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1. ZC&IC

NI NI L2 A -ESH 50 FRLK, NEEWICHEEE %
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RIS REL L OBEPGFEL TV D, ZNEOENDRHIFEE LT,
WA, "B TRL” 2LIELIEENEE 250, ZOEKICBWTIE, k
A5 DM LT, BROAZEA L, BEOMHERICES LV Tr —2A
AHIZ->THEY, ERHEEOVETIROEAADI &, W 5 &AM
LCHE D SIHEN GG EESL Z ENTELRNWT LIF— EARHEED
WRETORECETEETWD (K 202013750, HEEBTEEOIT
B —EADBEOETELRD, SHICHERMEEZETIELEVIED
TEERIZBi->CLE > T A DI TH S,

INHORMERF 2, K LicBWTid, TFANEHRERLOHEH T
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AVAYIPREDL ) ICHERENTVIDICOVWTRES 2, 29 L2k
e 2 F 2. @%E. AR OBINC D 2255 B INliEY — ¥ 20
RAT =2 - AV RA Y MG R D EERMWET D ETVOMES
Higd.
ANEFEEBROGHTEACE RSN TS [H X250 ] I2BW T,
=R 3= 74 Y ITERE GV [HELAY v 7LD 05T
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2. 7= - IFAIXPER

T—7 - T4V A MIBELTIE, S FSFELRERIGIET 5B
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& CTHRELAFICHEELEMIREE L TERsInTnwd, 071
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AL FTENCESZ B TE2OTIE R, L) AENZBIFEORRAIREL L
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WEE T ARRICE D 2R TR WIS T2/ ) M 2 ERT %,
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B, ELCERIZR>TWALZ LR LT 5,
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BV A, ZRUCE D ER D25 &) IFEERO
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Zhh (FH 2017), T—2 - o7 A YA 2 MO X)L OREE
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%@%5i%tb\:5Lt7~7-l/74/f/bikbbﬁﬁgt
ho EHIZ, BMIMEMEY —CADYE, 29 LAEERITLVEVD
DEbs

L LADe, HRIZBIFA2T—27 - 274 T X2 FOIRIIET; L <
72\, Shimazu, Schaufeli, Miyanaka, and Iwata (2010) (d s L & k-7 —
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RIEHAL (RD, 67EHOT—27 - 20754 DAY ML TWA05,
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HEFIZBLTHE (BE D
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Australia (N = 643) i
Belgium (N = 1630) |
Canada (N = 1280) |
China (N =272) |
Crech Republic (N =92) |
Finland (N = 6131) | : } L
France (N = 221) | T E—
Germany (N = 434) | — A
Greece (N = 469) ]
Italy (N = 212) |
Jpm(N=63T) ———
Netherlands (N = 13236) |
Norway (N = 2250) |
South Africa (N = 2547) i
Spain (N = 1759) | y P
Sweden (N = 378) |

2 3 4 5 6

M1 UWESOQICEWBIELET—T - ToH AT X2 hOERRHS

HiFT  Shimazu, Schaufeli, Miyanaka, and Iwata (2010)
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D, CRAERBL, HRNIRY 74 7RBE* B LW E 2B L
T HEMATRA 2D, RUITEH T =7 - T TFA T AL M EREWTWT
b EBRAICEREL S NAIRIETIE ) £ CMETE 2 b o 2 BEIE R E
TE &\,
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106



BRI — AL T =2 - 24 YA b

(M) & THEP] OBa» M 21To T b (B4 #E
2019, p.1)o

31. [BzEPds] CREL2E522ER

T, (B ERT S IERT 5, [FFITCER FFEZEFOHT] 128w
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[(RANOFHLEHE 2 2R, FERE] (2 L TEE) LB EAAS
N (R2), IS, EBOTA I ALY MIBWT, 29 L29EE
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Y THDL, WINIME D LEE LD —APL L THIXZFH 12, +E
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32, T=U - IFATX M BEDPV) IREEE5Z2ER

[ ATCAER F7BRE OS] 1BV TIE, [HE 0] 2w ) iR
EE T —2 US4 TVAY N EVIMEERIEHL, AT - %
A E 2, FENICEZ L) EHATW S,
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EHENBEZXTIORLDADICEREEEZA ZERERE (LM51EE)
1. W0 NEBfRP 2 I 2 =7 —3 3 Y oHiEt

2. AR O HUSfetE

3. SRR oD JEE < ) & 7 DAL

4. HEFEEHEE oM %

5. KNOHELHE 278, BBk
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AR IRIR DML
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B NHE/RL 2 I 2 =7 -2 3 YOt

(i R SPGRADN IV &
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321. 7= I HFAY X k227 (GFH - 8E - &E OBR
FEZ IR _72 UWES & F\ T 7 BECGRITZE - WHEHREASE R L 72304
(2019) DFERIZLT OME) Th D (BEFTEE 2019, pp.176-178) . 7.
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B A392 ki b E L [&EE] A3355, [1E71] 25278 & e o T b, M
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322. T—U I HATANMNIFELSZ2ER

F9. U7 AT A P ERMOBRIZOWT, 39T O
IEFE T, RO, =2 - XAV X b - AT TH L
AT HMEADALNLELDOD, J0FEER0EL EOIEHETIZZ ) L
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YIZBIF AT EAMREE AR LRAEICEDE, AFHAOFY R
OMNEWEEF T E T =2 - 207 A DAY b - AT TIRIEOHBEIZH S
bOD, 8% EOVSHEEN T L A ESEREELN TV RV, —
Jiv 6 2DIREED 167 N DT FERN % % G234 % 920t L 72 Simpson  (2009)
DOIFZEIC BT & O IEOHBESHER I N T 5E, 3 BAA, 29 L
7oA R AR T A A, I OAKHER ERL S L IXFEER &\ o 7B D
WA IR L 72EI DS E B e R A Vb &k B,

WIZ, T—07 - TP ATV A Y MIBi% 52 5EFITOWT, L
MOBERIERT 50 FEIBORNIZE - DHEHME L. Bt TEmMMIN
TWABREHEHIZOWT, =2 - T4 VA Y MEEWE L RVwE &
DIEHAEZEBLTBH ., iR, BWHELERNFOF vy ThRHKE
WEEIL, [BEOABBERSLII 2=y —v a v olEt] Thh. U
T [ @ O FHE R E) & J7 OFIAL L, [ BATICHE D BEEOIL K,
(Wb 2 IE4EE & REIEAH & oM CoM RO FEkL ], [FE LR
SUBH L oM IR [BR - M - WEEEFEIC L VR S 2 h~o
HERSAE ] Lo T (EAEMEE 2019, pp.212213), Lo T, Ihb
DBEENT =7 - oA T AL MIEERZH 2 TO A2 IR C A
5o Fow AMBEBBOERFICHET 2 FABOFEICB VI, [fFEkS
HEROBE (A7 —HE%) ] OFvy 7HROKEL, DT IFx
VT AT 4 TEIC L DRREEOWIEIL], [R¥EL LTOAME
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L72BEELT—2 T 5 ATV AL MIEER G52 TOLIRREDLD 5,
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BXOHEEWEE L I, FHMOREERID LRI LB ES L
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41. Y—ERXR - I—rT74 2 THRICH T B Y —EXEEE

HEM oMMz RET L= T4 v 7L EBEM NG ET 50—
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Brbz, 62 WLl & TREmE] 28 THEka A vvr 1] 12
FEEH52ZTWLZEEHLNIZL TS,
T/, EEOREL IR ZH. FHHE (2019) &, EELEY - A0
HWFDOEF =2 3 V&R - MBS ER TS E T 5, &
BT GBS — AR HEERT V74 7 & LTS 22 DORIE
DAY 7RG T OS> DOZERIZE T 2 M EMRAEZ I L T\ b,
o F by EhFE
Y DO [HyhEH] EEHIN, RDEADFE T,
ER (HCAHIK) @4 HOIIRIIFHEDZII .72 9,

o FRG, I
THBINZ QUL END, BHEDDLIHFENPTE 72,

114



BRI — AL T =2 - 24 YA b

TEPIR OHIEDOT R — P b H )| BERGEEZ 72,

AR () G4 HOEET, Mi72b & ROBRET 72,

A ABIRR (ZmBEAN S FKIR)
OFHER RGP L ORBEZ KL %,

« FlCRyBEIE
DR @4 HOIIET, Bl - Filin A L L L 725
ERCE
EREACHE OFHOIIHET, B VICTIRPTE
» FEAREM O HOITREFPEREINDL I LIF) N LV,
o FE A0 O 7272 LA A H DR O TEBIHE L 1) v

LRESOOEMIZE LT, AR, [HFIMbE),FICH ] o ARIFR
(b)) TRICHEIRE ] OB, TREAMHB ] Z2iks, £F -2 a1
VEEE G2 Tnb 2 EDPHERIN TV S,

44. EfMEEY —EXAREZFICETEIT—7 - I>FA4I 42 M
THETI

29 L72eariise e i £ 2wl — e A8 EEE0 T -2 -
YTATVRAY NI ZARBIIMTAETNVERET S (M2), 7.
T—=20 - ZUTFATAY MIEEERGZ 2ERNE LT—HKICIY) RiFshn
D NHEREBWER S L. sBlREE & LCiE, [0 ARBERI.
(a3a=r—ary|.[V=F—=y 7| T8, TS @R L TR,
MME &5 ). [HREME] THEREZE] R ErBTFond, 8512, ok
T2 £ 2 5 & TEHRILA L THIRRIA L TRIresEREE L. TRkt
78 ) THEARY F v — | TGO K] TS OBER S ], [R5
T TAYY—] EwvoZzHEbEZ b E, /2. EINOEITHI S
5. [~==a7n] @8] EREBOHRE] KL TMEFEoR
DA TMEFEOERS T (AR . TBECHR GEREB) 1. [HRO
i A SV [FD )L THREFERK] [RIELEOMH ] 7% EORH b
ME S5,

W, EAIMIEY — A OB L Tld, b AAEENT 50—

115



EBE#%% 7 + — 7 & No32

CADRMIHE ) [HRA4 ZBAmON], [RKOSNDAF V] &, 77—
7 LAV AY MRS A2HOEBEOEMPEZ SN0, [ X
D REEZ ISR D )L TRED SR HICIIIRIE T E 2w AR VORER ] T 1
B — AT 245K, THCEEK]. [ElE] 221280,
EOFENEINT AW HEMEDBETE Vv, Lo Ty BAMICIE, [OHE
s, TRARRER . TEERRM L [EEAF VL [WHEICEDb S T A
ML TEEART 2B~k ], [ Lo EvEpkl, [ACEER]. [§F
B, BB 7 EORREWEET 2 LEP D 5,

F 7o, BEAIMIEY — A ORI B ERFERNIZT -2 - T
TATVAY MCEEXG 2528122, 29 L —ECAZ2Ex L7
BORSS T =2 - U5 ATV AY MIEERG2HEZONL, HE
DORISIZE L Tid, FE THEEOmE VY — zx%%it(ﬁﬂﬁjrm%
PRI THERIE], BB % E03E 2 b, v TEfilE L R ESER
MBI 5 WﬁmﬁﬂxJKDF%tﬁw,éJ&t~jT¢%Zﬁ%&woﬁ”\

DB EZEETLVLELD D,

T—=7 « ZUTFA VAL MDD ERIZOWTIE, — &% [EH ],
(8], [RE] 25 L, V=2 -5 AT A2 OB I —
VR 837 3 =3 v A [EE~OFET ], [HRE] [FEE] [FokE
S TS AY = R [TLFRATE] % &I & o CRRDSITRE L 72 %0

ABER
= T InffE A | Y—Ez
Y—E2 | ITAOX R [T R8T — R

Nt

M2 SfHiEEY—EXDNT—7 IHF1IX L MIEZDEE

116



BRI — AL T =2 - 24 YA b

5 &BbHUIC

HARDGDP B L VEHERIC BV TTEZ HO 5 — A EOTENE
. A, YTV Yy -2 a ) 3= T ALY Ty a ik EORHEIC
RESIND "FIALLZVWHE OFF)REICE), $7FEI5F5LT
HMENL, —F, T—ERAEIIBWTEFTE - BRM & o 2255850
DL EREERNASNTVEALE AN AEREDOR FIZEELR T —
< hbe Lo TRBLTRY LIF72%— E 20EM i bs L 00 —
7 - ZUTFATAY MY AMRIISHOBARMEZICBNT, FTFT
BERLDELRDLIESD,

R SCCHEE L 72, SAIEY — CARSEZ BT LT -2 - 207
FVAY MZHT 2 EFVIIEATHR AR E A ZHRT TV TH Y Sk,
FEIA L TORRITNER S 2w, ZO72012, TTEA R — ¥ A EFHE
NDOTNV—F 4y a—EHMERNETFERL., Y- EAEFEEOR
IMES — A B LT =2 - 74 T A2 M 5 Stk gL
TR2ULEND D, S5, BRIMEHEY — C AT 5HBED=— XD
LS B AR Y e b, S, 2) LoWEE Tz, 7V %
WL L. BAIES —EADR T —2 - TU A4 U X2 MIH A B
WZDWTEREIIIFE 247> T <,

ZE

Al-Weshah, G.A. (2019), “Towards Internal Marketing Practices in Enhancing Job
Engagement: Practical Evidence from Jordanian Hospitals,” International
Journal of Pharmaceutical and Healthcare Marketing, 13(1), 40-56.

Anaza, N.A., Nowlin, EL., and Wu, G.J. (2016), “Staying Engaged on the Job: The Role
of Emotional Labor, Job Resources, and Customer Orientation,” European
Journal of Marketing, 50 (7/8), 1470-1492.

Barnes, D. C., Collier, J., and Robinson, S. (2014), “Customer Delight and Work
Engagement,” Journal of Services Marketing, 28, 380-390.

Booms, B.H. and Bitner M.J. (1981), “Marketing Strategies and Organization Structures

117



[FEpsfe e 7 + — 5 A No.32

for Service Firms” . In Donnelly, J. H. and George, W. R. (Eds), Marketing of
Services, Conference Proceedings: American Marketing Association, 47-52.

Braganza, A., Chen, W, Canhoto, A., and Sap, S. (2021), “Productive Employment and
Decent Work: The Impact of AI Adoption on Psychological Contracts, Job
Engagement and Employee Trust,” Journal of Business Research. 131, 485-494.

Frei, F., and Morriss, A. (2012), Uncommon Service: How to Win by Putting Customers
at the Core of Your Business, Boston, MA: Harvard Business Press. (iifF#k
F(2013) [N—= "= FE TR AR — VAR BT — ¥ AMNE] H#XBP#:.)

Gronroos, C. (1996), “Relationship Marketing Logic,” Asia-Australia Marketing Journal,
4 (1), 7-18.

Harris, E. G. and Fleming, D. E. (2017), “The Productive Service Employee: Personality,
Stress, Satisfaction and Performance,” Journal of Services Marketing, 31 (6),
499-511.

Heskett, J. L., Jones, T. O. Loveman, G. W., Sasser, J., and Schlesinger, L. A. (1994),
“Putting the Service-Profit Chain to Work,” Harvard Business Review, 72 (2),
164-170.

Jung, H. S. and Yoon, H. H. (2018), “Improving Frontline Service Employees’
Innovative Behavior Using Conflict Management in the Hospitality Industry:
The Mediating Role of Engagement,” Tourism Management, 69, 498-507.

Myrden, SE. and Kelloway, K. (2015), “Leading to Customer Loyalty: A Daily Test of
the Service-Profit Chain,” Journal of Services Marketing, 29 (6/7), 585-598.

Orhan, M.A,, Castellano, S., Khelladi, I, Marinelli, L., and Monge, F. (2021), “Technology
Distraction at Work: Impacts on Self-regulation and Work Engagement,” Journal
of Business Research, 126, 341-349.

Putra, E. D, Cho, S, and Liu, J. (2017), “Extrinsic and Intrinsic Motivation on Work
Engagement in the Hospitality Industry: Test of Motivation Crowding Theory,”
Tourism and Hospitality Research, 17 (2), 228-241.

Schaufeli, W. B., Salanova, M., Gonzalez-roma, V., and Bakker, A. B. (2002), “The
Measurement of Engagement and Burnout: A Two Sample Confirmatory Factor
Analytic Approach,” Journal of Happiness Studies, 3, 71-92.

Shimazu, A., Schaufeli, W., Miyanaka, D. and Iwata, N. (2010), “Why Japanese Workers
Show Low Work Engagement: An Item Response Theory Analysis of the
Utrecht Work Engagement Scale,” BioPsychoSocial Medicine, 4, 17.

Simpson, M. R. (2009), “Predictors of Work Engagement Among Medical-surgical
Registered nurses,” Western Journal of Nursing Research, 31 (1), 44-65.

Suhartanto, D, Dean, D., Nansuri, R, and Triyuni, N.N. (2018), “The Link between
Tourism Involvement and Service Performance: Evidence from Frontline Retail
Employees,” Journal of Business Research, 83, 130-137.

118



EAIMEY - AL =S - 24 YA b

Tiwari, B. and Lenka, U. (2020), “Employee Engagement: A Study of Survivors in
Indian IT/ITES Sector,” IIMB Management Review, 32 (3), 249-266.

Yan, C-H., Ni, J-J., Chien, Y-Y., and Lo, C-F. (2021), “Does Workplace Friendship
Promote or Hinder Hotel Employees’ Work Engagement? The Role of Role
Ambiguity,” Journal of Hospitality and Tourism Management, 46(3), 205-214.

KIFAE (2020) [ —C AOESMIMHEALIZBE T 2 —&2 ] [EEREE 7 +—F 4] 31
7, pp.153-172.

JEAESHEE (2019) [FRITCER FEEFEOGIT—AFALOTTO [HE)h] 20 <
B Iz OVWT—].

AT (2019) [HETEREEFNRE LEEREEr—CADHWTEOF Y ) 77y
IR FOEF N—2 7 v L — EARBE~OEOKR—] [ T3 K
izl 567375, pp.185-200.

BIHFZ (2019) [H—E A -2 T A2 MIBU D02 RS & BRI L O R FHGE
Tu7 v a - AxRGE LK (AL —-va X vk Y
AV N&A DT TV AR wIGGE] 9515, ppA8-63.

AN (2014) [V—2 - 2o A VAN I RYT AT - AT VANV ATENS
BfEH %] A,

BHmME (2017) [T—27 - 2274 24 2 N OENTOWEE)aE L OEEIZDOWT -
ENSCHRL ¥ a— & 4y MREFERD» S ] [EmE] 65, pp43-53.

BIFRAT (2009) TH—ERAEDEFR—T a3y - 41T XY MIPET 555 [k
a4l 4481-4456F%, pp43-54.

FAARHIE - AR (2018) [TEEB DBERATEN G EEZ 52 )M~ AP A2 POET
WEB L OKFHRET = — V2B 200 [REERESEEEEEASER
#£] pp.67-70.

AR, hARE (2020) [H— Y 2AF 2 — 2B HIEFHMEBOE  EFR— 3
VRN D AN 2 A L—HET = — v 3 CoELNE—] [v—Fr T 1 v
7L¥a—] 1%17%, pp76-84.

MyLse (2018) [T —2 - 274 ¥ A > MALEOFEERTHIZ VT 72U o8 & 4
HoORE ] [ - ik OEPE] 324175, ppb5-78.

119





