 0.726 | 11.342

54




#4-13 RIZHS A48 5% ()

i & B
T & Cronba
# | TimE | REL | O FE
o (T-val CR AVE | ch's
S mean stdev | loadin
ue) a
B g
Cl | 3.476 0.950 | 0.830 | 28.803 |0.908 | 0.663 | 0.871
C2 | 3.492 0.950 | 0.837 | 18.554
i
C3 | 3.202 1.020 | 0.811 | 21.506
J5 B
C4 | 3.403 0.954 | 0.811 | 23.537
Ch | 3.185 1.100 | 0.781 | 18.400
D1 | 2.984 1.012 | 0.834 | 5.096 | 0.866 |0.622]0.799
iz | D2 | 2.944 0.99 0.894 | 5.056
AF | D3| 3.573 0. 80 0.782 | 4. 345
D4 | 3.879 |0.6451 | 0.618 | 3.336

55




A V3

S T BR R

A3 2 VisualPLS(Partial Least Squares;PLS)® g & | L 3 2 %

= FY "f?ﬁf”'l 14 451 E 5 d BootStrap 425 KB 7 LT ke F 1L
SR ARUR BN ES: B (RSq) ez tatic (B) Rppzd ’}‘rm'ﬂ%fé% ,

AT R e AT Y LT A 4 S R ho ] 4-1 H1 0 B AR ehlic
B G B(B)frt EEEAR F) °

> e § H2~H4~H6 7 Bg ¥ » #7

AR
# 4-14 & H1 ~ H3 ~ H5 B 7

2 H1 ~H3 ~ H5 Biiss #2585 £ H2 ~ H4 ~ H6 Baf4r 2 B ¥ o

+ 4-14 B T2 PLS B adick
Bl | sl Em (B) t & T ESSH

H1 0.613 9. 71 ==

H2 0.016 0. 149 B E

H3 0.426 4. 825 ==

H4 0.188 1.469 *EF
H5 0.393 5.012 i

H6 0.076 1.326 *EF

56




HI HS5
0.613* 0.393*
(9.71) (RSg=0.375) (5.012)
H3
°
° 0.426*
°
° (4.825)
.ﬁ
°
°
H4 °
o °
°. 0.188 o
°
®e (1.469) *
°
°
4 \
o A B AR
(RSq=0.039)

S S A

57



=y B €
HE: R E RS ¥a ) 0§ R >
H2: T ¥R 1 H Ry e BER Y ¥ *EF
H3: R ¥R 1 HFs&af m ¢ B B EH i
HA: R ER 11 (PB4 ¢ BBR* B 7R F
Ho: R F R 1aiels ¢ EEEED =2
HE : ¥R 1% B#ats ¢ B BHFEES P EF

9B 41 TR T AT M RS R R R R P R
RETARARS TER L AR FERL hf AL ERE R 5
WAL B G 5 MY DR 772 (PLS)# 4747 1 E 45 & %78 Pl

TR REEE > T AR 4] FREASITER ORI

- ~HI: % ﬁ az g zZ-ﬁ T H 1 TR A .g %‘L“F‘_%m’ + Q‘Tg‘"ﬁ

z

FARAR S o AR X Pl TERR S AKX o
S H2IRFRIFHI B FERFR Y R RAFEIIHF P
Fe A YR AP 25 AR R BT T

58



Ji

TH3: REFA ISR FHA R GEBRTFLEF S T AEY

FArf AR S o APH A 2 A BT AL H e -

woHA:DRFAAIIERS gRFRY RAFIIHF > 7wy

TRA G T RERLCERRD N AT F

T HS: RHB 11 0vRS HEFELBEEI R 7 L (FRA
CARH A L AL AU e o

 Ho: RERLIRY pRAFERFFHLBITIFF > 7wfa

AR R FALFARR A B 0 AT R AL R R B o

W RS g Feudd B TR Z GRS AT
P R BRARE RS R Nt o LE R R
RS E S AT PHEBR SRR A TEFEREE T Fa e
2PMME (b BoFR C BL1ARTIE A B 11 )T afen
%> J’T}Lé‘éi FL AR B I B BARARHE AR > 2 PR o

FIA BB REL ARG T ELRG R PP T

(

HFRo@E R1ARTIE2 A1 g EHME ki i1
K5 EIME AL RET R EL AP E 2SR

LN~

o -GH_
>

«z;uQL

BEAEGOS N RS FRIERB PR kP B RAE S 2

PR TERIRNFEAP LI RE A AN EENY > 1 E

59



(

E
o BRFIIEARY CE kT UEAFTIE S RETE
Bz ki ARBHFET ARG GIRMUY U > ¥ UBFTT 4%
o

2R deT BT BRE e L R

) AEFVEREEY L FLo RS BRI TR Z R
Fo LA pBAF(o TRT BT TR CFRLILE FR) 0

_&ri-g‘—]}»:’l-i—g—; w 11;}'\ A $F§m§‘3 ’ ““F; &Bé%ﬂ-@m"%‘

frin

~mbe

SE P L r SFTAAME 2(B4e D R Bl o §[14§;—fljg A

éﬁﬁiﬂﬁﬁpxﬁaﬁ?d@#@%aﬁﬁxﬁﬁo

60



42

- ~ P 2 2R

. 2252520100 XL TRARLFFHEF-Mp AT FESE
B g PHRAFEEFRE AL GY o

2. XA 20120 £ ARR A Y AR E @A HE KT AT & KT
Fad g rMGormy M2 d LA FRTE 2 RARML A
BTl o

3. 7% & >2007 B
P ERT Sh FEZATHRT A FRTE AHLH -

4, FEek > 1992 @B

5, L 7221996 M? FRiFFA R 1R EFRREZAT » AK
3% > 8>99-131 -

6. Z FA-~H03E > 2006 1 TR A G B A FHEEFEFFZ T

| B R A MR 2 —

CIE LM Te e

(% SRR AL B TE o % 0 ¢ BT E T 5 48(1) > 69-87
T. % %4502003 1 %9 &4 & (AT E M FIELA -~
AR R VRBER A R L0 R LA EY LSy L
H2 o
8. % FiAw -~ Eiag > 2006b > HiE i E A A RARDIHOLH A F
S a2 B TR RS e § IR

95 > 581-599 -

61


http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22095NHCT5212026%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22095NHCT5212026%22.&searchmode=basic

9.

10.

I1.
12.

13.
14.

15.

16.

17.

18.

19.

5 gAn s #0030 2003 BB FHEF L 2 v S TR Y I
19> 137-173 -

T w1991 0 R A ehF e & # Flphp] (€% o Rl i 123
2511-2516 -

54k 45020050 1 (RS R T FREE LY 0650135
T EH 2006 R EY AHERA S FTRhEEZA¥T 0 B
SR B EREFE T 0 410 127-136

A 1998 m#EAET® VS, EF A E O AE Y 7529(8)668-674 -
F2o200 oA RFREZA ARG FHE CREEL Y
o R o A EREE AR RE IS AALH o
25902002 3 FAFIEREFLAHFAE LR ERS TR
FOBRELELZM T R g AT EPREETE AL
ERE

FATE S U Y 2006 0 % 2R EF DS A A F R R A vk
B2 Fafr L H4p 200 67-89 ¢

LEL SCMIE 2014 1 FRAFECREE PR AL e L
Aaier o AL GG F TR 860 61-92

a0 2014 BEALEE A L (FRA  MEE ST e R

G“)r

2R —MERAP G a BARFTAERE LET LG o

o o0 20015 0 MBS RE AT B RKEFALE AFF BN

EEBHL TR AL B 3 EA SR AR KT A BT
L -

62


http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=x0LfT1/search?q=auc=%22%E6%B2%88%E5%AE%97%E6%9F%8F%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=x0LfT1/search?q=sc=%22%E5%8D%97%E8%8F%AF%E5%A4%A7%E5%AD%B8%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=x0LfT1/search?q=sc=%22%E5%8D%97%E8%8F%AF%E5%A4%A7%E5%AD%B8%22.&searchmode=basic

20. %

21. %

22. %

23.

24.

25.

26.

21,

28, & =

29.

30.

B 2012 Fas 4 dor B 1 ARAL2 M L ¢ B I0 e m
7 > 15(3)

B 2012 WS B2 R 1 ipaz MBI P BH I RS
£015(3) - %L7 ¥z

k20130 A FEE R EPFIEF LB R LY 44

|

oo RAFEEEREMBA B A S B L G

A 2013 P F P RA ) BEREFFEY IS FEERE L TR

R2ZFF-MARBRD R L6 ¢ ERFAFEEFR L GY

BrHiLwm~ o

o 2014,;\.)7;9*%,%;@\' oMt AR 2 BBy ¢ 1

BRGB L F PR PEPRL AT RGEREEIALG -

How T~ L2 7 < o 20060 A AR A 4 TR R R
TR TR RESY P EERTAREER 930 1-42-

RS 020140 1 TERA R4 TR makAp ATy - 2 R

WA F LT ¥ % 0 RIeFT B T 48 6487

B R 1984 1 IFRS 2 FHEFY BG4 A B ARE

FoRA ket (> R2ptic A FERFRPLATRLES

¥ 02000 WAL EF A E - F AR HE TR LT

BABARFRE 2T > F2EEA-FRAKTFLTHLH?Y -

AR 1984 ARMAKRFIEA A hhlid 4 FHEFT s EFE

g 12 3%3h 0 3(3) > 19-37 -

SRS 2002 £ F BRA CHREB SR EIITER

M2 g A AR ] ¢ B TmgEs 7] 15(2) 0 25-64 -

63


http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=7ahDDj/search?q=auc=%22%E6%9E%97%E7%AB%8B%E5%A9%B7%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=7ahDDj/search?q=sc=%22%E6%9C%9D%E9%99%BD%E7%A7%91%E6%8A%80%E5%A4%A7%E5%AD%B8%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=7ahDDj/search?q=sc=%22%E6%9C%9D%E9%99%BD%E7%A7%91%E6%8A%80%E5%A4%A7%E5%AD%B8%22.&searchmode=basic

31.

32.

33.

34.

39.
36.

31.

38.

39.

40.

41.

42.

B 20090 ~ BRI itTrc A B IERA g E YRR
B B fE s BRI E RERTFL LK

5%+ 0 20100 % &k i’t—"ﬁ% ESON Gl Ay S N & S
FrieRLame o

R 22014 ARAEHBRAEFLBLPT P WY A HAR
THREERITEE LA Lh o

RET S REB 2013 et A EREFLEEFETFEF TR L
TR A B 2877 > 3 F38 > 38(2) 0 93-112

SRAGEL 0 19920 REFLIFA JER S A 0 REF X 5 57 36-48 ¢

EaEF 1983 R F AR L TR IFTHA-NAE I IFR S 6 (L )

21(1) : 66-79 >

EaEd 01983 BE AR TR I HA-ALE I ITR S 60 (T)
21(2) + 79-120 -

Teig P> 1998 0 L h R R Y A A T R R EALE R B
Fadge L es o 5(1) 0 52-61

FOAESEE S 20000 > PRSP RREAFDR AT AR R
MEL4: > 680 105-108 -

§54 301990 1 (PR B KR HHH L P RE K2 F R

B T TREAR 5 235 T1-98 -

R4 T 0 2000 0 B P FoEF L ITR A BT ST oy B (R 2 /Eﬂ’“ s R o= w
CERTFET TR LY o
A s > 2008 A IR 1 TR 1 ER B AR R T 5 24P

sgr/}gnm %ﬁﬁg?fﬂ;ﬁﬁ;ﬁwhnﬁ;ﬁﬂld\é o

64


http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22097NPUS5677034%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22097NPUS5677034%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=x0LfT1/search?q=sc=%22%E5%9C%8B%E7%AB%8B%E4%B8%AD%E6%AD%A3%E5%A4%A7%E5%AD%B8%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=x0LfT1/search?q=sc=%22%E5%9C%8B%E7%AB%8B%E4%B8%AD%E6%AD%A3%E5%A4%A7%E5%AD%B8%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=x0LfT1/search?q=dp=%22%E6%95%99%E8%82%B2%E5%AD%B8%E7%A0%94%E7%A9%B6%E6%89%80%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=x0LfT1/search?q=sc=%22%E7%BE%A9%E5%AE%88%E5%A4%A7%E5%AD%B8%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=x0LfT1/search?q=sc=%22%E7%BE%A9%E5%AE%88%E5%A4%A7%E5%AD%B8%22.&searchmode=basic

43.

44,

45.

46.

47.

48.

49.

50.

51.

52.

53.

MAte 020010 REFFTEIFLFTTEI TR 277 — e
SPRIEH R LAEAA FRERFL LG -
PA 2009 —BR) T EREGFESR2ZBETL 0 RAKRY
By g 22107-129 -

Mozade > 2013 #nz & @ @54 B B A s o pRa ~ 1 158 2
LB B 7 R ATA LS Ll o

Bule > 2012 BAEARFSTRD REFL TR IR FE
FLz ¢ it > g BAEFTNARE LET LGS o

Fidp x> 2011 0 38 % AL € B Bi o 372 008 35 AE o B FRAL M 42 18
*E 2 R FRAETAARE kAL h o

M > 2012 il R Y BRI RESZ A AT LA EE
dape 2 a K RIS B KT TASES 4550 ¢ 10 5-39
Pk ~BEgr 2013w R AR A 2 pp R (TRS M

T2 $E 3 o ﬁhiﬁ’ oM iF ) 0 3(1) 6376
P > 2013 g & Ir B A BP PR BORF LAY L AT B AR
RRAEG P EXEEREEE AL LG o

Beid > 1997 1 (/R4 2 frde i MR W L ¥ ¢ ol ipd §
T - 10(4) » 19-51 -

FE Y 20120 %F # Y F iR % m B L AL T B
Mz my > Mad LARXEERFRFAT LG

F 220120 SIEF AE TR R Y - B ELE 2 EA

2 FEk o RACFERERALG Y o

65


http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22089NSYS5007072%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22089NSYS5007072%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=x0LfT1/search?q=sc=%22%E5%8D%97%E8%8F%AF%E5%A4%A7%E5%AD%B8%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=x0LfT1/search?q=sc=%22%E5%8D%97%E8%8F%AF%E5%A4%A7%E5%AD%B8%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=x0LfT1/search?q=sc=%22%E4%B8%AD%E8%8F%AF%E5%A4%A7%E5%AD%B8%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi/ccd=x0LfT1/search?q=sc=%22%E4%B8%AD%E8%8F%AF%E5%A4%A7%E5%AD%B8%22.&searchmode=basic

54.

55.

56.

o1.

58.

59. =
60.

61.

62.

63.

64.

F 42000 BEAEOFBER RSB LIFF ¥R
L3R4 0 16-22 -
FEF 2002 o FABEEF 2 ’F@*‘ﬁ%&«#ﬁﬁiglf X%

fa &kﬁ~W%P€’ﬁ££§ B L pEEy TR HY o

F AT F L5 20080 A RBFHL RS Ry TR F MG
FRLFT-NEEETRAR S0 404 F 2008 & K5 E o

¢ > 2183-2202 -

FuAT 20140 B DFIKEFFES B BT A ARTAER 2 AE
2 BRI 2 S A R AT S B 0 B R PRARAT Y AR L
FTEC 2013 Bt AE EREAITE I RFAFE AR AHT 2 AT
WNEHFH Wz BAFERERTAEFEALA -

42 520010 1 IR g APM GRS > ¢ W Fr o 700 37-68 -
FE 2003 HEHY R BEHEBERRYBE 2013 £ T
A xtFE > 09-120
Rk B 02007 mERAREA N2 R AE R FT R R
EREE RS B FRALEA T 0 130 295-317 o
FA1999 WA ERY RF1LERS BFRE> 27 B2
cP FESREAAKTFEL TR LE Y
BAE 2008 B ¥ HRERAR FFEE I T FHABE
BAPEZF] KB AFNLINRE kL o
FErAs 0 20130 vAL g B A TR R mEAAFE P B AR AL

BHLIPE R2BAFEHWTRTAEEIALSAS

66



65.

66.

67.
68.

69.

70.

AT 2003 Frf 1 i arf R E e 75 2 M G
/\

’E’_‘“T]iéir—'t%‘f/ﬁ%?;‘)ﬁ? ,{H’“;«Lrlﬁ o

g

4% > 2004 R F B2 FRFZEH L L 277 - URERE k=

GRG0 M2 bi S hPTEFLA] LB -

ERR 19820 A0S Bk o BFT LEELP

e 2002 REFBERRAMPEL LKA FFL R B

BRHTEL TR LY o

2322007 A F A HFEFEERL BB EETY AR

L2 gk B PR A%

FRTH2000 FoA RBEEHERMARET > B L2 EF
A

o

WHLF ] A Lk

67


http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22091NSYS5007074%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22091NSYS5007074%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22094NCYU5675010%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22094NCYU5675010%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22090CCU00331001%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22090CCU00331001%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22088NCU00396037%22.&searchmode=basic
http://ndltd.ncl.edu.tw/cgi-bin/gs32/gsweb.cgi?o=dnclcdr&s=id=%22088NCU00396037%22.&searchmode=basic

S IR

Adelmann, P. K. , 1989, Emotional labor and employee
well-being, Doctoral dissertation, University of Michigan, Ann,
Arbor.

Adler, R. P., & Christopher, A. J. , 1998 , Internet community
primer-Overview and business opportunities, from http://www.
digitalplaces. biz/pages/primer_00_toc. html

Armstrong, A. G., & Hagel III, J. , 1996 , The real value of
on-line communities, Harvard Business Review, pp3d6-38.
Ashforth, B. E., & Humphrey, R. H., 1993, Emotional labor in
service roles: The influence of identity, Academy of Management
Review, 18(1), 88-115.

Baym , 1995 , The emergence of community in computer mediated
communication, inS. G. Jones(Eds. )
Cybersociety:Computer-mediated communication and community.
Sage Publication, Inc. ,138-163 .

Cooper, C. L., & Marshall J., 1976, Occupational sources of
stress: A review of the literature relating to cornary heart
disease and mental health, Journal of Occupational Psychology,
49, 11-28.

Cordes, C. L., & Dougherty, T. W. ,1993 , A review and an
integration of research on job burnout, Academy of Management

Review, 18(4), 621-656.

68



10.

11.

12.

13.

14.

Diefendorff, J. M., & Richard, E. M. ,2003 , Antecedents and
consequences of emotional display rule perceptions, Journal of
Applied Psychology, 88(2) , 284-294.

Fernback ,1999 ,There 1s a there there: Notes toward a
definigion of cybercommunity , doing Internet research:
Critical 1ssues and methods for examining the net, London: Sage ,
203-241.

Fogarty, T. J., J., Singh, G. K. Rhoads, & Moore R.K. , 2000 ,
Antecedents and consequences of burnout, Behavioral Research
in Accounting, 12, 31-68.

French, J., Roger,W., Cobb, S. ,1974 , Adjustment as
person-environment fit. In G. V. Koelho, D. A. Hamburg, & J.
E. Adams(Eds. ), Coping and Adaptation. NY: Basic Books.
Freudenberger, H.J. ,1974, Staff burnout, Journal of Social
[ssues, 30(1),159-165.

Gmelch, W.H., et al., 1988, Research perspectives on
administrative stress: Cause, reactions responses and
consequences, The Journal of Educational Administratio, 26(2),
222-231.

Hochschild, A. R. , 1983, The managed heart: The
commercialization of human feeling. Berkeley, CA:University of

California Press.

69



19.

16.

17.

18.

19.

20.

21.

22.

23.

Howard Rheingold , 1993 , The Virtual Community: Homesteading
on the Electronic Frontier. London: MIT Press.

[vancevich & Matteson, 1980 , Occupational stress, strain and
coping arcoss the life span, Journal of Vocational Behavior,
27, 98-108.

Maslach & Jackson , 1981 , The Measurement of experienced
burnout , Journal of Occupational behavior, 2, 99-113.
Maslach, C. ,1982 , Burnout : The cost of caring, NY : Prentice
Hall.

Maslach, C., & Leiter, M. P. ,1997 ,The truth about
burnout , Jossey-Bass Publishers, San Francisco.

Maslach, C., Schaufeli, W. B., & Leiter, M. P. ,2001 , Job
burnout , Annual Review of Psychology, 52 ,397-422.

Moore, J. E. ,2000 , One road to turnover: An examination of
work exhaustion in technology professionals, MIS Quarterly;
Minneapolis, Mar., 141-168.

Morris, J. A., & Feldman, D. C. ,1996, The dimensions,
antecedents, and consequences of emotional labor. Academy of
Management Review, 21(4), 986-1010.

Morris, J. A., & Feldman, D.C., 1996, The dimensions,
antecedents and consequences of emotional labor, Academy of

Management Review, 21(4),986-1010

70



24.

20.

26.

21,

28.

29.

Parasuraman, A ; Zinkhan, George M . , 2002 , Marketing to and
serving customers through the internet: An overview and
research agenda, Journal of the Academy of Marketing Science,
30(4), 286-295.

Rheingold, 2000 ,How online social networks benefit
organizations ROI in social media a look at the arguments,
Journal of Database.

Shirom, A. ,1989 , Burnout in work organizations. In C. L.
Cooper & I. Robertson (Eds.), International review of
industrial and organizational psychology: 25-48., NY : Wiley.
Thompson, P., Warhurst, C., & Callaghan, G. ,2001, Ignorant
theory and knowledgeable workers: Interrogating the
connections between knowledge, skills and services, Journal of
Management Studies, 38(7), 923-942.

Wharton, A. S. & Erickson , 1993 , The affective consequences
of service work : Managing Emotions on the job, Work and
Occupations, 20(2), 205-232.

Wharton, A. S., & Erickson R. J. , 1993, Managing emotions on
the job and at home: Understanding the consequences of multiple

emotional roles, Academy of Management Review, 18, 457-486.

71



EBEAr R

B ESF MY AT
th g s £ REFE L
A L p gk

Email : synback0125@gmail.com

72



WG R AR RS aP kR alp e Ty o

2. PRAFEF
(1% 5(3)& [16-15 & []16-25 & [26-35# [35 &4+ o
EX IR
(125 & ()™ [126~30 & [131~35 & [136~40 & [J41~45 f
(146 & ()2t o
ES
(a8 9%y 4486 %(5:=H 12%101)
(A5 T (3% 11502 7) [k 4 f
YRR R

Clr 45,23 F % a7+~ Do gEH, 2+~ 455,

A Lo s sg + 40 sy + 4 Ee
CERRERS &

(D 1 4 [J2 4 [J3 4t
KT AR
g Eo) OE#C &7 8) -2 #) DmiEL i

73



8. KE¥mEiE(s Lied B)hie* 5% 5.
[Jagierd [J1#(z)™ [12# [3& [3&r2t
9. IR mEAF(r T B)DL &P D5 (VAFE)

ClF#F e (F7) LR E2EMm - o741 s r TR

[(Reasre 3 (&S E e E ok E S A %P dEEm(GL T 9P
£7)
(18 v

10. BToEd’* BErdE(s % B)rmEm s
LI (g ) I1-57)0 % [16-10-) F [J11-15-) % [116-20/] P

[121-25 -] @ []26-30 -] % [131 -] FF(7 )4 2

74



O MTRPERTRLEN ST AT HERE | |2 R (B2t

x| BEFBREFOFIE S BAECFRO|Y (B[RO RO F
o PEGEGVER S RO ERERE > |7 i L2 e
EATH ITHETA L D) e o SRR T | g8
o gl Ea itk kg 2R el R
P NPREER R S ) o

1 | F25@8nbFEoERfFiacz 2P ] (O (OO |00 O
HEFBRA LR TRE -

2 |[Fy@ErEAZBPEERLA-RY ¢S (L (0O (0O (O O
B GASNEAAME R o RN
%) ‘E*\v‘ﬂﬂ%m?f‘w*ﬂ B h ik
(£ 5)# 4% -

3 |#F3% JT‘ Fedpiy o F R etz (|0 O (O [
ARPRLE R 0 R 2
K

4 |dEPpAk b ERafRll~@p o s | (O (O O O

75




B TR AR BEEATRE I TR k2L | 7 RS I S

= | o FRALD i rj-hu 22-J- S AR - RN I S SE Y N I N
AR EL]Y 1 ENREERPEDE |2 (R |2 i
a5 o e %

X

1 | AEFcTRaaivipEraw(hsaEe s | (OO (O (O [
FBERG S FPS 1iFpEERS) .

2 | AEFFRRIBLILU(ARETIED) - 10O [0 (O |

3 |AREEMxMAAIpES JERERS R (L] (O (O (OO [
SN

4 |AFEARA®p R 2 g B TR (] (D (O |00 |
B4 o

b | ARFLEFINMEFAZ R ] (U (O (O O
% o

6 AgEr YR e FRAL 2 | (O (O (O (O

76




¥ IR i

B O MNTHPERTBRIEN ST SPHERE |2 [ | B2
S| HEREREORE 1T AT ALK (B O|R | EA | F
BERE-H Hpe R EIRMALERE 2 & | R i
0 GFEALR ARt G L TS | i
g AR Y 0 FEIRERRP LR | &
A% o
I [gp e mRAR ISR A - I Y i I
2 | FALiF-FR RARIHRS E o O |0 O (g
3 |FX 5 RIEGH- X A0 A< W D W W
%o
4 | A (T A R O |0 O (g O
5 | AHp HH a1 (TR PR o O O |0 (0 |

77




TR RETF R SRR E B

B RIS R AR ) P, )

FE ARG RS L Ao

NPTV L FERF AT RET B o

AETH L TRE Mg g2 S

\4-\

4_;_
Fq\
kit
T
=3
=
pu(l'
K=

cm\:\-
‘&-_

VR R

4
\4

\FERMFSE P LTRIE -

Cﬂ

78

W
W

é‘n\:\-

O oo
O oot
O oot
O oot




