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ABSTRACT

The main purpose of this qualitative study is to explore the different learned emotional
rules and socialization process between customer-service employees in a department store and
car dedlers, by using deep interview, field observation and anthropological KJ method to
collect and analyze data, and discuss OB & HRM related research propositions. The
findings indicate that emotional rules could be divided as the front-stage vs. behind-stage rule,
socialization channels could be divided as formal vs. informal channel. Although emotional
rules and socialization process are similar between two kind of high emotional labors, the
found miscellaneous socialization contents indicate that there exists the evident diversity of
emotional |abors, based on the different degrees of service motivation, role function, customer
relations, and organizational managing system. Propositions related with further research in
organizational behavior and human resource management are discussed.

Key words: emotional labor, emotional rule, socialization process, organizational behavior,
human resource management
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