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The Connotation of Emotional Labor
LIAO Huahua'? YAN Aimin'

(1. Central South University, Changsha, China; 2. Changsha University, Changsha, China)

Abstract: The concept of emotional labor originated from sociological research in the early 1980s.
Since then three decades have passed, research related to the topic has revealed a great bundle of im-
portant findings and the connotation of emotional labor has been evolving. Through extensive litera-
ture review, this study illustrated and compared three different perspectives of emotional labor defini-
tions, intending to figure out the theoretical development sequence of display rule, surface acting and
deep acting. Further, the distinction and connection between emotional labor and emotional regulation
and emotional intelligence as well was investigated. Finally, the future research directions were dis-
cussed.

Key words: emotional labor; surface acting; deep acting; display rule

; 1
. HOCHSCHILD" “ ”
N o 3 o
s 1.1
o 30 , HOCHSCHILD" “
. HOCHSCHILD
( b b
)’ s “ ”» R
, , . HOCHSCHILD™
: 2014-09-12
(71372062) ; (10YJCXLX027)

« 306 -



ASHFORTH ™

HOCHSCHILD
, ASHFORTH
ASHFORTH ™
1.3

« MORRIS “ ,

173

s
’
o
3 ,
’ o
’
° ’

2.1

HOCHSCHILD™

[2]
3 :D .
;@
;® ’
. [4]
2.2 .
o , GRANT™ , ”
[6] s
. GRANDEY™ .

2.3 N

9]

~

N ol GROTH
[6]

« 307 -



2

,HULSHEGER

[11]

[12
e,
b
b
°
b
b
nsl
’
2
°

7]

[18]

[1]

12 2 2015
[15
. @
(1]
3
=>100)
[17]

[s]



’
’ ’
2
’
°
[16]
’ o
[19]
° ’
o ,GOSSERAND '*
° ’ s
’ 3
s 3
[20] ,
H ’
o
[21
o 3.4
’ ’
’ o
. . :D
23
” o ’ N ]
’
°© ’
’ 3 ’
24]
N ’
’
9% .
[19] .
° H N
3.3
)
’ ’ o
2 ~
o o
? s
N ’
[25]
° o
~
’ ’
[21]
° ’ ’
’ ’
[19]
° o
’ ’
> o
’ ’
° . o
’
~ ’ ~ ~ ’
22] .
° ’
i ’
~ °

+ 309



12 2 2015 2

310

[26]

[29]

[30]

o

(1)

GLOMB
15

[31]
s

,GIARDINI  ©¥

2 o
b
[33]
°
b
2
o b
b
°
2
b
b b
°
2
b

’ ’
’
’
o ’
’
D)
o s
1
° ’
’



[5]

(2)

(3)

[36]

[1] HOCHSCHILD A R. The Managed Heart: Com-
mercialization of Human Feelingl M |. Berkeley: Uni-
versity of California Press, 1983

[2] ASHFORTH B E, HUMPHREY R H. Emotional
Labor in Service Roles: The Influence of Identity[ J].
Academy of Management Review, 1993,18(1) ;88 ~
115

[3] MORRISJ A, FELDMAN D C. The Dimensions,
Antecedents and Consequences of Emotional Labor
[J]. Academy of Management Review, 1996,21(4)
986~1 010

[4] GRANDEY A A. Emotion Regulation in the Work-
place;: A New Way to Conceptualize Emotional Labor
[J1. Journal of Occupational Health Psychology.,
2000,5(1): 95~110

[5] GRANT A M. Rocking the Boat But Keeping It
Steady: The Role of Emotion Regulation in Employee
Voice[ J]. Academy of Management Journal, 2013,
56(6):1 703~1 723

[6] GROTH M, HENNIG-THURAU T, WALSH G.
Customer Reactions to Emotional Labor: The Roles
of Employee Acting Strategies and Customer Direc—
tion Accuracy[J]. Academy of Management Journal,
2009,52(5):958~974

[7] HULSHEGER U R, SCHEWE A F. On the Costs
and Benefits of Emotional Labor: A Meta-Analysis of
Three Decades of Research[J]. Journal of Occupa-
tional Health Psychology, 2011,16(3):361~389

[8] GRANDEY A A. When “The Show Must Go on”:
Surface and Deep Acting as Predictors of Emotional
Exhaustion and Service Delivery [ J ]. Academy of
Management Journal, 2003,46(1) :86~96

[9] . , ,

. LIl
, 2013,10(4) :545~551
[10] JUDGE T A, WOOLF E F, HURST C. Is Emo-
tional Labor More Difficult for Some than for Oth-
ers A Multilevel, Experience-Sampling Study[J].
Personnel Psychology, 2009,62(1):57~88
[11] KAMMEYER-MUELLER J D, RUBENSTEIN A
L, LONG D M, et al. A Meta- Analytic Structur-
al Model of Dispositional Affectivity and Emotional
Labor[J]. Personnel Psychology, 2013,66(1):47~
90
[12] NGUYEN H, GROTH M, JOHNSON A. When
the Going Gets Tough, the Tough Keep Working
Impact of Emotional Labor on Absenteeism [ ] ].

« 311 -



12 2 2015 2

Journal of Management, 2013: 39(4):1~29

[13] PUGH S D, GROTH M, HENNIG-THURAU T.
Willing and Able to Fake Emotions: A Closer Ex-
amination of the Link between Emotional Dissonance
and Employee Well-Being [ J]. Journal of Applied
Psychology, 2011, 96(2):377~390

[14] LILTUS J M. Recovery at Work: Understanding the
Restorative Side of “Depleting” Client Interactions
[J]. Academy of Management Review, 2012,
37(4):569~588

[15] , , . N

[yl ,

2012,9(10) :1464~1469

[16] WANG M,LIAO H, ZHAN Y. et al. Daily Cus-
tomer Mistreatment and Employee Sabotage Against
Customers: Examining Emotion and Resource Per-
spectives [ J ].  Academy of Management Journal,
2011,54(2) :312~334

[17] GLOMB T M., KAMMEYER-MUELLER ] D,
ROTUNDO M. Emotional Labor Demands and
Compensating Wage Differentials[ J]. Journal of Ap-
plied Psychology, 2004,89(4):700~714

[18] BHAVE D P, GLOMB T M. The Role of Occupa-
tional Emotional Labor Requirements on the Surface
Acting-Job Satisfaction Relationship[J]. Journal of
Management, 2013,39(8):1~24

[19] DIEFENDORFF J M, ERICKSON R J, GRANDEY
A A, et al. Emotional Display Rules as Work Unit
Norms: A Multilevel Analysis of Emotional Labor
among Nurses[ J]. Journal of Occupational Health
Psychology, 2011,16(2):170~186

[20] WILK S L, MOYNIHAN L M. Display Rule “Reg-
ulators”: The Relationship between Supervisors and
Worker Emotional Exhaustion[]]. Journal of Ap-
plied Psychology, 2005,90(5):917~927

[21] DIEFENDORFF J M, GREGURAS G J. Contextu-
alizing Emotional Display Rules: Examining the
Roles of Targets and Discrete Emotions in Shaping
Display Rule Perceptions[J]. Journal of Manage-
ment, 2009,35(4) .880~898

[22] GOSSERAND R H, DIEFENDORFF J M. Emo-
tional Display Rules and Emotional Labor: The
Moderating Role of Commitment[]J]. Journal of Ap-
plied Psychology, 2005,90(6):1 256~1 264

[23] GRANDEY A A, DIAMOND ] A. Interactions
with the Public; Bridging Job Design and Emotional
Labor Perspectives [ J]. Journal of Organizational
Behavior, 2010,31(2/3):338~350

[24] ELFENBEIN H A. The Many Faces of Emotional
Contagion; An Affective Process Theory of Affective

- 312 -

Linkage [ J ]. Organizational Psychology Review,
2014,4(4) . 326~362

[25] HACKMAN J R, OLDHAM G R. Work Redesign
[M]. Reading: Addison-Wesley,1980

[26] GROSS ] J.
[M]//PERVIN L A, JOHN O P. Handbook of
Personality: Theory and Research. New York: Guil-
ford Press, 1999:178~180

[27] FRIJDA N H. The Emotions [ M |. Cambridge:
Cambridge University Press, 1998: 95~96

[28] COTE S. A Social Interaction Model of the Effects

Emotion and Emotion Regulation

of Emotion Regulation on Work Strain[J]. Academy
of Management Review, 2005,30(3):509~530

[297] SALOVEY P, MAYER ] D. Emotional Intelligence
[J]. Imagination, Cognition and Personality, 1990,
9(3):185~211

[30] OPENGART R. Emotional Intelligence and Emo-
tion Work: Examining Constructs from an Interdis-
ciplinary Framework[ J]. Human Resource Develop-
ment Review, 2005,4(1):49~62

[31] WONG C S, LAW K S. The Effects of Leader and
Follower Emotional Intelligence on Performance and
Attitude; An Exploratory Study [ J]. Leadership
Quarterly, 2002,13(3):243~274

[32] GIARDINI A, FRESE M. Reducing the Negative
Effects of Emotion Work in Service Occupations:
Emotional Competence as a Psychological Resource
[J]. Journal of Occupational Health Psychology,
2006,11(1):63~75

[33] COTE S, DECELLES K A, MCCARTHY ] M, et
al. The Jekyll and Hyde of Emotional Intelligence:
Emotion-Regulation Knowledge Facilitates both
Prosocial and Interpersonally Deviant Behavior[]].
Psychological Science, 2011,22(8):1 073~1 080

[34] GOFFMAN E. Interaction Ritual: Essays in Face-
to-Face Behaviour[ M]. Chicago: Aldine, 1967

[35] BOLTON S. Conceptual Confusions: Emotion Work
as Skilled Work [ M]. Basingstone; Palgrave Mac-
millan, 2004

[36] PAYNE J. Emotional Labour and Skill: A Reap-
praisal[J]. Gender, Work and Organization, 2009,
16(3) :348~367

(1963“’) ’ ’
( 410083) N s B
. . E-mail: etrust@

263. net



