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To understand mechanisms that govern
the discretion excised by frontline employees,
the study developed and examined the model
that interlinked stressors, job control, social
support,  affective  commitment and
discretions. Data were provided by the
sample of salespersons. The results reveaed
that (1) all of stressors, task control, social
support and affective commitment did not
influence routine discretion but affected
creative and deviant discretion through
different path including direct, indirect and
interactive effects, (2) affective commitment
was a key intervening variable between
stressors, task control, social support and
discretions, (3) the interaction between task
control, social support and stressors indicated
both buffering and enhancing effects. Key
implications for theory and practice
regarding management of  discretion
exercised by front line employees were
discussed.
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