RT 1 TRBHMFGRE LT \ T A— U ANGZ o !
P RBREEOEELE LE Y 2L — o T —

A i P RFEER
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HHRRF BT 2V —EARFIIEETH Y . Y — RPN ET 5 A DIIEFE ~ 1
MLTH5D, BARIZEWTIE, REEER320254 1 A31HICRR L2778 /1584 (2024
R OIEARER) OFEFERIZL D L. BAROBEFRHL6T81 TN T, 205 btk
FHAT3082 5 N L3 ANDEEIE 720 | FBIEORHEEHD3699 7 N &35 ANDOHEN & b7
DL THEOHSELNFBII CTh D, BEEREFEENIHAD &, HITHEIRERE (F
— B R¥E) OBMEFRENRL L, TER - @k 25 6695 N (MR RAEREIC 5D 5HEGO
24.0%) b <, WWT THEIZEE - /e 5160 A (IF] 18.6.0%), [H&EHE] 30375 A
(A 10.8%). [MEA¥ - AV —E ¥ 2235 A ([ 8.0%) DIEL 72> TWn%, BiEICH
WL, TROEZE) 237180 N (BHEREMEBEREIZED DEE D 21.9%) kb %<, IRWT
MENFE3E - NE3E ) 2345477 A([F] 13.8.%)TH D,

=AML EEICB T 2 EEHEEERES~Y — 7T 1 o ZHRIE R S 2 D
P—EAMEFRLBELOLVIRY 28 U THEBL IS (Donovan etal., 2004), AT,
= RABMEEOR T 4 7RG, R THEL) & TEBMN=RE 2, G colk
BB T =< AR THEA ZFEM CTE D 0ENERHET D, TR T,
P— bR EL L. BRI THEICHW D RAE S@OMm,. b bEEE 2 b
7 —/L L CEEICHR O kST 2B, FRZITZ R A ML A2, BRAR S EfERE
(ZBa B fEBRME S e STV D (Maslach & Jackson, 1984),

AW O BB, BRI, V— A EFRE IS CLEMENER (PCV:
Psychological Contract Violation) % &5~ 2 RPN T, EEE O [H L (self-esteem)]
& TEBIR=4EE (subjective wellbeing) | 1XIIES Il & 0/ T +—~  ADIK T &2 FEFI L,
RECIRRART L 72D A L AEZERECTE 20 ENEZRRT L2 L TH D, 2000 HA
NBEY —CAREE AR T Tor— b eER L, £77, &b
ENTWDL Tz —A 27 (wellbeing) ODEELD—D1%, EBIEREE (subjective
wellbeing: SWB) T % (Adler & Seligman, 2016), JEATHFZEIL. SWEN IE & A D F&IE DO
SMRTOBBMTHD Z LA RBRAICRELTWS, kL LT, @V LU0 LB ERE
BT, LT OREDOER A A2 T\ 5: (1) B TRV EEZRENERE, Q) TEN
7RIEAE OFERTR R AN, (3) IR ATENE TH 5 (Adler & Seligman, 2016),

U SHRE ARFZE1% JSPS BHiFER (24K16423) 76D HEEZ T TiThhlE LT,
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B ORERECITENC A FL 7 B2 % KX § (Turnley & Feldman, 2000), & 512, (DERAYEK)E
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A F ORI L - Tol & 2 S, MEkICERE % KIXT (Tumley & Feldman,
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RENERCHEF L THEBET LI LOMDOFETHD L EFRKSILD (Poter & Steers, 1973)



(2) BSEE LB/ N\ T+ —< > X (Job Satisfaction and Job Performance)

HEFICBIT D TR &, BT LIRS /N7 + —~ R T 5 v 7Vl
Th O, MEEOBLEGR2 & Wi e 1 X%S O Fm I3 2 b — R odinT 7
n—FTh o, AT T, BG TOEREEMIET 72012, WL OO T7 I r—FN)
MRINTHEY | EFEOLL O T, F7HE OERE & AFEEO R S 2 BT T D,
F7-. Judgeetal. 2001) 3, TkHH 2 & % /3 7 +—~ > A DOBRIEIL, o5 =028 (51
ZATHEFNZE S DT EE) ([T X W BE ST 5 8T 5, ZONHOSATHIIEO FRGE
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RE 10 DEEROSAES IR — B ARER O B E) CAOHBEERS 5,

R 2: DEARKDERITBE Y — EAEER O E /7 +—~ A ) LADHBINENRH
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(3) BEIl (Self-Esteem)

HELL L IZA OGN 2ME R H Y . — ISR E0 B (B OffiE) 12250
TEDIITE L TWDEM, £RITFHE L CW A0 %2, 2o X 22 cl&x. fi72b
MHSAHIZONTR> T —NZBEEEZHET 2L bH 0, B OISO ERICH
THRERIEOXMGE L 7p o TN D, rm—B N "—7 HELRE (RSES; Rosenberg, 1979)
X, HELLAR T EEREREZWET S22 L 2HME LTRBY, AFZETIE, HELEZOD
DAL T DR OIGR AR R T D,

@3 DEEEKER (PCV) 1E, THZELL) S AOHBMERS 5,

R@4: THELL) X B EE] L IEOMBER® 5,

fBis: TARL) & TE <7+ —~< > 2] LIEOMBMERH 5,

R#He6: [HELL] X PCVE NRETEE ] OMOADBMREEMT 28RN H D,
@7 THELL) X PCVE BT +—~ 0 2 OB OADBUREFEMT 5 0ENH 5,
(4) EEEIEER (SWB: Subjective Wellbeing)

TATRRIEIC L D & FBIHIEEE (SWB) X, A& O &S HIRER O 2R E 723
BT 2 BEM & D\ I E B 70 & AE W BOG O 1E N 725858 L 18R, 35 L OV AE D 2
(BT B R EA ORI E L CERIN S, EBMZEEIEL, BAOBLE L HE S
L (BCHE) . 2B a2 R LY & XNT 258 TH 5 (Diener et al., 2017), AMFIE
X, RONGERAETRET D
R8: LIHEAIES (PCV)IE, FBIAISERRIEK (SWB) & ADHBINENH 5,

R#9: TLEEER (SWBYT TIEETH L & IEOMBNER S 5,

10 TEA R (SWB)T THE X7 +—~ 2 A S IEOHEMERS S,

R B EEE (SWB)IE PCV & TR 2 | OB DBMRIEZ R T 2R H 5.
RKEE 12: =B =RE (SWB)IX PCV & [HRE /X7 4 —~ > A | [ OA O BRI EFEmT 5
RN D D,
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(1) BIEAHZE

AWML, A T4 VREOHRNY) —F—REICLDF L TA L TFTATTTY H—
BRI DA EER LUz, BT, BANERE—EAREER 2004 (ktt
54.5%) THERR STV D, BB OFEEIT, 206AKTH 2> D60 L. EF TIRIA L, FHAFm
124 Th o7z, BIZEZOEMIEIL, VERIEND 3080 LE T, FEEBFESIT 84
ThdERESINTZ, ZOFEDIHTIZIZ, IBM SPSS Statistics ver.29 5 LT IBM SPSS
Amos 29 M L7,
(2) BR%EIA

ARFFETIL, 5D v h— bk ZATOT o 7r—MAREFERL T, 1 %) 5 5 (&)
FT. LTMOERME LT,
DERFEKER (PCV)  JcfTHFSE (Robinson & Rousseau, 1994) =& &2 L C, #WEEAED
DHMKNER (PCV) OFLEZFHET 5 720ICLA T O 2HB 2 Lz, [HR=nBE)
HEthiE, FORE, BROBHEEZRIZLTWDERBEXTTN WAa7HEA), B
O TEORE, ROZ ENETIEY T2 SFTHRT, BROJBEZ B 7228 13h
DETH? I,
HEL vr—Br A "—7HBELRE (Rosemberg, 1979) »HLLFD 3 HHEZMEH LT,
[FAZIFINWL OO EFAH Y £7°, ), [FIMAEDO H 25 AHTH D LKL ET .1, THZIC
IFBEOIRZXZLENRHEV 2V EE L TWET, ) WRaTEA),
FHEAERER SWB)  FEIASEEEIINARRIC L > TER S, A OBLED HHIE S
o (HEWE), ZO0BNEROESE R D58% L 7225 (Diener et al., 2017), JCATHFSE
TIE, FEOERRICITEREZ GV O DRZEENH DA (Proctor, 2014), AHFFED
T — MAEFEITAARNEZSGE LTS, HARGERO EHA 348 L (SHS)
(Shimai et al., 2004) 2°HLLF O 3HEEAZMH L7, [BICR T, FUITBAS O Z L 23t
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LT TERNDIZ TN EEZ DL b, o EETIERWVWE D TT, HR7ZIL,
EORE, ZDX ) MEF> CWETHN?) (WA TIEA),
BB R AT, B E IR BEREORRBIC L 2T 2 HE%
fif L7 (Robinson & Rousseau, 1994), [FLl1X, Z OS4LTHIK Z iz, FEFITHE L TV E
Folo TRIE, BAOOMAFEITHRE L TWET L,
BB T —<r A BT 4 —~ AT H3EE L, William et al.(1991) 7>5218
H. £L T Brownetal. (2002) 22H1HH, —ERXRT =N —D/NR7 43— ADREEAH
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The Influence of Positive Emotions on
Job Satisfaction and Performance
- Customer Service Employees’ Self-Esteem and
Subjective Wellbeing -

Noriko OKABE
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okabenoriko9@gmail.com

Abstract: This study examined how customer service employees’ positive emotions,
specifically self-esteem and subjective well-being, may moderate the declining
propensities of job satisfaction and job performance in the workplace following
psychological contract violation (PCV). 200 Japanese customer service employees
completed the online questionnaire. The mediated moderation model revealed that even
when employees perceive a PCV as a predictor of burnout, they may work with high self-
esteem and subjective well-being, thereby avoiding a decrease in job satisfaction and job
performance propensities. Psychological contracts, which are reciprocal employment
obligations developed during and after recruitment, are frequently violated in
organizations. According to Robinson and Rousseau (1994), 54.8% of MBA graduates
reported that their employers had breached these contracts. Violations generate distrust
toward their employer, lower job satisfaction, reduce job performance, and increase the
likelihood of quitting the job. Finally, this study found that even when employees perceive
a PCV in the workplace, they can maintain high self-esteem and subjective well-being,
thereby preventing a decline in job satisfaction and performance. This study suggests that
emotionally skilled employees with higher self-esteem and greater subjective well-being
may be better equipped to cope with their stressful working environment and relationships

and recover from potential burnout.

Keywords: positive emotions, job satisfaction, job performance,

customer service employees, self-esteem, subjective wellbeing
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