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Table 1 Measuring Items of Variables
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Table 2 Results for Confirmatory Factor Analysis
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Table 3 Mean, Standard Deviation and Correlation Coefficients of Variables
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Table 5 Test Results for the Moderated Mediation Effect
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Abstract: In recent years, as an emerging concept in the field of talent and organizational behavior, perceived overqualifica-
tion has been defined as that employees believe that their education level, working ability and working experience exceed the
basic requirements of their own jobs. Because of its good explanatory power to the increasingly severe phenomenon of high
consumption of talents, it has attracted more and more attention in theory and practice.

We begin by discussing the mediating role of harmonious work passion and the moderating role of perceived overqualific-
ation difference and conduct a multi-wave (three waves) and multi-source (employees and their corresponding supervisors) sur-
vey study from the perspective of social comparison theory in the service industry. Using time-lagged data from a sample of
420 employees and 80 of their corresponding supervisors from the Chinese service industry, we examine the effects and under-
lying mechanisms of perceived overqualification on proactive customer service performance. We use Amos 22.0 to examine
the discriminative validity among perceived overqualification, harmonious work passion, and proactive customer service per-
formance, and then use the hierarchical linear model to test the research hypotheses.

The results show that perceived overqualification has a significant negative effect on proactive customer service perform-
ance; harmonious work passion mediates the relationship between perceived overqualification and proactive customer service
performance; perceived overqualification difference positively moderates the relationship between perceived overqualification
and harmonious work passion; and perceived overqualification difference further moderates the indirect effects of perceived
overqualification on proactive customer service performance through harmonious work passion.

Based on the survey of frontline employees in China’s service industry, this research opens the “black box” of the influ-
ence of perceived overqualification on proactive customer service performance and finds the important boundary conditions of
the effects of perceived overqualification. These results enrich our understanding of enterprise management practice by provid-
ing the following insights: (D to achieve the best “person-job” fit, the enterprise should not only focus on academic qualifica-
tions or famous schools, but also seek suitable talent according to job needs; (2 the enterprise should also pay attention to the
construction of corporate culture and create a fair organizational atmosphere, so as to reduce the perceived overqualification
difference and promote employee-implementation of more proactive customer service performance, and ultimately improve en-
terprise performance.

Keywords: perceived overqualification; harmonious work passion; proactive customer service performance; social comparat-

ive theory

Received Date: May 8",2018  Accepted Date: October 10", 2021

Funded Project: Supported by the National Natural Science Foundation of China (72102135, 72102189), the Humanity and Social Science
Research of Ministry of Education of China (21YJC630015, 21YJA630020), the Sichuan Planned Project of Social Science and Philosophy
(SC21C068), the Guangdong Basic and Applied Basic Research Foundation (2019A1515011464), and the Guangdong Science and Techno-
logy Special Fund Project (2019ST002)

Biography: CHENG Bao, doctor in management, is an associate professor in the School of Business Administration at Southwestern Uni-
versity of Finance and Economics. His research interests include organizational behavior and human resource management. His representative
paper titled “Customer incivility and service sabotage in the hotel industry” was published in the International Journal of Contemporary
Hospitality Management (Issue 5, 2020). E-mail: chengbao@swufe.edu.cn

ZHOU Xing, doctor in management, is a professor in the School of Management at Xiamen University. Her research interests include business
management and international business. Her representative paper titled “Empowering supervision and service sabotage: a moderated medi-
ation model based on conservation of resources theory ” was published in the Tourism Management (Volume 64,2018). E-mail: xzhou@xmu.edu.cn
GUO Gongxing, doctor in management, is an associate professor in the School of Business at Shantou University. His research interests in-
clude marketing and hospitality management. His representative paper titled “Family-to-work spillover effects of family incivility on employ-
ee sabotage in the service industry” was published in the International Journal of Conflict Management (Issue 2, 2019). E-mail:

gxguo@stu.edu.cn O


mailto:chengbao@swufe.edu.cn
mailto:xzhou@xmu.edu.cn
mailto:gxguo@stu.edu.cn
mailto:chengbao@swufe.edu.cn
mailto:xzhou@xmu.edu.cn
mailto:gxguo@stu.edu.cn

	引言
	1 相关研究评述
	2 理论分析和研究假设
	2.1 资质过剩感知与顾客服务主动性行为
	2.2 和谐式工作激情的中介作用
	2.3 资质过剩感知差异的调节作用

	3 研究设计
	3.1 研究对象和数据采集过程
	3.2 测量工具

	4 数据分析和结果
	4.1 概念区分效度的验证性因子分析
	4.2 描述性统计分析
	4.3 假设检验
	4.3.1 主效应和中介效应检验
	4.3.2 资质过剩感知差异的调节作用
	4.3.3 被调节的中介效应检验


	5 结论
	5.1 理论贡献
	5.2 管理启示
	5.3 研究不足和展望


