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ABSTRACT

Service industry has the property, if the employees cannot maintain the interest and
passion on their job or their personal characteristics do not suitable for the job, it may cause
the high employee turnover rate and leads the company cost extra budget to do the enlist,
selection, and training, again. Thus, it becomes an important manage issue for directors to
improve the job satisfaction of employee. According to the issue, the relationship of variables
are investigated and set as follow in the study. For career identity, problem-focused, and
emotion-focused are set as antecedent variable, emotion exhaustion is set as mediator variable,
job satisfaction is set as dependent variable, and self-monitoring is set as moderator variable.
A telecommunications custom service front line staffs of the Kaohsiung Telecommunications
Company in Taiwan are investigated in this study, there were 300 questionnaires grand, 250
ones with recycling effective and the rate of effective recycling rate is 83.3%.

The conclusion via regressive analysis of the relationship between variables in the study
implies: (1) Emotion exhaustion results job satisfaction in negative influence. (2) Career
identity leads emotion exhaustion to negative influence. (3) Problem-focused adjusted
strategy leads emotion exhaustion to negative influence. Moreover, via investigate the
mediating effect of emotion exhaustion, concludes (1) Emotion exhaustion has mediating
effect between career identity and job-satisfaction. (2) Emotion exhaustion has mediating
effect between problem-focused adjusted strategy and job satisfaction. (3) Emotion
exhaustion has mediating effect between emotion-focused and job satisfaction. Eventually, by
investigating the moderated effect of self-monitoring concludes (1) Self-monitoring will
interrupt the effecting between emotion exhaustion and job satisfaction. (2) Self-monitoring
will interrupt the effecting between career identify and emotion exhaustion.

Keywords: job satisfaction, career identify, problem-focused, emotion-focused, emotion
exhaustion
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