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A Research of the Influences of Psychological Contract
and Emotional Labor on Organizational I dentification
and I ntention to Stay

Meng-Shiou Chen*
Pao-Ping Ko**
Li-Fen Lin***

Abstract

Under the changes in the current general environment, the hospitality industry is also forced to
face many shocks and influences, which leads to the need for more flexibility in the use of human
resources, and for enterprises, human resources are the most important assets. To explore whether
employees are prone to psychological load when providing services, and whether the company can
provide the help employees need, meet the expectations of employees, and increase their willingness
to stay.

This research adopted the survey method, and the research subjects was McDonald's employees
in Taiwan. Questionnaires were distributed to a convenience sample, and a total of 568 wvalid
responses were collected. In order to help managers, adjust management practices, improve the
willingness of employees to stay, this study used SPSS 27.0 and AMOS statistical software for factor
analysis, reliability and validity analysis, two-way ANOVA, correlation analysis, hierarchical
regression analysis, SEM analysis.

The results of the study are following:

1. Among the main effects and interaction effects among the variables of McDonald's in Taiwan,
psychological contract and organizational identification have a very significant main effect on
retention willingness, and emotional labor and organizational identification have a very significant
interaction effect on retention willingness.

2. There are significant positive correlations among the variables of psychological contract,
emotional labor, organizational identification and retention willingness of McDonald’s employees
in Taiwan.

3. The psychological contract, emotional labor and organizational identification of McDonald's
employees in Taiwan have some significantly positive impacts on retention willingness.

4. After analyzing the influence of psychological contract, emotional labor, organizational
identification on willingness to stay by SEM, it is found that most variables have significantly
positive impacts.
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FLBGETE (= Cronbach's a 956
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MR AR TS
— B EEEIE T
(BT
557y fr ol LA R fi L M B Y A Bp 45 R 2 5 B A 71 {5 € > Nunnally(1978) $2 ! &
Cronbach's o RECATY 7 K » BICRZEEE BFN—E0E - AW 568 17 2 ARG E
POfEsEETE OBy o TIEES T TR T AR REBEAIEE AR
> H Cronbach’s o By KA .7 UK G EHSENNE—2: - B RFEEERE -
G Z S o ramifiis T - 70 0B 32495 H ¢ Cronbach’s a &y 953 5 1] " B(RBY3Z4Y |
F&1H . Cronbach's o £ .892 ; I A2 B RIFAZY | K1 Cronbach’s o £ .881 : I Zh &3 46324Y | 1%
H Cronbach’'s o A .901 - {F[&H4E%25 %5 /51H - Cronbach’'s o A .946 ;' vif & |ai5E4E | 5
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Cronbach’s a £ .866 ; " FiEIF[A154% | f5H Cronbach’s a & 953 ;T gt A & [o)(E4E | FE
1Al Cronbach’s o & 951 fE4H 4% 7[5 J5i - Cronbach’s o & 912" 4H4%=75%  #&iA Cronbach’s
o By .853 T BFEIH | f#E Cronbach’'s o/ .842 - fF R4 = FE /5 H - Cronbach’sa £ .956 -

RS MEERITT AVE HHEE

, - BRGNS _ EHERE s AR
BT o R - N
Cronbach's a Cronbach's a AVE(%)
EAREEE L) 892 61.054
CNEREILY 953 T I 881 58.934
g EES| 901 67.498
SelE A ESE 866 71.517
E TF )54 953 87.592
Wit o4 ORI
ki = [=]’
IR AR 951 87.580
&
4H S 853 54.475
4H&5EEIE] 912
H LA 842 52.172
HEER 956 LR 956 67.438
()& 3T

Fornell & Larcker (1981) £ FHs BEZLEE AVE =i S5 0F » B9 A BT H
RS RS - [FIRF A 9T 2 8 0E R EAH B (5 & o i ds SR AP S R A< HU 2 AVE
BRI 50% - fE RGBS 2 e HAvHIE -

LL AR TR G 2SS AT EE AVE%REHHA1F 5 FR

— ~ Pearson HHEESHT

HI% 6 OiTiaA] - PRETERESS B T T R ZEIRVMHRIMER: - T OBEEEY T IE S
5, K THRERERIE] ) 2 R EAEAREEE IEAHRE o TN TS EIER Ry T BT | HIRE
(R e Pearson FHEE(AEUE 797 @ 15D T fRZRE 5 B T8 FRSLAN SR A d g
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BN HAR LR E A -
% 6 ST ETHEISEIRAHRH R

BIH& IWSEEZEY &8 5575 ik e LR
EE Pearson FH#] Pearson FHEf Pearson FH[# Pearson fH ¢
TWSEEZEY 1
TR &8 5555 340%** 1
4H 850 1A] T80%H* 4] 4%%% 1
R 9T 268 TTgH |

R op< .05 HFE TR p< 01 FFEEE TTFE p<.001 [

= ZRFERH I H(Two-Way ANOVA)

AR EZE TMEAZ TOESL -~ T E@ESE T HSEE K T HEER
SBIHE S H PR TR o sF o iTss RBEAT -
(—) TLEEELY ) B TR

HFR 7 Br o DOBEEAY | f1 T B BRI R TSR Hep T
L] | PR KA > (H T IBES ) R TR | R TS IR E R
o BARAREREKEE W H EEEE 2 Frr O OEHAgMENE T TR

R 7 DLHEBEy Bl TEESE ) WEERRN N TSR

HREEH IR
H &1 s
F{E p {E
INS:EZES) 336.614 000%** =K
G 485515 3.156 076
NS e R e pe e 8 1.448 229

*F p< .05 BHE **F p< 01 JEEEEE K p<.001 [HAEE
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(2 TLEESLEy ) BT AHEREEE]

He 8 130 TSy ) A T AHARRER] ) BRI TS BT o Hd O
AL ) Je TARSREEIE] ) Y EOR  EEREE KR o (B TR ) R AR ) AR AR
ﬂiﬁiﬁaﬁ%ﬂ@% C G H e EmEE 3 Fror - OERGS BRI E SRR T > WREER 2

B i OB REHEEY FERA B T W EER B -

£8 TLHEH, BTSRRI ) W EERN N TS RBUMTER

R TR
HEIH s
F{E p{E
INSLEZLS) 143.193 000 >
AHAKET[H] 127.097 .000%** B>
O EE LA SR 2.150 143

¥R p<.05 BiE 3R p< 01 JFHEE R p<.001 MEE
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x99 TIEESE Bl TSR ) WEERRN N TERETR

i 2 GEEH
EELE| {2
FE p{E
TH4E 5515 183 669
4F Bk E] 306.396 000 E>(E
485515 * A 4R [E) 9.404 .002%** =

*R p<.05 BiE R p< Ol JERATE % p<.001 &L
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7% 10 OIS - S5 B B AR E S S B R SR TR
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B B B
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R - 311%* - 295 - 655%
LEEY 98 5%k 986*** 604%%*
BEE% -.005 - 107%*
4HEZEE] 58] %k

R 797 797 838

R2 636 636 703

Adjusted R? 635 635 701
AR? 0 0 067"
F{E 988.017 493.157 445.035
P{E 000*** 000*** 000%**

“F p< .05 BEE **% p< Ol IEHEE **F p<.001 FHEiE
S a BB R - B R2 b BT R BT R

(BB R 1R B (R R 2 S SRR o3 T
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BERE AR > FoRHAREEIE S o R -
= 11 OHRFELY ~ 15485 s BaH SRR 5] 2 M R B R 2 B 4R i 2=
o LR
HEH it e =
B B B
HEH - .253% -253 - 616%**
I R aAIBLZY A5k A44%%* 270%**
gﬁ SR D07k 20k 154%%
& 53| B 300% % 290k 165%*
& wHEEESE -.081* -.069
% RETLEH 101 083
% PRI A 2 013 _107*
% 4R ST 124%
5 R pror
R 800 803 845
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Adjusted R? 638 641 711
AR? 0 0047 071
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P 000 000 000

*R p<.05 B R p< 01 JEFAE ***E% p<.001 &L
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R 12 PEREIRSL LR 545 B B GREE E) 2 i B (R 2 e SR AT

fREIE =
Q%Iﬁ o o —_— —_—
B — B BRA=
B B B
HYUE - 327 - 365 -.670%
BBeAiL 153% 143* .086
& 091 .086 074
gl -.062 -.071 -011
HETEE -.054 - .054 -.058
IOy ol ERE2E) AT HEE 282%*x 270%*x
% R 218%%x 1497 154%
4 Sl =0 300+ 166% 165+
s HEIRELE -.05 -.069
. R 76 083
B i A 097 107
% KRGS 119 124%
[5] SR 448 452
R 804 806 847
R2 646 650 717
Adjusted R2 642 643 711
AR2 0 004 .067°
F1{E 146.054 103.273 116.972
P{H .000%** L0007 L0007

*F p<.05 B **FRp< .01 JEHERE % p<.001 [HEE
ab b a R/IFEA T R2- fH— R?2 b FfHEA = R - AT R?



Raene R a3 e 5Lk 2§ 2 RS

5

BEg 59

F ~ SEM 43 (Structural Equation Model Analysis)
(S TEEZN( SEM ) Z e i 745 58

SEM (&t T2 = =0) » &5 millim LURIRZ i - EEE I RR R GREV4E
e1777% - HAESIHIE 2 BIRM AV AR - AWt SEM 737775 » BURA T S8 IH
MR ZREmAV R BRI A - RIS (O BEB2LY T IBE % ) T AHARRE ) R T SRR L
FEETH IR SR R4 - AEiEHE Amos 4ETHHS KBRS o BIHMIRVR B4 - 7T SEM 77
7o Hpd SEM [EHRLL T — ) AREBTERRRG "W BREERVEARE - Rl iR
AT 5 TR BRSETEERTE 20 - = iR A AR IE -

4% SEM A=t » F{ER Amos SETHRAES T @ HEIE—ER TR RHY AT REIS S (%
# > BEEF] SEM [ AR iR S T T RERY IR SR BRI % o SEM AHRBH o =X 5 e 5

0, 20 0, 15 0,13

[ mrze | semauseg | [EEmmse|

384 0, 44
1
1.00 6 g g 0,.16 0, 10 P4101, = @‘ o
0, 80 2
, T,
N THE 0,.53
'L\}Eﬁﬂ 1 @
0,.71
1
e
1
; —,
g 1 e
23 PASE 4 ’n ] ; 4 ) ‘_49
N i 4 ‘ 64
Bg 1
= i 3 ‘ 43
1
@ 0 B B0 ‘ 58
Frspevam 1 \
77 1.00 q
90 P4111 €19
421 443 4.45 - ) ,,41
[semmenstn || e emme et s P4112 €9

5 SIH A SEM MR — BRagE=

(OO EREE 2 e

TR SR PSSR A 3R 13 e SRBUR A 78 i I o7 2o = 2 SR MR 45T
RIS RO - s — R R ER e ah i S E KA -

TP 2 AR MR R (AU B i K EUEML) (ST » 12 SEM 43 R Al BE A5 AY
B » w3 By LAT VUAE 5 45 - 48 9 i 78 J& 5 12 (Absolute Fit Indices) ~ 5% {E Fic 78 & 15 15
(Incremental Fit Indices) ~ i f& liC 7 & §i5 £2 (Parsimony Adjusted Indices) & 557 5 il 8% [& 5 122
(Competing Fit Indices) » 2208 52 BH[#(2009) 77 HlIfERELI T -

1 420 3 S 52 (Absolute Fit Indices)
TR AL ST B S R AN Sh 88 SR R o B A P SRR T Y i 722 52 - F5R A RO ME
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(x2) ~ RITEHBEEL2/df) ~ pE ~ TP TTIREEZRMSEA) « HA-RIGHEY 2)LURRITH
FHEEE( 2 /) Ry Nady - K75 B SR 2 /dD B MR ECEE S - AT TR
Z(RMSEA)H AR E R A BB R FOE - RELEUE LV NR .08 FfE -

2. 185 i 78 5 F5 12 (Incremental Fit Indices)

TR A SRS AR OTE RS - F5f A A A S FEIR(NFD) ~ B {ERCE S
FR(IFT) ~ b PEfC 28 R AE(CF) ~ FRR sl 2 S F5E(NNF) - DOfEfs i E By O A Bk
ER
3 G RGN S f5 1 (Parsimony Adjusted Indices)

FERE TR GEE S - e A AR E N [ F5 15 (PNFI) ~ Jr%ﬁ-%tbiﬂﬁﬂi_
JEFER(PCFT) o i i R s e 238 [ F5 AR (PNFT) DL St i EL s il 28 1S FE AR (PCFD) B s E R 5
DAL FREADGH AR -

4 350 S FE 1 (Competing Fit Indices)

AL FE T2 A — ERVISEREE - BRJTEME - B RARas - A REHR
FEIEU(AIC) ~ HHEE AT XS FERE(ECVI) ~ JEEFHESE(NCP) - MR ERIETAIC)EATE -
AR S WL H e 28 8 AR RIS A » S A )OS FEIR(ECVD LUK IR EE RS B(NCP)(E L 2 E AT
/NRLEE - RERZIELUE R BRI -

ARWTE S PR IR AL 77 BlI$t 6 FEAHZe 28— (8 5) (8 HEC A P AT
SRR 13 For

7% 13 SEM RRE 2 FCil STl 45 )

FC 20 S e f e e BIHE—) B MR D) HAME
G S T P P A
Y2 0 164 AN
pE - .000%** TR
x 2 /df - 4.857 <3
RMSEA A77 082 <.06
W (E e
NFI 1.000 921 > .9
IF1 1.000 937 > 9
CFI 1.000 936 > 9
NNFI - 918 > 9
5 e 2 A
PNFI .000 720 > 5
PCFI .000 731 > 5
7 P A A R AT
AIC 28.000 928.480 AL/ NELT

ECVI .048 1.604 I/ INETAT




fichems o s s Hednr e g s AP FRaT 6l
% 13 SEM [RI SR 7 it i B 45 5. (48)
B 78 5 B Fia A SEIE (15 —) SETH KA (R ) HAE(E
MECVI .049 1.612 AL NELF
NCP .000 632.480 R/ INATAT

*%

p<.05 B **3& p<.01 JEHHZE ***FL p<.001 HR&EEE

(RS2 2 A f*“z%‘ 55 o T RHARERIE] ) R T TR ) R AR 14 FR
DB S IEE TS ) PR A (REUAIET - p [EEEMREEE KA > AR

WS EE Nl i e ?kﬁ%E%IEWFEE%

LR EHERERE ) RS A T (RO IETH o p (EERRERE KA > BIRER

OEELGH ST F A E LR E

"B HEREEE ) PR A T (REBURIETH - p (EERRERE KA > BIRER

TEE S B S A EE LR E -

o~ TSGR E - SRR PR R T (REURIETE > p MBS KA - AR
AL TEAREE LR -
T~ DO BIEERE ) PR AT REURIETE - p (HEMSERE KR - HIRE
OHEBRVH R TEA RS LR -
N~ TBEES B REER ) P — REATT GRBUREIE - p EEMREECE > FIRER
FeEZBHEIEMAREARPE -
A% 14 ATV EEES B HE TR FEEE AP Hird 20UEE
T
NELEEARTFE SEM a6 - (e 1 El Bk 6 2RI -
%% 14 SEM S fibia(
. . . EIF(IEA ) SEIE AR ] (50
[ ST H ST/ SR T
(G t{H p{H I t{H pfE
O 5455 1 198 7.670 000%** 233 8.156 000%*
I EZES A A 658 26733 .000%** 678  19.522 000%
B B4R 176 6.201 000%** 165  5.630 000
B E — BT 581 11329 .000*** 787  7.799 .000%**
LB ELL ) — ST T 604 13363 .000*** 535  6.719 000
TBeE 21— T -.107  -2.990 003**  -.157  -3.939 .000%**

*F p<.05 #FE **FEp<.01FF

WHE o p<.001 fREEE
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Ry 197 FLUT ARAE 57 B T BRI AT S i - AR B (R A2 B R
GIVNG
(D)EBZES A THSEIAMRN LR G R

(O ERELL BAH ST R 3 B (L R ERERE 2 LROR - DU B S B B B R S S (R
BH - FAEIRE RS 2 SCE R
LA TOERBLEY ) B TAHARERIE] ) JTiE T OEBAEY ) R T AHSRERIE ) SRRy AT
ST > Ho TLEEEALY | R T AHRRERE] ) AV EROR  EEREOKAE B OBy, K T4
GhePlE ) ZXERER - REABE/KEE | LS BIEGER S B 1L HEEEHZ %
s o M OEBEGORAESFEFERNE L B ERER 28R -
248 TOBHELLY ) B TAHARERE] ) 5 TOOEERAEY ) M T AHERERIE] , R ERIRARY AT
ST > B TLEEEALY | R T AHRRERE] ) AV EROR  EEREOKAE B OB ) K T4
%%WJZQEW%’ﬁﬁﬁ%%KE OEFEEHEETE SR T TR

s o OB RAESEEFERNE T W ERER B8R -
3AE TERES T, B riﬂﬁ‘é&%{lﬂJ JiHl - T ESES R ) M T AHERERIE] B R ERRARY AT
ST Horp DSBS ) VSRR > REREE /KA - B THMEEE ) B ERCREL T 54
it K TAREREEE ) IR AR BRI KR e BRI E SRR L AR E S
HEEEMZ 2 EBMES K2 - HEEEERAT SRR 2 B -
(E)EgaiR T EERE 5 B THS I &M

OERFLLTRIH AR F S R E R S B B A MBS L2 BB EEEERE
HIFEEREARTE -
(M) AWTZELL SEM iU I8 2 E 55 B TA O BEBELY ~ (5485575 - LR (TR
B NFAEZGH DB ~ IF&E57 95 ~ AR R B W (L R S B K S B B IR 1]
w B BB B EEERMEERREE -

— - EEEH
(M EEEEFEFEATRET] > SEENHE > feE S (LR
AHFE4E R ER L O BRBLIRYER T RE A R & S AL ARV R > RIS A n] AR A
&ﬁﬁ%mégﬁ ZES B THRHEERAZRARR - NIt OREZEER T 2L
PR T i B THISAE AR TS0 Bl B AR 2 A B - 2R RE B M S AR (LAY AEA I
Z I B BB AR ENS - IS | B THEIEE R EETRER EE THIG -
(D) B THHRER 254 - B2 R ER &G T 18
BEUCEBEN SEEESHRCE - HIRSHERREERRSGWE - (158 TRz
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T EOR B THeft Bt B BEEESIE A T2 IR% - B et ] LIEIr A
TH«EE BT BR 2 RS - TR0 R P4k DITPrmiE 2 | E@EREE - A SRR R
DR - BOERAL O EE RV E E A TR E R R EE > B FEEE S
IR ©
(S EEEER(C A THHAREL R - A RdET S R

AT FEZ R 5318 SEM s3froh o] DS AIAHEREE RIS i (B R R A IR A2 2 NIEE
B R HE R (SR (BB B TR0 PR E 5 BRIV g A G B DR R
PREVES I - e REsR RS BB SRRV E B E SRR B2 - A & THY R ERE A R
EETT - & B TR E MR EERR - 4Gk O AESH —(0 T FHEERRH R
17 o

= WIEIRBIEARRA SR
(MIIANEMEGSGE > EEIEEMEA

et E R P ER AR T REER  RINARERITEITE - RIENT7E B AA
EZRARY TR R I IILABR VB MR 30% - B (Rt L 22 55 - #ErT 5
EHHERE DGR > BT RE R E S E - SR - SRR E N T
()PEIIERAE - /DI TeaE R 2 B

et e AR EA PR - BB BRSNS - S A& s 568 (nAHE
R LA LR B (8 Y S 2 TR A DA IO A R - (R FE R E R S8 -
HAP AR 2 AR Roatlis A& > ARrENMER 60 NNILRENTFERE 2 GRS H#ry
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