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As part of the service industry, libraries commit to providing
high-quality public services. Therefore, the circulation librarians
should manage their emotions and maintain a pleasant manner when
accommodating readers’ needs. Such regulation of one’s emotions is

called “emotional labor.” Using questionnaires, this paper assesses the
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effects of circulation librarians’ backgrounds, including their gender,
age, marital status, seniority in the library, seniority in responsible
department, educational background, related professional training,
and supervisorship, on their emotional labor. This study expects that
university library directors or managers will endeavor to understand
the emotional labor of circulation librarians and to formulate related
strategies for emotional management, thus enhancing the overall quality

of the library service.

[ RAsEF Keywords ]

TBRES5H5 5 VmEE 8 5 KR EEEE

Emotional labor; Circulation librarian; University library

Ol

T

e #E ~ ERARRENH AN S - IR ERRE B ER
EFE > EFREAHNNRUEWRGE - FIEFEFE - DR HARREE
FER > R iR TFHESS - (i B TAF AR e S o2 AV RE R R B R A IR
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HBEEEE  HEREBRESEEWE  WAIEEMREE T BHESH

(emotional labor ) ( Ashforth & Humphrey, 1993; Hochschild, 1983; Morris
& Feldman, 1996 ) - 528 - B TIHRESS 75 E RH A8 aE S (B A ik B
BUEE - NI 5 R RA RN <2 A AR B RS T R A A 5T
EFEAY) (Dessler, 2000; Stanton, Etzel, & Walker, 1991 ) -

BHE L HFMRCERIRB A BETIEREEIER - T EEE
Rz A E RS AT A IRAVREE » AL RA T 2R GRS ERIE#E 55 155
Afmn [ EEIRZTT - B EEHE#EFE5 (emotional exhaustion )

( Martinez-Inigo, Totterdell, Alcover, & Holman, 2007; Niring, Briét, &
Brouwers, 2006 ) HiT {E{&= (job burnout) (Brotheridge & Grandey,
2002; Erickson & Ritter, 2001; Zammuner & Galli, 2005; Zapf, Seifert,
Schmutte, Mertini, & Holz, 2001 ) {5 » FiGEE & THE (MK - A H
BUEAR ~SRAD - IRBRRENMESREY - RiARZERESE (Harwell,
2008; Hochschild, 1983; Morris & Feldman, 1996 ) Ei T {E#&%% ( Duke,
Goodman, Treadway, & Breland, 2009; Grandey, 2000) - [iZ(53 %258
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BN GRS E E T TR 1% (Mann & Cowburn, 2005; Pugliesi,
1999) ~ T{EREE (Duke, et al.; Grandey; Johnson & Spector, 2007;
Pugliesi) ~ AEJi#EI (Chau, Dahling, Levy, & Diefendorff, 2009 ) J4Z%E
AE Tf#EF (Schaubroeck & Jones, 2000 ) ZREE% g E e B2 MHRE - B
S A] LA 2 B AR S - AT EIRE BT T RS -
MmEHE MBIk ¥ —8R - RIEEEERFORGLE » E5E—
AR BT E AR B E HBRIE AN OCEEMNERHERSZ » ERFEARNRE
FIRERE - DUERT S S BRI K - #EILHERr B BRI 2 K AR 5 78
2 BrlRE AL mIERE S5 LIFE - IR » Adelmann (1989)
fR#EHochschild (1983) ¥ 3E B HE 1T 73 FHAUH 5 B I B ZRE AR B
BRIEIN TSRS A LR iz T E M - Bl R EIRE TR
- O VAR B TERE S B AR D 2 TR (difficult patron)
a7 (problem patron) [Kf » BEFTEFEEFINYLSI I (BREN
2009 ; Bramson, 1981 5Ef/5% » 2002 ; Keating, 1984; Oxman, 2006 ) -
Heb o JHEEEERIR S P R B E AR AR AR 222 W 2 H 3 =K 57 BUE A HE
w0 ERIEENARSEERE  DIEEEH STRIL > #EY - B
BEHAHFES » SEEBEHIESE (BFEN > 2009 ; Blessinger,
2002; Chattoo, 2002; Shuman, 1989; Simmonds & Ingold, 2002; Smith,
1994 ) o [ I REE % RIFEE & (B e T EFOA R ~ EE RIEEE
FAITT Ry > WHATEE ~ BN ~ B AY)SE - SRt N R EETTINEEE - g
MAGEHRT R 55 [ HERER - W) - ITEamEsE - LLREER
TRIEMFEE BN > WEFEM T O - HARIRES B BARA KK
& (PBREMS > 2002 » 2009 ; Chelton, 2002; Ostler & Oon, 1989) - K »
TiHEE B B S IR E SRR R E - BEEGE A NEAKET -
RIBEFWIE  BELIEHE B CEEZISHEEANE KRR E
(Chen & Lin, 2009; Grandey, 2000) - {5l41Grandey{Eif5g R4 5155
il A RS2 A0 A LG 8 25 5 o i AU DU IR (5 4 25 75 B AF » A Cheung
EilTang (2009a) RSB E THEAE M2 AR MEE THREE
8 HIGHES BN HIRNBRMEE - LA » 22 MR TR IR G 17 B 4 A
WOEBERIEM (Grandey ) » HJR 5 R A & 0 15 48 1T 28 2B A 1S
(Johnson & Spector, 2007) - ffiifRMEHISL - FHEIRHZEH IR A S &2 K
FHEMF# (Chen & Lin; Cheung & Tang, 2009b) ~ #FARR DL 20 8L
(Cheung & Tang, 2009b) > DU T.{EEE (Chen & Lin) 5 o R[#HEE
AR > 28R BEAERGHER S H 2 M seBEERsE
BTENERRZR - R ~ Fi7 -~ BIRnE » BEEHES 5 TIEZ R
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o5 L BRRT o Z I AW ERIEE S KR EZEFE S - HE
RS EEL > DIHUEEE B R H R - SER R HEHE S 8
A AT SR ZR BB R 5555 LR Z B IE - JI B K B2 18 35 A PR YR A Ui
AR B 5755 LA A5 22 5 » S 177 3% R U)o L ok 17 e BELORS »
& DA TT B 5 B R R A S U A S

8 FREBNREREESEE

AW Feir A BB 55 B I HR SO - WS S BB S B RN
W SR R S IR 55 s <5 i B T R RRRR A T

—  IFRESEBIEE

Hochschild (1983, p. 7) EJcdett " EREH ) th—HEE  MRFHE

EFRy EBEEAER > DA RIS RATE R E R A E F
(the management of feeling to create a publicly observable facial and bodily
display ) - BEHI & TIEIR# B R HF B8 N BB ER - (1 =I5

R AR T - BlAI{EHochschild#t ¥§7Z £ 22 /2 5 (Pan
American World Airways) ZZilx A BHJFRAH - FH 22 MR A & RIHSE H
BN LB R - B RFRE DB ERZFHEREE R -
Hochschild (1983) Wi#2HILLT = BEDIRE 1B #855 5. #ilg © B - 15
SHARBE R AN Z B A R Bk © HX - s a AT
JEEREE AT R AR E R - g SRS 5T R E IR
BEE o (EHERE R LR B THYSRETRED -

B 25 55 < B R > SEEREEIZ AT - H 1 LlAshforthEd
Humphrey (1993) K MorrisEiFeldman (1996 ) Ffe s BBtz BH -
AshforthBdHumphrey# 8 8 THMERITT R - M ERIMETRAE 5B
HHEEEEEECE S FR > HESIMEBRRIAESR - JREIH &R

"EREERAA]  (display rule) - JRALTEEE TERETATE B T HE
=EF] o [Nt - AshforthBdHumphrey & 25 (%855 15 /) /2 MR IR RH Al B T 1 1%
ARH]  REEERIER © 55— » MorrisEiFeldman Il i A B 7 Bl
AREYIA > PR A& W IR TR R Ay T R RO i & [ 5 2k E AN (T SRR
o Rt - fEem B TR YIRS R (] - HORFE R 7 i A
AFHIRIEEIT B LR DAFEMEMHEE ZE T - RE > BT/

34



B © PUEEE BT SR RA{E 522 S H SRS B B T ot
——LIEE e o KB A Ry 1]

FEOEEE R > MDA ELEERERNLT] - 55 BERSTHR
ARE Ty LI H - L > MorrisEdFeldman g #1578 55 75 s B TAEA
FEEBAERRT - R T RIS R RIS R AT A A ) BB
EH] -

S BINEEF SRR (2003 > H41) ZERAMHBRP IS 145 1
WIE » BT UE RS 5 L BB R A TR AR A8 > HAY
FEHBTAERR > HOEIT R > mAE LA ORI H -
T RIRTHE R GRS R T EAELFhE A LB - R ITES
& SMERRETTT A LTI - SRR BRBEE B > AR ERE
B ER Ry TR AN TIFFRE - E8 \A R e A S [ 09 AL B B2l
Ry T RIF ERIEDRAVIERE - AREE N EE BT LTI, -

- IFREEBREERR

HAEGRIEZE A > Mt B TIEESBESNEEBHEZ
AR E B TIEMRECIMEER ~ TEME - A AZHEEEN
=~ B THEGEMABEEOFHETEEREEAN - K - BEERmRE
FHE I BIPRIRFY) ARY 5 IR E BT A E « Hp > Hochschid (1983) J%
Grandey (2000) {5 & TIEMHFEIIERIEE » KHIE#SH R T EE
A, (surface acting) fz " PEfEG#fivE , (deep acting) FFHEFEAY - FiE
I AN BB IMER BRI LUE NSRBI B R > B IFEE A
UOBRNTERREREBURAE T =0 (FIEAERE AP B A AN L—#K - 2R
Pugliesi (1999) AMKIBIEREZHEH RN - BHE 5 R LI TR R
(self-focused ) LUt ARy fEEL (other-focused ) mifEAEAY - HijE{HIE &
THBERIGHEEHEREE > 25 EEE TRER M &SRR
Rtz el -

LA > MorrisEdFeldman (1996 ) & #E 55 5 AMERITT B FE1E » A&
it 2 R A HYIRF I RS EEAN BB S5 5 N 5 28RS - RS 55
ViR R AE A - B TIERERSERVSRE | (frequency of emotional
display) ;2. " [ VEIEEHESARIAIFEE | (attentiveness to required
display rules) > WIEIEHFERHENRE DU BEERE 3. TEREE
IRATESE | (variety of emotions required to be expressed) ; DIK4. T§
##% 7= , (emotional dissonance) - JRE[E T ATEE B ELIMETE £
LU ZRAFERE © M > MorrisédFeldman (1997) JE—2 (L H
FerRHIREI Sy T AEISHER |  (frequency of interaction) ~ [ A BEjFFEIF

[, (duration of interaction) & "[&E#Z¥& 2 , (emotional dissonance )
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S ={EE - [MiBrotheridgefGrandey (2002) — AR IME TAF
ZORYIAE & > WARBRNR S w8 TIEIMER A PR ZRE(E A ATE
HYIE R RETEE - BB 0 R TAEFEEL (job-focused ) B & T HEEL
(employee-focused ) F%H - H A - TIEFEERHIIE RS B HFE G FER
PR~ RRREIRRR R M DURGHRR A R R M R B MR e R
B EE R MRS SRR T E > B0 A TERMAERS
TS RINAHE T B T 3R 0T 195 o R P g B B R g i

S - BIREERS (2003) RIEIERE #5752 A
o Ry B TE B L 15 8 95 15 P WA e T AR TE B 58 > AR Z e - 2
e - BRERThAREERT AN ZBTTE > R R GRS B A E R 8 AAE R A S
REFT 2077 - RBE > SMNEERT T R R R A B REFGE SR ~ Frailes]
SRR DUR G #E s SRR E ORE RS - REBR S RE S5 5 HERR > AT
BEERNBRS BT LML - BE L IMERTTRERELAER
TEraS5 B RIRT BB IE - THEITE R S5 B AU]N » AR R 15 76 55 15 1 T
B8 - AU EREEBESHNAS - fIa0 - NENE TEHEENE
ra AR ATREE ARG RS B IEZ - FEDIMEZ G RERX
frEErES B AN > QEER R ER - N 7EEE R HITEE 5515
LEEM > WEERZIRN A TEBRAT &L -

ZIb o BoEih (2003) EEEMESE LBz HERE  HE -
IHTSITHB T ERES B E0] - N ST 2 55— AR A SRIT AR
BABRMETEERESBEAERER - HDUELE T A H G
BRPETTERE - W DLRALIFE G AN EREIREITINE 4T (factor
analysis ) B SR BRI 17 /8 25 15 P W 70 Ry =l e > B T EEELAh A HY
HHERE ) ~ T REIEREWE ) DO TR E RS =05 o H o

TREHEA AR EEERE ) (R E LREHEEE A SR o AERE R
7% - FIEEEE R RFTEFER.0 ) T RSEIERTER ) A T Al
it TS EEE K "R AE  ROERAVERESSES T T e R R A R
HI¥E B TEsREE A 8haEied - RHE A | mey s - s - |
SRR AT 0T -

FRBLET A SCERAT A - RIRIE (2003) AT H A IS 825 B RS HZ
ARG EESBES - HRERIE T BRI 7eRE - 2t
Fep RN RE R EE I 2 I N BROTERE S LIEBE - i &
WHRARIE R omih 2 o G BB S B Z Rs 1. R Rt A R T (%
5 2. FEE NIEEER 3. mEE N mEEE =8 -
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s o YU ~ AR SR ~ IS LR - ST EIE B R A T -
— s ARFGEEATEHR

Aitgesesr B LHEE L BEMRE > BEEESREMEHE -
e B E e IMEBER - 1TEHER - (B BB B 35 AN ER SR I S R I
BT ERE SR 5 [ SR PRAT G f 55 155 FH B e RE ) B G B T BB T
FeCgk - RELIRRIEHESHCER - | - 50 B EE T
ZENE ~ B R S R AR LRS- ik > AEEMEHRE - DLELH
e i o KB F AR VLB AR BT ERESHRIE N - A SCAIEHH &
BRI ETIRET -

Ah5Es PG ERIIE & GETT o k2 BRI IS H = &
wHEETH  KIEARES T RN » NEZEAR G 2R
M - IHREERUBRET M AR "ITEFEEREREARE T
Fdll iz 148 Ffr /NS ELRL T, R ERRE B2 Iy (RS HUr B2l ) (B 68 Fy il &
W PLEREEEH S EEMR A B ARG E Z ERE o SRRTITAE
DR tE vl - AT IEH 2 141 P K B2 B % [ 2 8E A il A i B AR B RIE A
B REZEHAHEESHEENR - FrE4250 5200946 H MaEE
THHRAEI D EZ AR A B SR ERRIEELE - &S ESE(EHiE
AR B WINERIESE 2 R EFE] - £20094E9 H3H Ry 1k o FLEI 45394
7 RISEICRR92.7% » Hr B 13880 - BREEERF91.3% -
Z““HHEIA

AWFE AR E R " KEEEZETCEEEBHS RS
R FEAE BB o MG RIS E 0T 16 58 55 15 MH B S8k
MM - R E LRGSR > 2R REE (2003) ~ PSR

(2000) ~5EJHC (2005) DL ERME (2002) -~ MorrisEiFeldman
(1996 ) & A\ ZWt5eH A AR IR SREEImE - fEEES s E
TEAE27E > HpE & T REM A BEERE ) FEHREEETE
Bl TSRSE(E AN EAERE  BEHREE 108 ~ B T R E A\ &EEE &
HAHRAE 108 - A EIRIREEA ARGl [BES S ER  fHME5E B
HAERE > A fELikert AL B ESR LR Ak, ~ TIRAWEE, - T

(03
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FRANGL ) ~ TAREAIRL )~ TRERA SRR THILES ZIERE S o
AR FEZ AL AT B B RE (5L (73 (Cronbach’s o) #0.94 - i
BB S A T 2 (5 (REUTRE0.83 DL | BRAR G ER RIFZ(E
FE o feAh > AR ETUEEE B R - TR~ IBIER - 2R
HENEEER  BEETEFE - MMREEE - ELEEZERS
FEANTRER LR ERAEZ AT -

=~ S EE E PR

EWTZEEIE A - AR EE M E A EAAT KEEERE (]
SRR ) BELEC TR RS KL RN EMEE s
2 HAMIEA 2 EEAEEEE B - SR EFENSRFEEEE o MAEME
BIESH > BB LEHSHBCRERLTZ - FlANTE#E T (emotional
intelligence ) (Johnson & Spector, 2007 ) EHil{F&FZERFE ) (emotional
expressivity ) (Grandey, 2000) 5 » AFFEINMELE Al 8 A R A
FEREEEREVUEEE BB L8 o

B2 ~ RRROM

LRHEE A 2 K B2 B R T E AR B AV (E AN BAE R A E A H
RNFEHEBRE ZERHSH LRSS BT -

— s ReEsEAAEREN S

AWt FegEI i RS - ETEE R Z ANDMEHEIE ST - 18
PERI T - HE RS FUBEEE B T BMEETNL - (HRAE1T7.3% » &
PEAAE 3081 - 1579.4% - EFREFEE T - 20-245%88 SR 1407 > 53.6% -
25-295K EHLT507 0 519.3% » 30-345% & 5176 > H19.6% > 35-395%
6877 > 517.5% > 40-445% & L4917 » (512.6% > 45-495% E 514607 > 5
11.9% » 5055 LA EF IS4 » (513.9% - SRR > EFEE
20617 » 553.1% > RISEEEIL173(7 > 544.6% - LIEFESHT > AR
ELEAIR SRR B EF24507 0 (563.1% > HARRELEFEEEIT
725.0% » HRIEBEEIL29M - (57.5% » W) sE P EEESM - 5
2.1% > M EREEEAL - 51.0% - MEESEHNEEERNS @ H
& EEE B P E E SRR R E 2354 0 560.6% - JEEIEE
AVFHBARL R ESEZ AT 14307 » 536.9% 5351 - [EFE TIEFELLSF
AN ZiiEeE B 312647 > 532.5% » 6-10-EH92(7 » 523.7% > 11-15
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K1 REBEEBEAESFEHR

wawE Lt e
PER fel A AR

5 67 17.3 EEFHRR R 235 60.6
o8 308 79.4 = 3%

i 3 s %ﬁ»*agﬁﬂ% 143 36.9
e ERE 10 25
20-245% 14 3.6 [EIEEELIEEE

25-295% 75 19.3 SEDIT 126 325
30-345% 76 19.6 6-104F 92 23.7
35-395% 68 17.5 11-154 67 17.3
40-4475% 49 12.6 16-204F 55 14.2
45-4955% 46 11.9 214D 1 38 9.8
50 LA 54 13.9 SERE 10 2.6
EE 6 1.5 EMEkssaEE

BSHRIR L SELIT 249 64.2
(] 206 53.1 6-104F. 77 19.8
FR] 173 44.6 11-154 26 6.7
JEIRE 9 23 16-204F 20 5.2
R 214D E 4 1.0
FIEGE 8 2.1 SEIRE 12 3.1
=R 29 75 WE(TEEWS
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= 97 25.0 N 296 76.3
5 4 1.0 SHIRE 9 23
SEIRE 5 13 Hazt 388 100
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A4) SEAMEEAEREETR (2RED (EBISESHLSH
T TR B AR 2 Likert LB B 5 119402 VA9 S (E
MRS B2 AN | X)) -
MR E A RESHL B Y
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|. Introduction

Library business is considered to be a service industry because of its
commitment to quality service. To maintain or improve service quality,
librarians have to conceal their emotions in most situations. In this way, they
would look amiable to patrons. However, some circulation librarians may
experience emotional dissonance when displaying expected emotions and
hiding the true ones, In other words, they would regulate their emotional
display in an attempt to meet organizationally-based expectations specific to
their roles. This is the so called “emotional labor.” For circulation librarians,
who play a critical part at the front-line in every library, it takes a lot of
emotional effort to serve patrons properly.

Some studies show that there are multiple background factors
contributing to emotional labor in a workplace (Chen & Lin, 2009; Grandey,
2000). However, most current studies focus primarily on those impacts
brought about by emotional labor while tending to somewhat overlook the
role that characteristic individual demographic differences may play in
diversifying and generating emotional labor for librarians. In other words,
few of the studies address emotional labor from a perspective of personal
background, such as gender, age, marital status, seniority, etc. Therefore,
this paper, using questionnaires, assesses the effects of circulation librarians’
backgrounds, including their gender, age, marital status, seniority in the
library, departmental seniority, educational background, related professional
training, and supervisorship status, on their emotional labor. This study expects
that university library directors or managers will endeavor to understand the

57



Journal of Library and Information Science Research 6:1 (December 2011)

emotional labor of circulation librarians and to formulate optimal strategies for
emotional management, thus enhancing the overall quality of library service to
stakeholder constituencies.

[I. Methodology

In this study, questionnaire method was used and an emotional labor scale
was implemented by the researcher. Scale reliability analysis indicated both
high internal consistency and reliability with an overall Cronbach’s o index
of 0.94 and individual construct performance above the average Cronbach’s
a of 0.83. This questionnaire contained a taxonomy of personal background
biodata, including: librarians’ gender, age, marital status, library seniority,
circulation department seniority, educational background, related professional
training, and supervisorship status.

Initially 425 copies of the questionnaire were mailed to circulation
librarians in 141 university libraries during late June to mid July, 2009. By
early September, 394 replies were received, and 388 were deemed effective,

for an return rate of 92.7%; and a valid return rate of 91.3%.

[ll. Findings

Research findings revealed that age, library seniority, circulation
department seniority, marital status, and supervisorship experience, all
exercised significant influences on circulation librarians’ emtional labor. In this
section, significant results will be described in detail.

1. Gender

Analysis of the results showed that gender did not generate significant
differences in the performance of circulation librarians’ emotional labor (p =
.71). Neither did gender yield significant impacts on three other constructs:
“dealing with others’ negative emotions (p = .15),” “displaying positive
personal emotions (p = .44)” and “dealing with negative personal emotions (p
=.44)”
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2. Age

Circulation librarians’ perceptions towards emotional labor differed
significantly in terms of their age (p < .001). Scheffé post hoc test was
conducted to further comparison among age groups. The test showed that
librarians falling into the age group of 25-29 and 30-34 performed significantly
less emotional labor than those in the age group of 45-49 (p < .05, p = .001);
moreover, circulation librarians in the age group of 30-34 also performed less

emotional labor than those who were over 50 (p <.05).

3. Marital Status

Married librarians’ perception towards emotional labor was significantly
greater than among the unmarried (p = .002). Furthermore, married librarians
also had significantly greater performance scores in “dealing with others’
negative emotions (p = .001),” “displaying positive personal emotions (p <
.001)” and “dealing with negative personal emotions (p =.049).”

4. Educational Background

Educational background did not appear to involve any significant
differences among emotional labor for circulation librarians (p = .11); however,
it did resolve into differences among librarians with different educational
backgrounds in relation to the construct regarding “displaying positive
personal emotions (p <.01).”

Results of the Scheffé test revealed that librarians holding a Master’s
degree or a Ph.D. performed significantly more emotional labor than those
holding just a Bachelor’s degree in terms of “displaying positive personal
emotions (p < .05);” while in relation to the other two constructs of “dealing
with others’ negative emotions (p = .15)” and “dealing with negative personal
emotions (p =.78),” educational backgrounds showed insignificant differences

in this aspect.

5. LIS-Related Professional Background

Whether circulation librarians had received Library and Information
Science professional training or not did not significantly affect librarians’
emotional labor performance (p = .47). Neither did such training appear to

have significant impacts on “dealing with others’ negative emotions (p = .77),”
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“displaying positive personal emotions (p = .17)” and “dealing with negative

personal emotions (p =.76).”

6. Library Seniority

However, in respect of their library working experiences, such
professional training and preparation did tend to generate significant
differences among circulation librarians (p < .001). Using Scheffé test for a
more elaborated analysis, the researcher found that circulation librarians with
less than five years seniority and those with 6-10 years seniority performed
significantly less emotional labor than those who had been working for 16-20
years in libraries (p < .05, p = .001). Likewise, circulation librarians with 6-10
years seniority did less emotional labor than those with 11-15 years seniority

( < .05).

7. Circulation Department Seniority

Seniority in the circulation department also had significant influences
on librarians’ emotional labor (p = .001). Results of Scheffé test showed that
circulation librarians with less than five years seniority and those with 6-10
years seniority performed significantly less emotional labor than those with
seniority of more than 16 years (p <.01, p <.05).

8. Supervisorship

In general, librarians who had supervisor experience displayed
significantly greater emotional labor than those who had not (p < .001).
Moreover, they performed significantly more emotional labor in “dealing with
others’ negative emotions (p < .001),” “displaying positive personal emotions
(» <.001)” and “dealing with negative personal emotions (p =.03)” than those
who had no supervision experience.

V. Summary and Suggestions

1. Summary

(1) Although gender difference made no significant differences on

emotional labor performance, female circulation librarians did
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embark on more efforts than male librarians to deal with negative
personal emotions. Conversely, male circulation librarians had a better
performance in dealing with others’ negative emotions and displaying
positive personal emotions.

(2) The average performance of general emotional labor declined among
the age group of 20-24 compared to those aged 30-34, arriving at
the lowest average point of 3.95; the average performance gradually
climbed to an apogee of 4.34 (in the 45-49 age bracket ) then went
down again to an average of 4.27.

(3) Overall, married circulation librarians perceived more emotional labor
than unmarried ones. As for librarians’ seniority in the circulation
department, whether in terms of general performance or construct
performance, perceptions of emotional labor increased from among
circulation librarians with less than five years seniority as compared to
those with more than 16 years seniority.

(4) Educational background and LIS professional training did not
generate significant differences on circulation librarians’ emotional
labor in general. The only difference was among librarians who held
a Master’s degree or a Ph.D. and those with a Bachelor’s degree, as
the former two displayed greater positive personal emotions than the
latter.

(5) The analysis results for library seniority corresponded with those
of age. That is, circulation librarians’ perception towards emotional
labor achieved the lowest average of 3.98 (among those with 6-10
years seniority), and increasingly climbed up to 4.30 (at 16-20 years
seniority) then slightly receded to 4.16 (among those with over 20
years seniority).

(6) Circulation librarians who had supervisorial experience performed
greater emotional labor than those who had not.

2. Suggestions
(1) Organizational Aspects for University Libraries

A. Managers of university libraries would appear to be well-advised to

closely observe the daily practices of their circulation librarians; meanwhile,
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they should support circulation librarians with timely on-the-job training,
such as periodically holding emotional management sessions, interpersonal
communication and stress regulation courses for enhancing communication
skills and empowering circulation librarians with a better psychological well-
being and commitment to faithfully discharging the duties of administrative
neutrality in serving all patrons equally.

B. University libraries should have specific guidelines for expected
emotional displays corresponding to circulation librarians’ roles and duties or
establish ideal “emotional scripts,” with practical rules of thumb, for working
with emotional labor and other related issues; In addition, administrators
should compile these experiences and guidelines for later use.

(2) Curricular Demands for Library and Information Science Department
Offerings

A. For LIS-related departments, emotional management and interpersonal
communication-related subjects should be well considered and included as
part of the formal curriculum. Additionally, circulation librarians’ practical
experiences should be introduced into the classroom, so that LIS students in
formation will have the chance to see the big picture of what they are learning
and be able to compare theory and praxis.

B. To provide circulation librarians with a platform to share experiences
and exchange information, LIS professional associations should periodically
arrange seminars and conferences on the issue of interpersonal communication

and emotion management.
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