PPl ol 5 stocFojlod phojly Jho ( oijgnl Cupto 3 95 (38ld ) (Sidgly — oole aslinls 3
FYVoVYY-y X : Sg sl LS YeeA-FYP gla LS
http://jedu.miau.ac.ir

Culs) g bl Sws g wlue! )5 b o5 pw! il owyy
(ool oiGlo tartllan o yg0) b gxiils Culsy p Ao

‘;‘.‘SQS)QLMG“SJMOLO.&;
AN o pdy o, VNNY e e AYNVVYE bl o 5,6

R

L obgzmads cold) p ouleal I8 6,0l 5 Gooe o 31l 56 s Ol gl s
wsly - Sl (Sarod - Ghrogi 5855 (nl by, el gible (S g Jrd cols) (il B
lasl 5155 VYO slaws a5 conl lgaol oltils Glsmiils 5 cale Sl slisl ols Beios g L]
aiged l oolatwl b bgzeidle 51,05 YV slaws g (ol aids (6,5 diged b, 5l eolaul b ale Sl
Ny 50 Jaw lo padli 5y colpo Slawle 08 51,8 Gl o 90 wole Jolad 55
i3 gl Jedos BB g ool (65) mex sl dnlidin yy Sloss a5 5,5k 4 o 3jls » Smart-PLS
Gyl ez 5l am aS eogr sae VPV (plgmaiils) ;Koo Gisu sl 5 VYO (Lede Sl slacl) Jow
Omt ible (s a5 ol plis Gieghy il i8S 18 Jdod g aged ojse o Clsr g s
o hble (Sos g il (omle BB Jid ol g elea! S g0l slo o5
bt i ol i e s e 2B kb Suld, 5 s S Gaae slo (g5l
e G gl Suls) g (oulea IS Gras lo FI ] iz w5 50 Gla 31 ]
wlael (Jad culs) Gz pa g atls S0 il culs) p Gble (Soas ol Glas mls o)l

s il Rty lgmtils cyld) pr sale olia

‘Lé’datc ‘;M.o- “5“;[,.,.,.>| )Lf 6;‘2’U‘.’ L;ch ng,‘a“)‘;.,.u‘ “SALM>‘ )Lf Gt L;ha L;}S\/,‘.L.»‘ aﬂgw
Cola, (Ll culs,

RUTRR S s al5T olSsl (oly axly o paw 09,8 bLlL G pae (655 (semeidls !

Ol el oadl o151 oKl oyl axlg el o 09,5 Lutils T
Homa_doroudi@yahoo.com



mailto:Homa_doroudi@yahoo.com

PPl obT 5 pteorFoslods w003l Jlu o 390l Cupite 53 95 (HBLiby (g — oole aclinke 95 [IIARRS

dodio

355 31 5 Hley yo wlss so 031 5l sl a5 Slules] Co pas pre 4 ol IS
5 (Hochschild,1983) . (Grandey,2000) . ( Ashforth and Humphrey,1993) auss \lis
5 Sosd oy 5l gl eogumme oS 3ls Slajle 5 59 slaizeF sy o b
st Obyde Suld) B plae)l o Sles/olans 5 (ol culs) U w5 (s lesdly,
« ( Grandey,2003). ( Hennig-Thurau et al,2006). (Barger and Grandey,2006) s
.(Tsai and Huang,2002) «(Pugh,2001) ( Groth et al,2009)

we)5 g st o Jel 5o (bl I8 i 4 (S36 4 ol Ranghy 5 els ek 4
e blie 5o 00l ol Slolesl g pae s5u sl )l Olsie 42 0T 51 g Wles,S ez gs
( Groth et al,2009) .( Groth et al,2009) . ( Hennig-Thurau et al,2006) il 03,5 ool
3ol bl s, i STl CeiS @i,k 5l laie S cwlu] IS a5 wlos 5 slosiey
@ g Wloder (5 i 4 bgyye 035> 5o aslllas cpl o s sl Ll 508 o b Sless
U byt colsy o b ysie ol 45w pa wlodis g3 95 die)lS 059> 4 by pe (sl prie
ks gl gime

Zopiatis and ) «(Prati et al,2009) «(Kim,2008) g5 Olosl w5 asdlas 31
ot b pbemails Cols) 5 qwlesl IS 0 alal, 4 Sy (gl (Constanti,2010
ol Slaiie o 5l E8)S I )0 i 1) a5 0je> 4 bgnye sla it (5 (il
$9) 1 56 it Wlgige (Jad Culs; w8 Sl ojem cnl 3 plgiee & Lilis
Cold, a5l ol Lo Yool asl ansly Sleas sloglojle jo lgmils culs, 039>
e g0l Yol cnlcad by cold; 5 (bt I G alaily (2xibee (it
ol lgiwl (Heskett et al,1994)s gu- sz 0 1y o (Hatfield et al,1994) able <ol
Ol 59 o 65l B Wil o0 wie )l Sy (ad Suld) oS 098 e o)Ll gl Joe 5o
5 S om Jolad )0 9 w5 o0 Jos e Jole S g 4 ) wil axsls alal,

QS oo Gl Sgmr T 0y 4yl WS e Sl (i 4 0I5 51 Jele ol a8



rYY Olgzils cals) y i cyls) g ble (Siws g wlua! )5 syl il (owy

amti a5 5yl 18 bt ol b cou Jgl azys j3 o808 S solamdl o Sos oS

Dgder Frdo 0l e ol gk 0 by Cel )5 0 ,Sles s
lpls aes el 1) 0200 sla Liogh o BIKE &S Conl ol Jos 4 ol> dsllao 1A
K opln! 5 o g5 o sl ey a5 el ol gy sl e

?»))‘O Sg>g0 UL’ i WL@) 9 ;l:.w wLa) 5(50JGLC-

obw=! 635lg (Hochschild,2003) el b..»L..o‘ L5 S slp SS90 aldi 5,5 olus!

@ oo 008 STyol (el 510l g 428 fass Sz 5o I 455 e s oslal sl |, 68
@ 095 (o8l (b o Shee 5l (5908 (S5 Dlie 4], ) elual Bl F S Slej s 8
I, ewlax! 5 ( Grandey,2000) .59 (oo odusli (cmle| 15 pogin ol 1551 (oo o |2l
o oy Sljle Sl gl oluls! g oV o Lo anld Glge w
0s5UsS o o3l 5l (LS, solinal 4 o,lil swles! IS . (Hochschild,1983)ass
Sloibs 5 3590 bl alas jslate & ol b Joles o glistuben] fass gl
a4 STy yo oS8 il 5l swles! SIS . Hochschild,1983)«(Grandey,2000) ol
o> 4 Ll s 5 (Diefendorff and  Richard,2003)cyl> il aclgs ST,
4 Wilgi oo swles! IS (Gosserand and Diefendorff,2005) 598 o0 Izl olas lasbin!
S ae I Lo 4 Cans Slwlas! b 4o (Gross,1998)ai] 3 Jow 5l o 0,5 olgxe
5| Slacgemme Jolis 09 oo Shyol cwlus! IS 51 aS ax o1 b (COtE,2005) 5,5 I8
G by (Hly olas 4 STy o )15 50 LSS Ly o5 hawi glajld, 5 laeslis
39 mles 4y Al 0590 cwles! glayioled 51 SSTyol g oot SThol Glolus! s 00l oo

ROWHERVY N
oled S Gl jelate 4 Slules! S pae lexe 4y |, wles! IS (Hochschild,1983)

! Display rules



PPl b 9 steorf o lois p03ly Jlw o b j90T Cu ypro 0 55 (HLidy (Sddgs — ol aclinlo 5o (IR

2L el g Gres Flul )18 3529 pleite (culex] 5 W)l 3 ul g8 90 015
)l (L3 Sllest 5 sd ey 2,1 Slulesl 5Ll cy e 4 oLal g mlls 551l
2 S et Slulesl bows 4 bgye ool o5l mwl 45 aas oo zesgs (Grandey,2003)
L g 9l oSy Gasb 511y 093 Slolesl gy SVl (LSS ] o a8 sl e (25T
Jaw aieils [0 Bkl Gees 1wl aies o e owles!| ol Cugss
cwl sl cwlgs 0y00 el @l glate a4 QLSS Ggpe olulesd
.(Hochschild,1983)

025 &S |y ol 50 o1 50 5 0S| pule] (Sialeal (L2l (LSS
L LS, (Hochschild,1983) cuwl &glite wijls co 5lpl Coles ;o a5 assl b oS
B g e sl g Gree sFI 5 0 50 b 250 dhwy 4 ulea] (Sualeal
sk 4 ail allae Slulust oaijlo o (6 ol 6551wl ((Hochschild,1983) cusls wale>
ol o5l s o (Grandey,2000) counl cwlgs 8)90 (bl ioles S il
65 ol ol 5 955 sas wlonds STol adly ysb ay a5 S0 wlolesl o yis Jols
sl s B,k 5l (Grandey,2003)ail <o sgw b 50,5 Jos a5 sl 0uls 7 las
A a0 el 0dls 4o I3l Olules! o 5o b caslice pwlea] ioles &81) Gaas
.(Grandey,2003) sl 00l 7 ylae Cud i b (40,5 s lge

Caze ol b )T a8 sl 4 i Slosle 6)s 05t Sl pie Jele o LSS
P etz g e o 0 il @ arg bl Gl b oS e S plole yo (1B,
5 o0yl lid Co (LS igd e azlse cilie oS b LS, e o GILI
ol g 08 oyl b QLS (ogas o1y 65 oml @b 5 1 CokS s ¢ 2L
Jolse 51 S dad cols, ((George &Zakkariya) « Alkalha,2012).002s (oo olis YU
5909 @bl GRlPl cel o5 el (ale il cols) ol (Lid Codiee 50 s sl

Golfas 5l 1 dad culs, a5 2Kan 5 Sy 35 00,5 oo 89,8 Culs, el

!'. Ginzberg



m Olgzils cals) y i cyls) g ble (Siws g wlua! )5 syl il (owy

a5 (G9yd Caldy (gl S oo 0,lil (il ol g8 90 4y ilosls )18 4z 590 (55 LsS
oole ol 5 15 4y JLzsl 1 6o ladl a5 SA elarl vl 108,8 o ol gt 90

o5t 4 g sl Gla Cdggane (B plnil b g 850 ssaline Sl p oS (S o 0gb o
Lyl b aS g coldy pgo 000 oo Cewd pludl 4y (608 slacud ) g b Sllgs il

el empr Secwl Jo28 g pets b po alaxd o g o)l BLS K Laore 5 Jlid]
Wil cdb o jglan PMasl 4 a5 Sl )5 aile Jelge (B a5 a2 co Lis 39290 DLl
2 wsles )Sen 5 lisgs 5 6, e Lulpl ( dad gblie 5 Bsh> o (LSS
ouste Jalse 5l p (il Cold) iz oo S (o0 Wl (goge BB (D old) o

shelse oasdly cond ilid (ogad ;038 Sute elen (ogi a5 (Jid Culs) 098 0 Jol>
S8 Jelge 365 I e p oSl Lally) (Jid Slosle pllas O Laome Ll ol

e 5 el Lelse 5148 Gl g, cusbiarl i Colis) 85 amts s oo 1) e
TR ooll i) ol

- o] 20 oy ludl doylojlos ol llsie 5 ol agylojl (glio ¢ g8 sbis S
(25) WS o o)lol g dijslge yo S8 > a4 ) Gl wies e 25 lojles BB 0 &S e
A sl aa sleoged (Gomiar 55 diwgn baglojle (i) s cnl )3 (Y YAR
B L coay] i il o s eolol gl 5 aiad HLLSLS IS 536 5 0,Shae 58,5
(Appelbaum,2004) & s 3,15 HLS S (slala>dlo

el g gy ble (S el a5 955 e JS8 Al ge 4w 3 il (Sogw
Maslach et ) sitwa LL3)l 0 v b Jawgie b 4 b o] ase a5 cosl pased colas
(al,2001

sl oy a5 (Leiter & Maslach,1998) <ol aable Sz « Jad Sogw,d jo o5 0]l
povie Sy 4 i)l cpl Gl plS ja 4z ST o ls vy (ble (S o)l il
3 Sudgdze (n ) S)n Cumaly 929 pae g plel Ll WS oo S5 ible (Ss
A0 D)le 409, (oo 0jled 0592 (nl yo (SELE g 9 651 (22 Slalllas S8k

95 %9y ooy sylae g Slles iy Hladd wags b ble Ss pgpbe colil



PPl (bl 5 pteorFoslod 03l Jlu o ijoel Cupite 33 95 (6Lt (g — oode aolinlo 5o [IITREN

Sledbl 4igs o &l 4y ogus 0B wles| Jols able s (Thommasen,2010)e.!
AS o la] 9,8 a5 (STl 5 able 65, 5.5 « (Schaufeli et al,2002) 5 ogas> o
O Joe 50 Gege lipmtl Jelse a0 Fuly (dible (s ol ot (5 ible wlis
3 swlat Bl 51 able Sis b ablio 6l of,81 (Cordes & Dougherty,1993) el
G ol a8 cul (Sae dblas faen Ll 5,8 o alold 5 Wed oo o Lo sl

(Maslach et al,2001) ool azils o o1, Lol Soguw,s

Gl ol 55 45 ot 42, L 8 (Jih Ssend gy eyl ol s ible (S2s
oo S oLl el 358 e g sible wlie adss g bjie Sitas Slales! Jolis s3>
S 5 a8 o (a5 w0gd o)ligd (Lo Sod g bl mlie a5 ol (g oS
Lz b olyen Ygane ible (Sins aiinn 503 aied b ag2lse b 5500 55, 8955 sl
Leiter & ) eVl o> jlid 5 Dlac il (i (Swd 0,0 5 dile oyl sl
Cwl 03 Slgy 9 Sopd vl cemsy SO able (K> (Maslach,2008
Schaufeli & )l polas o039, 5 e ;0 0l ST slo 3,55 5 S 4 (Li et al,2017)
«(Salanova,2007

25 IS8 4 Ghagh (oegrhe Joe ol plxil lo egs il g ond Ll las 4 4 L

GHR95 (sostie Joe —) S



vyy Olgzils cals) y i cyls) g ble (Siws g wlua! )5 syl il (owy

iy )0 a5 plowl slo haghy (e Sege SIS falS poil g 0t Gl Pl p (e
O By (ol azgd BB Coeal iz oo g il cold) 5 ible (Ses g ol S
5 ol b )y Baa b img cnl obsmadls 5 b olKiils sale wlo sl
o @ Olegal a0 plgmiily ol p b cols; 5 able (S 5 owle]
el A1 5 sle 4o )8

Syl il it b cols, g owlea ! I8 g0l sl ol inl s bl Sis -
D) (e A il Culd) g (lenl IS Bros Slo 351l (e (Sible (KT
e G lgmiily Lol 5 cwlasl IS (gy0ll Glo 5Tl e Jad cols, Y
Sl

e 2B ity ald, 5 ulinl 5 e sla 55l o i al, ¥
Sl

Sl il dad cols, o bl s -0

Sl B ezl cols, p Lad cols, -F

o9 9

ol anslr sl (Ko 55 5l 5 heosh O P9, 5 ol Ban kil Gragsy ol
anol> cpl 5l aee o JSis Gleasl oBiils lgmidls 5 sele Dl slacl |y iagh
sy b 5l olbol ol8ails cale la slacl 5 a5 VYO slasi oSS Jgesd b (s, L]
ol bemadls 5l Al Y2V slaws us a5 ool Ol addlae gl gl dads (6,5 diged
Ui sresls gyslaex (glp wad ObRLl Solal 5.5 diged by, L oolKails
08 @9 Wged slasl (pm 50 O S Sl )l e oad (b aslii
Oligzedils o sl g oye L YV g 5 125 £O olawi ele Sl slacl 5,35 VYO ggomxs
Sy sl sede Gl slacl 51,08 YYD (wogs 050 425 VWV slass g 5 a0 YAD oloass
98 ahaite (§57ails 8 V0V g uilae aaie (soamtils Ha YV + ligztils 09,5 5l g (5550

30 il



PPl bl 3 pteorFoslods w003l Jlu o 3900 Copiia 53 95 (Kb (g — oole aclinks 93 [T

3ol Giagh Yl 4 (oS5l jslate 4 g s)lel Wiges 5l DML (5 yl0 5
Jols e el 25 90 Joli gy deliin ol oayn 8 oolitul acliin
P00 S g )5 bl g (Jeas ald; o iz il (glel diged (cages Slasuive
Maslach ) acbiiew y, 5l sable S poie Jiomiw Cyz a5 acliino, slo 455 Jols
9 Jlgw ¥ oolaws a4y cwlus! IS 5,0l o551 sul psie ¢ Jlgw ¥ olows ax(and Jackson ,1981
«( Diefendorff et al,2005)asbiiw s 51 Jlogw T olawi &y swlua! JI5 Gaoe slo o5l
Brashear et ) s( Brown and Peterson, 1993) acliiew, 5l Jlgw ¥ olows 4y Jad cols,

Brakus et ) 5 (Oliver,1980) asliiow 3 bl 5 Jlow ¥ olaws &y (6 e <ol 4 (al,2003

e 5 (MpS b 51 S 6l 43T 0 cab i (bidie el suds sslial (al, 2009

og () ol
o9 R e 4l

S a8 s ooliiuwl (CR) (oS 5 (obb crmetd G oo (ygo3] a0 50 gy ol 5o
03,51V Jsiz 5o S (5,5 ol (sl ojles (bl 5 25 sl a3l g ol lale Julos

o ojle (2Ll 9 2ls) slo pals g oud o laibiul ale sla)b polie =) Jgax

N <bb skl skele b o .
T S| gl | et ” a
o gzl el
0.960 Al
0870 | 0952 | 0.925 0881 v e o
0.954 A3
0.841 Ccs1
0718 | 0911 | 0.869 0.842 CS2 s
0.871 CS3 R
0.835 CS4
0.873 151
0794 | 0939 | 0913 0.850 JS2
0.948 Js3 b ale
0.890 54
0671 | 0.890 | 0.856 0.876 SAL P
0.871 SA2 g




444 Olgzils cals) y i cyls) g ble (Siws g wlua! )5 syl il (owy

0.745 SA3
0.777 SA4

0.589 0739 | 0712 0.847 sz1 SFlA
0.679 sz2 b

S dee sl ojle s pFoslail o LBl slo Silis a5 was oo lis 358 Jou> ol
S o ol el IVl s o lole sla )l ST e il oogy loye5 5 pY Cdo
osbly bwgie sl as pl Jdo a4 s ofF YL g oY 5l S le JL o lyls
Sshele )L hls b pie slo ol 51 (S aiten Jg8 BB WSl </ VL oads gl Sl
e sl e lge gyl o5l Gl L] cpl slows dias Bl Jow 5l a5 Wogr b
Gl 00 Aol FL39,S LT jlade b o3lus 51 oS jo (gl .l o] SO able Sus
Hade el b ojle canlie oLl oams lid as cul IV 5l iy ool dwlxe polas oS
1051 i b ojle den (gl (AVE) o zl ol sla il s (Sl slo oL
sl osls 3l plas” o cpl plo ol Buion Sl (5,5 ojlail slo Jow Fgy0 6,55k
i 1093 5 g% Sl psie (625 ol S (ool (2LL 5 (2ls) 5l Joe

Shre opl b g el oo ooliiwl SV 5,98 o905l 51 STa b canseis oy, Liovw S
odalive (yu jo |y gyt SaSTy Wbl e i plo b anslas jo olety e SO
18 @Y sais oy, i de Hlea e CaS (et Ul ails (hoes e pdy
MOLSAQLM-AJ bd,..a.?ou.;‘ (_‘;LQJMQS‘)" O\.\A]WQAJGLUYJB\-\?

1515 b panis 2y a3ls (o) p gz SY F)98 (a3 le -V Jgux

S cols, ols, i L & 3lal

ible o Ok se S
sible S | 0.933

Siscsls, | -0.848 | 0.891




PPl bl 9 peocFoslos w203l Jlo (ool oyt 40 98 (8L, (oS — soke aslinlo 90 _

by colo, | -0.733 0.833 0.847
Broe G5 il -0.678 0.793 0.667 0.819
:.ul . |
s 0.465 -0.574 -0.406 -0.468 0.768
sl

ata) Yol b polie i aited Loz o 5 SlS s ojlu oS aas o L2 358 Jgo
sl bpeite O (Ko 5l Ol i 2 Gl (00l glpenl Guilyly bawgie g

el Fiiion Joo 55 99290 (Sl (e sla i
Lile ool fog 4l wiz (b o0 g (Ko (o) 4 Ghagh ladd ) (onyn 5l JS

DB o olad |, Qyﬂ ol polae Vool Jouo g o @y ol Qyoﬂ PR v

G (Sl piite (Sen (o) 1y cnd g Y Usox

s loline gl e o33l ke
<IN YY YIYEY 6L g5l
i) VYA sible Sis
SIYYY V. Geos (&5 il
-/arY “Je¥ b cals,
YY) V/0Fa & rie Culi,

31aS Joozr Sig & 4z g b ool (il 1)ls 09,5 93 (uilylg 45 003 (o0 (LS (392 Joor
JKS 090 g0 a3 N0y gt Ao 5wy aojle oLl g 2y, polie cwy e

B oo sl |y meeh sesgie Joe Judod g a4y F ojleds



Y Olgzils cals) y i cyls) g ble (Siws g wlua! )5 syl il (owy

Do (oot Jde oge3l Y S
Sl e sible (Fows (il (255 58l oy 0 & imgR ol 4nd 8 b BLS |
AL 5Tyl e o8 S 28,5 Sl o o ls (el cols) g pulea] IS (5,0l
ans o i ) sl s gl B i ool o aztls

Jsl 4o p bl ¥ Jooor

EEE P-value | t-value s 3 o> JUOWS

o e 8 e S
Cals) 5 bl [ ol (o551 il

PUSCIRWCH Y IRY YIYYY RV

Ll AN ol Giegh Jsl anoyd 4 bgrye yrns oo F ojlal Joaz 4 axgi b
SYA QLM.Ia‘ C.‘a.w ) d5.9 W ypao A-A))aé u.")aLu Sl YIVYY l; ﬁl).g t O)LJ )‘J.a,c
SFl G (ol A ble (Soud 35 blatl plgioe W aiis jloline a0

855 o0 518 0wl 8,90 (gt Jgl 4 B cplply o jle Jad cols, g wleal 5 (6 0ll



PPl bl 9 peocFoslos w203l Jlo (ool oyt 40 98 (8L, (oS — soke aslinlo 90

YYY

Pl o sable  Siws omiloe (1B 250 pw)p 4 iBg% ped s B L bLS | o

& oo 55l 3] e s el 1 58,5 3 b it Sl 5 ool IS oo

p9d 4% b -0 Jgor

P-value

t-value

Dl

AR

- IYNY

Om e 5 (ible (K

w‘—‘/\”\v LJJ‘)) u‘“‘bﬁj" r:j.) d.Mc).B L .109.:).0 o w)..o ‘a a)l.o..f.» J9A> L =L>BJL)

W lirobl ghas 53 555 poiioe yé s oy Coal by Zed BN L o t o Lol e
G5yl ol 25 ible  Kins 3,8 bl olys oo 1 il (o jlobins ws

855 o0 518 0l 8,50 (Eagh pg and B plpln s dad culs) g pwles] S Gaes

Gl G (drd colo, (il B 00wy p 4 (RRgh pom 4no )8 b bLSI o

SFll 5l shie palinns & Sl 28,5 Jlas o b lgdils cols, 5 awlua! IS (550l

aes o lad yadaly (plf Joas 09d o ailo y lgetily Cols) Cons 4 (5,0l

Py 4dp @l F Jgor

t-value

ot

Bt

L/YoY

— /YY1

SFIA o e B ad s
QLL}ML) \L{Lﬂ)}wtﬁ}\)ls 6JAU¢

w‘—'/YY?l)J)‘)J uwsf P M)SAJ ‘109’)”)‘“"““"’}‘& & o)Lw.’b Jsdabbyb

U labl zmhas 15 353 peiins yé yns oy Crtlptls ol FIVOY b st olel e

SFlml G (il A id Cold) 05 Blisul ply oo W aiis ol as)o




“ Olgzils cals) y i cyls) g ble (Siws g wlua! )5 syl il (owy

2 18 9l 050 iegh pow b (nlply o) Glgmdils culd, g puleal S (g0l
0,5

SFll G Al colo, (il i 36wy 4 (Gilgh pilez 4,8 L bLSI o
S5l ) St s b 1 55 5 b gmiils b 5 el S ane
as o plad ]y adaly plV Jgam 0l g0 aBls y hgmisls Cols) G &) Gaes

polez 4o ,d i -V Jgax

P- T
A t-value

P

Sk SFELRl o 2l B el L,
aes VE/0Y /oA

o 3 S ol 5 wla! S e

el I 2N b)alj.: L)""‘bﬁf' ra)LP MJ.B LY ‘bﬁ"]" o w).a Y a)Lo.a.ib J5A> 4 4}9; L:
AA u‘.mb‘ C.‘a.w B 69.9 W e w),.a w‘);Lu el YE/OY L’ﬁ‘)’ t O)LJ )‘M.a
sl oy lee i Lid cals, o8 blutul olg e 1 aites oline ays
213 9l 90 g o)l 4022 (nlply o)l plgmadls cold) g (oulua ) Gaoe
08

o wop d Euls) p ible (K 136 ow) 2 (gl e 48 L BLSI o
was oo plis 1) abaly (pl A ooz 095

P b Bl A Jgor

Ao P-value t-value et 2 et

Sy JARN VV/gea —r /oY bl Sax 6
ws b s ols,




PP orls b 9 steorf oylois p03ly Jlw o oo j90T Cu ypro 0 55 (HBLid) (b — ol aclinlo 5o (IR

ol = [OY bl gy oty 4o 58 4 bgpe pns oy A ol Joaz 4 az i b
0 lisabs] e 10 558 kit e s 5 o2l iy el V1o QL oot ool e
D55 50 018 9ml S5 Regh ey 4nd 8 (nl bl aies oline wo o

Sl phgmiils Culd; » (Jad Colo) U ) (SRRl il 4nd 3 L L )
w3 oo ol 1) abaly (pl A Jgazr 098 (o0

RNLRES

A P-value | t-value | ,..cy,s oo,

Sy oo ASI¥Y AT | bgmiadls Cols, p Jid Cols, b

el ~/A(DY'L);|); U’““b9f W MJB Le) .loyj.a)u.m w).o A a)l.o..f.» de.} L =\.>9JL)
U olieb] gl )0 B8 paiiacs jaee oy s sl ASIEY L ol t ojle] oo

.oﬁf‘so)ljé Al 050 LiBgh pied 4,8 cplply o jlolias ws o

G5 Azl 9 Sy

Cold; (ble (Snd culax! [ gl o35l nl (e bl () 2 Sl 4 pol gl
Shoslanl b Jiagh oolpiin Jow .cul floasl oRiils jo lgiils cols, 5 Jad
5 ble (S g phomdls cold) (dad culs) (oulaal 5 ans) )3 39250 Sl
oS Al e ke ol G alai

Sl G e 1 ible (Kis ol oLt Gagy Jsl 4l Jelo s
O st alayly 0g5 aslllas ,o (Grandey,2003) .o ls Lod culs) 5 cwlas! 5 5,0l
25wl ) il old) 5 (eulual )8 (50l (5351

IS Gros Sliil o bl i o5 3l Gl S 3o et ) Jolo ol
095 3l Glms wlul o (s a5 (gyeb 43 ls (milee A b cols) 5 ol
a1y 0 Jgyo wlesl g all atils Jlges 055 adly Sllws L aS ainy jgp

ooyl g 00,5 obols ulaal Slolisl a5 00l oo el Azl o s lis Glgsadls



m Olgzils cals) y i cyls) g ble (Siws g wlua! )5 syl il (owy

Grd oloy g auS LB e blo )l ogs Jad b awlen a0 il aily 5 xS
3l 3y50 SRRl poo 4pd b (nlply 05d aiadyl b (T sl Jad g axdly Gl b )]
Sl cols, g cwlea! IS Gaee (o5l o Aie alayl) (Grandey,2003) .o .5 oo 8
oL Glxul gn L cols, sls lid Baass paw 4o 8 3l Jol mls oS anli |
3952 995 5 plobiwl 457 Sllus a5 e a5 ol 4565l as )8 pl sl aidl 5l gaoee
G ol sl &5 LK Ko Sle 4 boail olay o ! Hly Slibes L wes o
Sy o lold 095 15 Jore ;0 aS 09l (oo Casl Joe cpl doml (o caidl 00 995 00>
A e G5l ol s o g aal andle 0em Jal L oe8lg LUl aulgl g aseay cews
Geios bas,d ol ol )18 30 JRiils 5l e ol cols, pg ogd W 5 bgmiils
alyl, (Soderlund & Rosengren,2008,2010)ldllas .o ,ls cisllas (Hur et al,2015)
Pl 4,8 5l Jol> mls cusl 005 )y n 1) (g 0ie Culd) 5 (el )lS (e s
ols, g bl 15 Gaas 5l ! o omle i Jad cols, ol lis s
30 1y 0g5 (28ly Clulus! loliul a5 o a5 5,5 bl olgy oo 1 5 )ls )b goeils
By Slbea L aiss oo lid 095 5l a5 Slbre g aims plxl bgoriils b o955
blas g obls cpl g 00g 5 Clols flobul a5 08 co cely asecs o bl ails oy
Sl aslul &5 Ko Ko Ole a4 wadl Lol) 50 olemiils a5 09 o el
Cold, > ol 4z 50 905, Y la o] ol a5 0gd (o el aims i |y 043 8l
O (Hur et al,2015) .oil ol, olkisls Sleas 5l 5 bl g ool Jae flgmidls a
Ml jo ) gyt cols, 5 (LS, cwleal)5 o LS8 Jas cols, xilbe
A 59 e el U e o oplal wBl s i ee g WS 0l Sleas
Ol Bt paeiy 4md 3 51 ol mliiijlo cotte alayl) (gt colo, L Oleas 45 (28 F
B A Gle o a5 (gheb a4 ol el cols, e Sl able Sl ol
b o] Gy Jad a5 048 oo el oS ol bt 095 Jai 5l lobinl a5 oK



PPl (bl 5 pteorFoslod 03l Jlu o ijoel Cupite 33 95 (6Lt (g — oode aolinlo 5o [IITREN

Skaalvik & ) sl 4l b ard b ol ol aiils 48105 Culd, 395 i jl g 0390 i

)l csllas (Skaalvik,2011
Ol Cals oo ;b Lad cols) ols plis G wid 4 bl Jol> mls
Ui g 0S5, blo ) ags i b ololio] &5 slfin 06,5 anets ol co el pls o)l
Sloy oo b ol @ oBails a5 Jleas 1 bgmisls amas [0 ail axed;)l b ol &l
callas (Hur et al,2015) aslllas b as 3 ol asecs aijls cols) g 00,5 o ol ol

S5l

o295 ol
2 (Sl (3ly (L) Goos 5 (035 Sgeilg)rbaw slo 1l Sl (59, p addllas )l
-l a8 ail azxgie b b olRadls (e w5 cnl 408 AT lhgamadls uls,
5 wible Siud e 0l e soliil 055 Ciblse cyols Glis gly pobinl a5 Sl
Sl b o Sl 1 IS e il plmils cald, bl 5 o o] Jis al,
Pl ol pladl b plpae iz oo il 4l 6ty az gl 355 Ghlial old) 5 ol
b g o o it ol b ansS coudy plistolus] iy plo a1, ol3l o5 wims
5 Sl ol b adlys (oo Lo oliils slug) iz o S Ty Sgne Olgmls uls,
S sles g5 5 sl ass ;o g 05, sl ], b o yo s colay lisl aney sl
Coanl 3wl WoolSiils o5 el oads olgiiy ol dalllae o il olsziils b caslic
lsbisl Lid cols, 5 ool s 4kl 4 azgi b axdl oST bl L5 cla (o35l
Ol )5 L globiwl (ol o a5 conl gy el oo aseive oolatwl 090 51wl (bl 5
o Sl gl Glpoe rizen anled o3 el 3Tl 9,5 Sl gl 1) 095
oy gz |y 1 11 03,5 35 0yslice slo DS olKitils SIS 5 lobinsl (gl ailys
aalol o aims jsel pwlea! S5 51 LU sla (Ks b pwles] Gla oyl o o
Ol 50 aS Wl ogmg a4 oode Sla slacl b olStils (Vggun oy olad 090 oo Sloiion
GO Jlas g oBiils laore 4y o |y 095 oa8ly Olulus! g 00,5 as 510 ailal;T asslgn

b ol (oa8ly 5lnl g Slulunt (65,15 4 (sl (ool ol ol sy (oo S5 oS 5100 L



vyy Olgzils cals) y i cyls) g ble (Siws g wlua! )5 syl il (owy

b Ghegiy hol Jow 99,5 o0 sliay (ol Koagh 0 Glp Gz o il I e o
iz o 355 )13 ge3l 8590 et T Slidiog (1 o0 a8 wlide ;0 g i slo wiges
@l piie Bl alen b atiee o3V Siax slaJae 0,51 0525 4 (sl 6,500 sl Lagh
Cals) v 5 b (3,5 65, NS 638 slo Dold Gl (oo 0 Sl o ) il

23,5 L 5 5 ) ble (S Loy (LSS s

References

- Alkalha, Z., Al-Zu *bi, ZK Al-Dmour, H.,&Alshurideh, M. (2012).Investigating the
effects of human resource policies on organizational performance: An empirical
study on commercial banks operating in Jordan.Eu-ropean Journal of Economics,
Finance and Administrative Sciences, 51, 44-64

Appelbaum,S.et al(2004)," Organizational Citizenship Behavior, A Case Study Of
Culture, Leadership and Trust" , Management Decision .Vol. 42, NO.1,P.13-40.

Ashforth, B.E. and Humphrey, R.H. (1993), “Emotional labor in service roles: the
influence of identity”, Academy of Management Review, Vol. 46 No. 1, pp. 11-
115.

Ashforth, B. E., & Tomiuk, M. A. (2000). 10 EMOTIONAL LABOUR AND
AUTHENTICITY: VIEWS FROM SERVICE AGENTS. Emotion in
organizations, 184.

Barger, P.B. and Grandey, A.A. (2006), “Service with a smile and encounter
satisfaction: emotional contagion and appraisal mechanisms”, Academy of
Management Journal,Vol. 49 No. 6, pp. 1229-1238.

Brakus, J. J., Schmitt, B. H., & Zarantonello, L. (2009). Brand experience: what is it?
How is it measured? Does it affect loyalty?. Journal of marketing, 73(3), 52-68.

Brashear TG, Boles JS, Bellenger DN, Brooks CM. An empirical test of trust-
buildingprocesses and outcomes in sales manager-salesperson relationships. J
Acad MarkSci 2003;31(2):189-200.

Brown, S. P., & Peterson, R. A. (1993). Antecedents and consequences of salesperson
job satisfaction: Meta-analysis and assessment of causal effects. Journal of
marketing research, 30(1), 63-77.

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.



PPl bl 9 peocFoslos w203l Jlo (ool oyt 40 98 (8L, (oS — soke aslinlo 90 -

Coté, S. (2005), “A social interaction model of the effects of emotion regulation on
work.

Diefendorff, J.M. and Richard, EIM. (2003), “Antecedents and consequences of
emotional display rule perceptions”, Journal of Applied Psychology, Vol. 88 No.
2, pp. 284-294.

George, E.,&Zakkariya, K.A. (2015).Job related stress and job satisfaction:
Acomparative study among bank employees.Journal of Management
Development, 34(3),316-329.https://doi.org/10.1108/JMD-07-2013-0097

Gosserand, R. H., & Diefendorff, J. M. (2005). Emotional display rules and emotional
labor: the moderating role of commitment. Journal of Applied Psychology, 90(6),
1256.

Grandey, A. (2003), “When ‘the show must go on’: surface acting and deep acting as
determinants of emotional exhaustion and peer-rated service delivery”, Academy
of management Journal, Vol. 46 No. 1, pp. 16-96.

Grandey, A. (2000), “Emotion regulation in the workplace: A new way to
conceptualize emotional labor”, Journal of Occupational Health Psychology, Vol.
5 No. 1, pp. 95-111.

Grandey, Alicia A. (2003) "When “the show must go on”: Surface acting and deep
acting as determinants of emotional exhaustion and peer-rated service delivery."
Academy of management Journal 46.1: 86-96.

Groth, M., Hennig-Thurau, T. and Walsh, G. (2009), “Customer reactions to
emotional labor: the roles of employee acting strategies and customer detection
accuracy”, Academy of Management Journal, Vol. 52 No. 5, pp. 958-974.

Gross, J. J. (1998). The emerging field of emotion regulation: An integrative review.
Review of general psychology, 2(3), 271-299.

Hennig-Thurau, T , Groth, M, Paul, M and Gremler, D D (2006), “Are all smiles_
created equal? How emotional contagion and emotional labor affect service
relationships”, Journal of Marketing,iVol.€/1&o. 3, pp.$1-73.

Hochschild, A.R. (1983), The Managed Heart, University of California Press,
Berkeley, CA.

Hatfield, E. Cacioppo, J.T. and
Rapson,.L.(1994),Emotional.Contagion,Cambridge,University,Press,Cambridge.

Heskett, J.L., Jones, T.0., Loveman, G.W., Sasser, W.E. and Schlesinger, L.A.
(1994), “Putting the service-profit chain to work”, Harvard Business Review,
Vol. 72 No. 2, pp. 164-175.



444 Olgzils cals) y i cyls) g ble (Siws g wlua! )5 syl il (owy

Hochschild, A.R. (1983), ), The Managed Heart: Commercialization of Human
Feeling, Universityof California Press, Berkeley, CA.

Hochschild, A. R. (2003).The managed heart: Commercialization of human
feeling(2nd ed.).Berkeley, CA: University of California Press

Hur, Won-Moo, Tae-Won Moon, and Yeon Sung Jung. (2015) "Customer response to
employee emotional labor: the structural relationship between emotional labor,
job satisfaction, and customer satisfaction.” Journal of Services Marketing 29.1:
71-80.

Karami,N.(2010). Investigating the role and importance of human resources in
organizations.(in Persian)

Kim, H.J. (2008), “Hotel service providers’ emotional labor: the antecedents and
effects on burnout”, International Journal of Hospitality Management, Vol. 27
No. 2, pp. 151-61.

.Li, JJ., Wong, LA, Kim, W.G., 2017. Does mindfulness reduce emotional
exhaustion? Amultilevel analysis of emotional labor among casino employees.
Int. J. Hosp. Manage.64, 21.

Maslach, C., Schaufeli, W. B., & Leiter, M. P. (2001). Job burnout. Annual review of
psychology, 52(1), 397-422.

Maslach, C., & Leiter, M. P. (2008). Early predictors of job burnout and engagement.
Journal of applied psychology, 93(3), 498.

Maslach, C., & Jackson, S. E. (1981). The measurement of experienced burnout.
Journal of organizational behavior, 2(2), 99-113.

Oliver, Richard L. (1980). "A Cognitive Model of the Antecedents and Consequences
of Satisfac- tion Decisions," Journal of Marketing Research 17 (November), 460-
469.

Prati, L.M., Liu, Y., Perrewe’, P.L. and Ferris, G.R. (2009), “Emotional intelligence
as moderator of the surface acting-strain relationship”, Journal of Leadership and
Organizational Studies, VVol. 15 No. 4, pp. 368-80.

Pugh, S.D. (2001), “Service with a smile: emotional contagion in service encounters”,
Academy of Management Journal, Vol. 44 No. 5, pp. 1018-1027.

Schaufeli, W. B., Salanova, M., Gonzalez-Rom4, V., & Bakker, A. B. (2002). The
measurement of engagement and burnout: A two sample confirmatory factor
analytic approach. Journal of Happiness studies, 3(1), 71-92.



PPl bl 9 peocFoslos w203l Jlo (ool oyt 40 98 (8L, (oS — soke aslinlo 90 “

Schaufeli, W., & Salanova, M. (2007)Work engagement: An emerging psychological
concept and its implications for organizations. DSSW Gilliland, Research in
social issues in Management: Vol Managing social and ethical issues in
organization. Green, CT.

Shafiabadi,A. (2012). Job counseling and career choice theories,Roshd(in persian)

Skaalvik, E. M., & Skaalvik, S. (2011). Teacher job satisfaction and motivation to
leave the teaching profession: Relations with school context, feeling of
belonging, and emotional exhaustion. Teaching and teacher education, 27(6),
1029-1038.

Thomassen, Lasse. Habermas: a guide for the perplexed. A&C Black, 2010.

Tsai, W. and Huang, Y. (2002), “Mechanisms linking employee affective delivery
and customer behavioralintentions”, Journal of Applied Psychology, Vol. 87 No.
5,pp. 1001-1008.

Zopiatis, A. and Constanti, P. (2010), “Leadership styles and burnout: is there an
association?”,International Journal of Contemporary Hospitality Management,
Vol. 22 No. 3, pp. 300-20.



