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Abstract: In order to research how emotional labor works on organizational citizenship behavior
in Chinese cultural context, the data of 312 staff were obtained through multi-time investigation
and then analyzed by using AMOS and SPSS statistical tools. The research results were as
follows; surface acting has negative significant effect on the four dimensions of organizational
citizenship behavior including individual foci citizenship behavior, group foci citizenship
behavior, organizational foci citizenship behavior and social foci citizenship behavior; deep acting
has positive significant effect on the four dimensions of organizational citizenship behavior; and
service climate has positive moderation effect on the relationship between surface acting and group
foci together with social foci organizational citizenship behavior.
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Fig. 1 Moderating effect of service climate on the
relationship between surface acting and group
foci organizational citizenship behavior
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Fig. 2 Moderating effect of service climate on the
relationship between surface acting and
social foci organizational citizenship
behavior
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