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ABSTRACT

The quality of service has been emphasized in organizations competitive strategy in the
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service industry.  For the purpose of ensuring staff’s conveying necessary emotion to customers
while providing service, they are requested to follow the "rule of expressing pleasant emotion at
the work place" prescribed by the organization. The objective of this research is to explore the
display rules and socialization process of emotional labor. This study is a "qualitative" design
with a research subject of "case study." Janfusun Fancyworld World is the case to be studied
hereinafter. According to the results of this research, the display rules in the organization can be
classified into two categories. Category one is the "front stage display rules." Category two is
"back stage display rules." The back stage display rules could be classified as two clusters: the
way of emotional relief and "stimulating workers of emotional labor model”. It's also found that
labor unbalanced are caused by external (contact with tourists, weather, mechanic operation) and
internal (poor interrelation among staff, supervisor and subordinates cannot reach a common
understanding) factors. In terms of prevention mechanism for emotional labor, there are
stimulating objective, reducing "contrast" chance, job rotation, work independence, and
emotional segregation. In terms of socialization for display rules, there are inquiry, observation,
informed, and independent learning. The channels of socialization include selection, morning
meeting, management, and senior staff. The content of socialization includes organizational
value and culture, group, job responsibility, role, and experience. Finaly, five main proposed
subjects and several suggestions are proposed.
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