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Based on the specific cultural context to add greater theoretical precision to emotional labor, we developed the Chinese version scale of emotional labor. For a comprehensive construct development and validation of the new scale, we carried out five studies. First, we used grounded theory methodologies, performed analysis of data from field observations of 15 frontline employees through insider's angle (Study 1) and in-depth interviews with 35 employees (Study 2), and preliminarily glimpsed the main content of emotional labor in China. Second, combined with existing literature and open-ended questionnaires with 110 employees (Study 3), we identified four dimensions labeled as surface acting, deep acting, expression of naturally felt emotions and emotion termination, and established the initial items. Third, Study 4 with 166 service workers from China was performed to demonstrate the validity, reliability, and acceptable psychometric properties of the scale and thus formed the formal scale. Finally, multi-wave data with 403 Chinese samples (Study 5) were collected for validating the formal scale. Future researchers can employ this validated scale to investigate emotional labor in Chinese service settings. We expect the emotional labor phenomena in the Chinese context can add valuable and novel insight into the stock of emotional labor knowledge in numerous geographical and cultural contexts.
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INTRODUCTION

The service sector with important economic importance and social significance has been one of the fastest-growing segments of the Chinese economy. In 2017, the added value of China's service industry has reached 42,703.2 billion Yuan, accounting for 51.6% of the country's GDP (Wang, 2018). Increased competition among service providers, along with overall growth in the service economy, has made delivering superior service become more demanding than ever before (Teng, 2019). Organizations are increasingly willing to depend on service providers' presentation of emotions to the customer in service interactions (Chi and Grandey, 2019). As a consequence, emotional labor, generally defined as the act of expressing organizationally desired emotions during service transactions, is a key component of the work performed by service workers worldwide (Ashforth and Humphrey, 1993; Chu and Murrmann, 2006). Research has shown that positive affective displays, namely “emotional labor” are positively associated with important customer outcomes, such as customer satisfaction, customer loyalty, and intention to return (Hennig-Thurau et al., 2006; Groth et al., 2009). However, those studies root almost in the western context (Grandey et al., 2005, 2019). More and more evidence has indicated that conceptions and associated practices of emotional labor have been found to vary widely across cultures, especially between the East and the West (represented by China and the USA) (Luo et al., 2019). For example, Allen et al. (2014) found that many of the relationships among emotional labor variables vary as a function of the cultural context using samples of U.S. and Chinese service workers. Consistent with this, Grandey et al. (2005, p. 902) have proposed that “cultural differences in work emotions are important to understand.”

Confucius admonished that the mechanic, who wishes to do his work well, must first sharpen his tools (Farh et al., 2006). Similarly, As Korman (1974, p. 194) has said “The point is not that adequate measurement is “nice.” It is necessary, crucial, etc. Without it we have nothing.” Unfortunately, the existing research, which almost is Chinese translations of Western measures, lacks consideration of the local context (Farh et al., 2006; Zhang and Zhu, 2008; Chen et al., 2012). The need for Chinese culture-based valid research instruments of emotional labor takes on even greater urgency. On the one hand, indiscriminate use of the Western emotional labor scale inevitably misses the unique aspects of Chinese emotional labor. On the other hand, the dearth of valid operationalizations has made research findings compromised. Additionally, researchers are calling for the development of instruments to measure emotional labor based on different historical and cultural backgrounds (Nixon et al., 2019). Against this backdrop, the purpose of the current investigation is to systematically develop and validate an emotional labor measure for organizational settings of China.

LITERATURE REVIEW

Emotional Labor

Emotional labor, first introduced by Hochschild (1983, p. 7), is defined as “the management of feelings to create a publicly observable facial and bodily display.” Hochschild's (1983) definition of emotional labor implicitly presumes that servicers more or less consciously attempt to manage emotion by engaging in surface acting (employees modify their displays without shaping inner feelings) or deep acting (employees modify internal feelings to be consistent with display rules). Earlier studies indicated that the concept of emotional labor was developed around three themes: internal states, external behavioral displays and internal processes (Hochschild, 1979, 1983; Glomb and Tews, 2004). Ashforth and Humphrey (1993) defined the act of displaying the appropriate emotion (i.e., conforming with a display rule) as emotional labor which both emphasized behavior and decoupled the experience of emotion from the expression of emotion. Meanwhile, they viewed genuine experience and expression of expected emotion (one spontaneously and genuinely experiences and expresses the expected emotion) as a third means of accomplishing emotional labor. Surface acting, deep acting, and genuine experience of emotions involve and emphasize the internal state of emotional harmony, emotional dissonance, or emotional deviance. Then, Glomb and Tews (2004) provided strong evidence for the existence of those three types of emotional labor. Importantly, Diefendorff et al. (2005) found that employees from a wide range of industries expressed genuine emotions in the service process. Expression of naturally felt emotions is probably the most common of the three strategies for emotional labor. Meanwhile, Jordan et al. (2008) also found that many employees were skilled at performing genuine emotional expression, which was the most effective form of emotional labor. Morris and Feldman (1996) suggested that emotional labor be best conceptualized in terms of four distinct dimensions: frequency of appropriate emotional display, attentiveness to required display rules, variety of emotions to be displayed, and emotional dissonance. This theoretical approach focuses on the external behavioral displays of employees (Brotheridge and Lee, 2003). Additionally, some scholars focus on the internal processes involved in creating an emotional display: typically self-regulation processes (Grandey, 2000; Brotheridge and Grandey, 2002). Overall, previous perspectives of emotional labor all have the same underlying theme: individuals can control their emotional expressions at work. Emotional labor, thus, is the process of regulating both feelings and expressions for the organizational goals.

Emotional Labor Across Cultures

Culture builds and prescribes situational scripts in interpersonal contexts in different ways (Choi H. et al., 2019). Cultural context shapes and influences the emotional expression of people from any culture and dictates what, how, when, and to whom people should express their emotional experiences (Ekman and Friesen, 1969; Allen et al., 2014; Yang et al., 2019). Researchers have studied that emotion regulation and display rules for experiencing emotions have significant differences across cultures (Eid and Diener, 2001; Masuda et al., 2008; Safdar et al., 2009). For instance, Grandey et al. (2005) showed that the way that emotional labor is enacted by service employees differed between the U.S. and France. Specifically, they found that the difference stems from an impulsive orientation of French culture and an institutional orientation of the U.S. culture. In Safdar et al.'s (2009) multinational study, they found a striking difference in emotional display rules among three cultural groups, namely Japan, Canada, and the United States. Allen et al. (2014) found that the emotional regulation strategies (i.e., surface and deep acting) are reported as being used more often in China than in the U.S. Luo et al. (2019) suggested that there should be observable cultural differences of emotional labor in individualistic and collectivistic cultures. In an impressive study using data from 3,570 six- to 15-year-olds from 13 Asian, European, Middle Eastern, and South American countries, Scherr et al. (2019) found that cultural indicators explained the amount of variance in children's expression of the basic emotions of anger, fear, sadness, and happiness. The scholars widely acknowledged that the main distinctions made between Eastern and Western cultures are that they differ in the levels of collectivism-individualism, power distance, and uncertainty avoidance (Hofstede, 1980; van Hemert et al., 2007; Uchida et al., 2008; Kitirattarkarn et al., 2019). Accordingly, differences in emotional labor across cultures can be mainly explained by those cultural factors.

Emotional Labor and Chinese Culture

Chinese culture, as representatives of a collectivistic culture, values groups rather than individuals, and promotes harmony within the group (Noon and Lewis, 1992; Chi et al., 2019). Emotions are seen as interactive experiences. As a result, emotional moderation and emotion control have priority and the Chinese would be less inclined to express powerful emotions (Safdar et al., 2009). In contrast, individualism embedded in western culture encourages outward displays of emotion, and individuals are more comfortable expressing their natural emotions (Lu and Guy, 2019). In addition, a high level of power distance context makes the Chinese identify the unequal distribution of power within society and encourages self-repression when interacting with people of higher status (Matsumoto, 2007). Generally speaking, servicers are prone to respect the identity of customers and thus they often compromise in conflicts with customers. Uncertainty Avoidance refers to the degree to which people feel threatened by the unknown or ambiguous situations and have developed beliefs, institutions, or rituals to avoid them (Hofstede, 1980). Chinese cultures inclined to this value orientation are associated with greater levels of anxiety and fear responses in unknown or ambiguous situations and result in programmed emotions or even no responses (Adair and Xiong, 2018; Liu and Luo, 2019). Overall, collectivism, high power distance, and high uncertainty avoidance relate directly to emotional expression and management with more emotional control, moderation, and suppression.

To enhance readability, this development process has been separated into four study phases, each addressing a different purpose. First, we gathered related information and examples of emotional labor through field observations of 15 frontline employees from an insider's angle (Study 1) and in-depth interview with 35 employees (Study 2). Second, we confirmed the local content, dimension, and preliminary items of emotional labor by open-ended questionnaires with 110 employees (Study 3) and existing literature. Third, we got the formal scale of Chinese version of emotional labor through survey with 166 service workers from China (Study 4). Fourth, we examined psychometric properties, convergent and discriminant and criterion-related validity of formal scale by multi-wave data with 403 Chinese samples (Study 5). In the following sections, we present the five studies in detail followed by a general discussion.

METHODS

We used grounded theory methodologies, which provided a systematic and rigorous set of procedures and techniques for collecting and analyzing data and allowing a comprehensive understanding of complex issues (Creswell et al., 2007).

STUDY 1 FIELD OBSERVATION

The researcher conducted a one-month participant observation as a service employee in a three-star hotel. This real insider's angle and rich experience are critical in the qualitative study. This intimacy with the phenomenon of interest means that the reader can see the world through the researcher's eyes, which often captures the informants' experiences (Bansal and Corley, 2011). During the period, the content of observation was 2-fold: (i) the emotional changes, emotion expression, and emotional response to customer requirements of service employees in the process of service interaction; (ii) the frontline employees' emotional change and emotional recovery when the service ends. At the end of each day, the researcher collated, archived and analyzed the notes and auto-recording at the observation site.

Participants

Among 15 respondents, 2 were males and 13 were females; 5 were married and 10 were single; their ages ranged between 20 and 45 years old (average age = 28) and their education background ranged from junior high school to bachelor's degree. The respondents had 0.5–9 years of work experience. Work positions include service staff, cook, superior, and manager.

Content Analysis

We used the three-step procedure to analyze the data (Devitt, 2003). First, original materials were filtered and we got 124 valid units. Second, we grouped the 124 units into meaningful and interpretable categories, and a total of 36 subject terms were obtained. Through the content analysis, three semantic relationships existed in 36 subject terms, namely, equivalent relationship (different statements had the same meaning), correlational relationship (different sentences explained and elaborated on the same phenomenon or problem from different perspectives) and incompatible relationship (there was no intersection among contents contained in different subject terms). Specially, 36 subject terms were grouped into eight equivalent relationships, three correlational relationships, and four incompatible relationships. Finally, five subcategories were derived according to 36 subject terms and their relationship categories, namely, factors influencing service attitude, negative service, positive service, express true feelings, and ways to deal with emotions.

Discussion

We found that workloads, salary, customers' attitudes, leaders' attitudes and conflicts with customers, are the main factors influencing the service emotions. Employees are easily prone to induce negative emotions, such as fidgets, anxious, and angry due to the characteristics of heavy service intensity in the workplace. In the case, an unfriendly attitude of a customer is more likely to inflame conflicts while leaders' help is timely rain. Help from leaders determines employees' service emotions, attitudes, and strategy to a large extent. Also, the emotional management strategies mainly included expressing positive emotions, expressing negative emotions, self-regulating emotions, and expressing real emotions.

STUDY 2 IN-DEPTH INTERVIEWS

To further gather related information and examples of emotional labor in the Chinese context, interviews were carried out in a larger scope than Study 1.

Participants and Procedure

The samples mainly came from traditional service industries, such as hotels, hospitals, and retailers from China. A total of 35 participants were interviewed, including doctors and salesmen. In terms of age, 90% aged between 20 and 40 years old. The overall education was medium level, with 50% junior college level or below, 40% undergraduate level or above, and 10% others. Forty-five percent were male and 55% were female. Seventy percent of the samples were from frontline positions, and 30% were from management positions. Participants were provided with a written information sheet describing the study and informing them of their right to confidentiality, anonymity, and withdrawal from the study at any time. Data was collected using semi-structured, in-depth interviews. The researcher interviewed each participant face-to-face. The average interview length was 1 h. A contact summary sheet was completed to document all communication with participants. The interviewees were asked to respond to the following open-ended questions: What factors affect your service attitudes at work? What kinds of service approaches will be taken and why? In conflicts with customers, what approaches will be taken to resolve them and why? When the workload is heavy, what are your emotions and what kinds of service strategy will you adopt? During the interviews, comprehensive notes of interviews were recorded carefully.

Content Analysis

Similarly, interview materials were required to be simplified and we got 177 valid analysis units. Judges A and B compared all the units to determine similarities and differences and perform necessary merging or separation. One hundred seventy-one analysis units have grouped the units into 41 related subject terms with 10 pairs of correlational relationships, 7 pairs of equivalent relationships, and 9 pairs of incompatible relationships. Finally, we found the five subcategories in accord with the result of Study 1.

Discussion

Through content analysis of all the coded notes, we found that the amount of workload, salary, and conflicts with customers are primarily related to employees' service emotions, attitudes, and behaviors. When the workload was heavy, employees would not take customers seriously but save time to service other waiting customers. However, service workers may apologize to the customer and keep servicing according to the requirements of the customer when they have conflicts with customers. The results of the interview preliminarily suggest that Chinese emotional labor is related to emotional expression, management, and control and it is also affected by the amount of workload, salary, and conflicts with customers.

STUDY 3 OPEN-ENDED QUESTIONNAIRE

The objective of Study 3 was to further confirm the local contents and dimensions of emotional labor in the Chinese Context. Given that the data collection of Study 1 and Study 2 were concentrated in traditional service industries, Study 3 would collect a larger sample by open-ended questionnaires to expand the applicability of native emotional labor. The respondents were mainly front-line employees in the service industry, such as clothing guide, bank teller and driver. The questionnaires were distributed and collected in electronic and paper forms. The questions of the questionnaire were compiled based on the result of Study 1 and 2. Heavy workload and conflict with customers most induced the service employees to appear the emotional fluctuation and to adopt the corresponding emotional management approaches. Therefore, we set heavy workload and service conflicts as the working situation to explore the emotional expression, management, and control of servicers in two situations. The questions were presented as follows: When work is urgent and customers are numerous, what is your psychological state and how would you treat your customers? What is your psychological state when you have a disagreement/conflict with a customer and what would you do?

Participants and Procedure

One hundred thirty questionnaires were distributed and 110 were recovered. Among respondents, 46% were male, and 89% aged between 20 and 30. In terms of education, about 76% were junior college graduates, 15% were undergraduates and 9% were others. Front-line service employees accounted for 91% of the respondents. In terms of work tenure, the longest one was 25 years, and the shortest one was 1 year, with an average of 5.7 years. Industry distribution covered several industries such as banking and medical and health care.

Content Analysis

We obtained 1,332 initial statements by conceptualizing the data collected from the open-ended questionnaires. Then, 244 statements unrelated to emotional labor and 43 semantically ambiguous statements were deleted. The remaining 1,045 sentences were performed necessary merging or separation. We identified 211 primary subject terms and further got 22 subcategories. Of the subcategories, 12 subcategories (E1-E12) were associated with expression, control, or manipulation of emotions during service encounters and were thus believed to tap the emotional labor construct.

Dimensions of Emotional Labor
 Surface Acting

Service providers' inner thoughts might be contrary to external behaviors. They usually expressed temporary and surface emotions and seldom revealed their real feelings in the process of interactions with clients.

“When customers were many,” waitress A was waiting for the customer order. But customers were slow to order the menu. Thus, a trace of discontent and impatience crossed her face, and then she tried to conceal, kept a positive attitude, and smiled toward our customers although she was already anxious. Considering that the customer is god, she had to hide her true feelings.”

Our finding was consistent with previous research. For example, Ashforth and Humphrey (1993) believed that surface acting was the mismatch between an individual's inner feelings and the requirements of the organization. In this case, employees only changed the external body language and facial expression to meet the rules of the organization while they did not change their inner feelings. Related information of surface acting including its definition, subcategory, typical statement in interview and frequency are presented in Table 1.


Table 1. The summary of dimensions of emotional labor.
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Deep Acting

The second dimension of emotional labor is that service workers manipulate or change their inner state and actively express emotions and behaviors.

“I face difficulties positively during work. For example, when I have conflicts with customers, I would carefully explain to them, understand their needs and provide services based on their interests.”

When serving customers, service workers deliver real services to customers based on directly changing their inner feelings. Compared with surface acting, it has the advantage of sincerity. Similarly, prior literature has defined that deep acting is that service workers will spontaneously think deeply about their service role, change or enhance their inner feelings through their efforts, and finally express the emotions that conform to the rules of the organization regardless of their genuine feelings (Morris and Feldman, 1996; Diefendorff et al., 2005). Related information of deep acting including its definition, subcategory, typical statement in interview, and frequency are shown in Table 1.

Expression of Naturally Felt Emotions

The service workers do not need to consciously attempt to manage emotions (Grandey, 2000). It implies emotional labor allows one to spontaneously and genuinely experience and express true emotions. In other words, a service agent may naturally feel what he or she is expected to express without having to work up the emotions. Thus, the genuine expression of true emotion serves as a third means of accomplishing emotional labor. In correspondence with that, Humphrey et al. (2015) strongly pointed that researchers should start routinely including natural and genuine emotions in their studies of emotional labor. Moreover, convincing evidences have supported that the expression of naturally felt emotions is very important for highlighting the bright side of emotional labor (e.g., Diefendorff and Richard, 2003; Gabriel et al., 2015). Service providers naturally pass on positive emotions when they are engaged in chatting with customers merrily while they do not hide their negative feelings in case of disagreement with customers.

“No need to hide in front of customers, because when you do, customers could feel it. It's better to be yourself.”

The difference between genuine expression of emotion and surface acting is that this emotional expression strategy is not modified and processed, while surface acting is a kind of cover-up for the individual's inner true feelings. Deep acting is the result of the individual's efforts to adjust inner feelings. Related information of expression of naturally felt emotions including its definition, subcategory, typical statement in interview, and frequency are presented in Table 1.

Emotion Termination

Through sorting and analyzing sources, we also found that Chinese service workers would also display other kinds of accomplishing emotional labor which is different from the above three types of emotional expression strategy.

“When they encounter problems, most of them will explain to customers to get forgiveness. But when customers don't listen to their explanation, they will feel frustrated and treat customers in silence, such as quietly listening to customers' complaint or indifferent to customers.” “Some workers just let nature take its course when faced with problems and keep continuing to work in accordance with organizations' rules and regulations, regardless of customer comments, and requests.” “Some workers also choose to escape from problems, such as complete lack of emotional response to customers.”

The common characteristic of the above expression strategies is that there is no further inner emotional fluctuation and no emotional transmission to the outside. As the name implies, emotion termination refers to the idea that service workers take efforts to stop conveying their internal and external emotions, especially when it comes to conflicts with customers. Each conceptualization of emotional labor assumes that emotions are being managed at work to meet the display rules stated by the organization. Firstly, emotion termination needs great effort to finish because negative feelings are normal when coping with difficult customers. Secondly, although it is against the required displays of organizations, emotion termination seems to be a smart way for most service employees to achieve organizational goals, especially in complex and uncertain situations. The significant difference from surface acting is that surface acting conforms to the organization's expression rules. Surface acting is internally false, and represses inner feelings. In emotion termination, employees consciously modify their displays by no emotional displays and inner feelings. Related information of emotion termination including its definition, subcategory, typical statement in interview, and frequency are presented in Table 1.

Surface acting, deep acting, expression of naturally felt emotions and emotion termination do comprehensively cover all the ways one may manage emotions at work. In short, we suggest that the four proposed dimensions do completely define the emotion management of Chinese employees.

Data Secondary Coding

To ensure content validity and accuracy, two organizational behavior experts who are familiar with grounded theory worded the items of the open-ended questionnaires, compared the lists for similarities and differences, combined, revised, or deleted the items once again. After several rounds, both experts agreed on the dimensions proposed by the author.

Item Generation

In an attempt to represent comprehensively workplace experiences of emotional laborers and thus increase content validity, anecdotes, and descriptions were obtained from the general body of emotional labor literature and semi-structured interviews and open-ended questionnaires. First, Diefendorff et al. (2005) provided a three-dimensional structure including deep acting, surface acting, and the expression of naturally felt emotions, which was consistent with the three dimensions of Chinese emotional labor. Second, Diefendorff et al.'s (2005) scale was widely used worldwide with good reliability and validity (Judge et al., 2009). Specifically, many domestic scholars (including scholars in Taiwan) chose Diefendorff et al.'s (2005) scale to conduct empirical research on domestic employees' emotional labor, which proved the applicability of the scale in the Chinese context. Thus, translation and back-translation of Diefendorff et al.'s (2005) scale were conducted in order to finish the measure of surface acting, deep acting and genuine expression of emotion. In addition, we selected four items of each dimension from high to low according to their load coefficients in the original scale for following the principle of accurate measurement and convenient application. The items of these dimensions are listed in Table 2.


Table 2. All items of Chinese emotional labor.

[image: image]



The emotion termination is a distinct strategy for managing emotions at work and is included in emotional labor in the Chinese context. We selected five items with the highest frequency in the statistical results of the open-ended questionnaire survey. Detailed items of emotion termination are listed in Table 2.

STUDY 4 THE FORMAL SCALE

The above items of Chinese emotional labor were incorporated into a questionnaire for a pilot study. The purpose of this process was to confirm expectations regarding the psychometric properties of the new measure (Hinkin, 1995).

Participants and Procedure

We asked respondents to evaluate, using a seven-point Likert-type scale (“1” = “strongly disagree,” “7” = “strongly agree”). The pre-survey was conducted in five typical service organizations, including hotels, shopping malls, banks, telecom companies, and port logistics companies. The survey was mainly conducted on the front-line service personnel of the above enterprises (N = 166; 55% male; 71% = between the age of 20–30 years; 32.4% = bachelor's degrees or above; 80% = frontline employees). Churchill (1979) suggested that the purification of a measurement instrument should begin with the computation of the coefficient α. The coefficient α of each dimension can be seen in Table 3.


Table 3. Coefficient α and exploratory factor analysis results of the Chinese emotional labor.
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The Kaiser–Meyer–Olkin (KMO) measure and Bartlett's test of sphericity were used to ensure that the data had inherent sufficient correlations to perform exploratory factor analysis (EFA). The KMO index was 0.763, and Bartlett's test of sphericity was significant at a level of 0.00, which justified the use of EFA. An EFA was performed on the emotional labor items. The extraction method for EFA is principal component analysis on the premise of eigenvalue >1 and maximum variance skew rotation method. A total of four component factors were extracted, which explained 61.977% of the total variance. Table 3 shows items, EFA factor loadings, and percentage of variance explained.

Discussion

The value of the coefficient α ranged from 0.306 to 0.843 for the four dimensions and this implied that it was necessary to remove some items from each dimension to improve the α value. The standardized loadings of items A1, A3, A4, and B3 were <0.5, indicating that the convergence effect of item A1, A3, A4, and B3 are not good, while other items are acceptable. Item B3 and item B4 were the measurement questions of deep acting, but they were classified as other dimensions of emotional labor in EFA. The same problem appears in EFA for items D4 and D5. The two items are classified into two categories of factors, respectively. Given the above problems, we carried out a detailed analysis of the reasons and proposed solutions.

First, item B3 and item B4 belong to the translation version, and there are inevitable errors, misunderstandings, and incomprehension in the translation process. We hope to solve the problems with a second translation carefully. Second, items D4 and D5 are independently compiled in the Chinese context, and they perhaps overlap with other items of emotional labor rooted in western countries because of the essence of emotional labor. Based on the results of the preliminary survey, we further modified these items to measure the connotation of emotion termination more accurately and appropriately. According to the results of scale revision, the formal scale is in Table 4.


Table 4. The formal scale of Chinese emotional labor.
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STUDY 5 THE FORMAL SCALE VALIDATION

The main goal of Study 5 was to test the validity of the formal scale from psychometric properties, convergent and discriminant, and criterion-related validity. This provides additional validity for the construct measures developed in Study 4. Specific objectives were to (a) increase reliabilities of the Chinese emotional labor scale and (b) contribute to the evidence of construct validity by testing hypotheses regarding emotive labor, burnout, and job satisfaction.

Emotional Labor Outcomes

The bulk of the previous research on emotional labor has focused on the potential negative consequences of emotional labor for the psychological well-being of employees (Pugliesi, 1999; Yanchus et al., 2010; Yin et al., 2019). We consider the impact of the four dimensions of emotional labor on the psychological well-being most frequently investigated in emotional labor research, namely, burnout, and job satisfaction.

Burnout

Burnout is a severe psychological and physical response syndrome resulting from prolonged stress and frustration at work, which occurs frequently among individuals who are emotion labors (Maslach et al., 1986). It is a multidimensional concept with three components: emotional exhaustion, depersonalization, and reduced personal accomplishment (Maslach et al., 2001). Emotional exhaustion involves constant emotional overextension and being drained through contact with other people. With depersonalization, employees take a dehumanizing and impersonal view of others, treating them callously (Cheng and Yang, 2018). Reduced personal accomplishment refers to a loss of or a decline in feeling competent and successful at work.

Surface Acting and Burnout

In surface acting, one modifies the displays without shaping the inner feelings which could result in the depletion of personal resources (Trougakos et al., 2015). They experience emotional dissonance, or stress when expressions and feelings diverge (Hochschild, 1983). In addition, surface acting threatens the individual's sense of self (Pugh et al., 2011). Erickson and Wharton underscored that “attempts to control the emotions of workers reach into the very heart of an individual's sense of self” (Erickson and Wharton, 1997 p. 192). The inauthenticity of this surface-level process may result in feeling detached not only from one's true feelings but also from other people's feelings over time, suggesting a relationship with depersonalization. Feeling diminished personal accomplishment is also likely if the employee believes that the displays are not efficacious or are met with annoyance by customers. Thus, surface acting is expected to relate to all three dimensions of burnout. Chen et al. (2019) found that surface labor leads to more burnout.

H1: Surface acting will be positively related to emotional exhaustion and depersonalization, and negatively related to personal accomplishment.

Deep Acting and Burnout

Deep acting is the process of controlling internal thoughts and feelings to meet the mandated display rules. Deep acting minimizes emotional dissonance by bringing feelings in line with expressions. Thus, deep acting may have a weaker negative relationship with emotional exhaustion (Humphrey et al., 2015; Choi H.-M. et al., 2019). Hochschild (1983) argued that doing “emotion work” was a way of decreasing a state of emotional dissonance and may also result in a feeling of accomplishment if the performance is effective. Brotheridge and Lee (2003) found that deep acting had a positive correlation with a sense of personal accomplishment. Deep acting also involves treating the customer as someone deserving authentic expression. We expected deep acting to relate to lower depersonalization.

H2: Deep acting will be negatively related to emotional exhaustion and depersonalization, and positively related to personal accomplishment.

Expression of Naturally Felt Emotions and Burnout

Emotional labor allows one to spontaneously and genuinely experience and express the expected emotion. Spontaneous and genuine emotions do not need to be monitored and thus are without resource consuming (Humphrey et al., 2015). Expression of naturally felt emotions means absolute freedom which may facilitate self-expression. It enables the service workers to project “authentic self” into the service, that is, a sense of who one is, a sense of what one values and wants, and a sense of how one is connected to others. Real expression of feelings and emotions reflect one's identity which increases one's feeling of competence and achievement (Humphrey et al., 2015). Similarly, it seems likely that the personalization of role enactment afforded by expressive latitude would promote well-being, reduce emotional exhaustion, and depersonalization.

H3: Expression of naturally felt emotions will be negatively related to emotional exhaustion and depersonalization, and positively related to personal accomplishment.

Emotion Termination and Burnout

As a new dimension of emotional labor, emotion termination is first proposed in our research, and thus there is no related empirical research in literature revealing and supporting its relationship with burnout. Emotion termination implies service providers do not convey any feelings or emotions to their customers. As prior literature has argued, all acts of self-control are effortful, require inhibition, and draw on limited resources (Johnson et al., 2018). When conditions trigger expression's needs and impulses, individuals must expend resources to suppress and inhibit emotions. Engaging in emotion termination, therefore, leads to emotional exhaustion. Through the above observation and interview, we found that employees who adopt emotion termination are often in a helpless and overwhelming situation. In short, we believe that emotion termination is negatively related to depersonalization. In addition, the strategy of emotion termination makes service workers end the emotional interaction with the customer, which accompanies with unsatisfactory service outcomes. There was a significant gap between reality and expectation and service workers' sense of achievement was reduced in the workplace.

H4: Emotion termination will be positively related to emotional exhaustion and depersonalization, and negatively related to personal accomplishment.

Surface Acting and Job Satisfaction

Lawler (1973) suggested that it is the discrepancy between the employee's perceptions of conditions that should exist and those that do exist that determine job satisfaction. Employees who perform surface acting choose outward displays consistent with display rules but hide or mask felt emotions. Employees who repeatedly suppress their true emotions or fake them to follow the display rules suffer a continuing discrepancy between inner feelings and outward expressions (Grandey, 2000). This emotional discrepancy leads to emotional discomfort and job stress, which in turn causes job dissatisfaction (Zapf, 2002). Previous studies reveal that repeated contact with people expressing fake emotions could increase feelings of inauthenticity, stress, frustration, or conflict and can be an important element in an employee's dissatisfaction with the job (Hochschild, 1983). Bakker and Heuven (2006) found that when employees choose to feign emotion, it is more likely to trigger lowered job satisfaction. Zhang and Zhu's (2008) and Kinman et al.'s (2011) studies found that surface acting was negatively associated with job satisfaction. Thus, the following hypothesis is proposed:

H5: Surface acting will be negatively related to job satisfaction.

Deep Acting and Job Satisfaction

Employees who perform deep acting attempt to modify internal feelings about display rules or customer contact situations (Hochschild, 1983). When employees make an effort to feel the required emotions, they feel emotional congruence between true feelings and emotional displays, increasing their job satisfaction (Adelmann, 1995). Brotheridge and Grandey (2002) argued that deep acting could bring positive feedback from a customer which increases job satisfaction. Furthermore, deep acting that reduces uncertainty or helps to avoid embarrassing interpersonal situations actually may be associated with increased job satisfaction (Goffman, 1959; Ashforth and Humphrey, 1993; Wen et al., 2019). Yin (2012) and Zhang and Zhu (2008) supported a positive association between deep acting and job satisfaction.

H6: Deep acting will be positively related to job satisfaction.

Expression of Naturally Felt Emotions and Job Satisfaction

The expression of naturally felt emotion refers to spontaneously experiencing and displaying the felt emotion in the workplace. In other words, employees use their genuine emotions when they interact with their clients. Rutter and Fielding (1988), for instance, found that a perceived need to suppress genuinely felt emotion in the workplace is negatively associated with job satisfaction. Studies on Chinese human service professionals also found that the expression of naturally felt emotion at work was associated with a good quality of work-life (Cheung and Tang, 2009), job satisfaction, and low psychological distress (Cheung and Tang, 2010). Many scholars have reached the consensus of a positive association between the expression of naturally felt emotion and job satisfaction (e.g., Zhang and Zhu, 2008; Cheung et al., 2011).

H7: Expression of naturally felt emotions will be positively related to job satisfaction.

Emotion Termination and Job Satisfaction

Emotion termination is a strategy of accomplishing emotional labor under compulsion. “Customers do not understand me, and I cannot do anything about it” The phenomenon accounts for a large proportion of qualitative data. The employees who adopt the emotional termination strategy are in an embarrassing situation. Their feelings are suppressed and they try to stop feeling angry and resentful at an annoying passenger. Accordingly, they are not satisfied with their work spontaneously.

H8: Emotion termination will be negatively related to job satisfaction.

Participants and Procedure

The survey used the time-lagged design to ensure the constructs we concerned would be less influenced by common method bias. The data were collected at two-time points with a one-month interval. At Time-1, measures of the Chinese version of emotional labor and demographic information were completed by participants. At Time-2, the measure of burnout and job satisfaction was provided. Measures of burnout and job satisfaction were translated from English to Chinese, using the translation-back translation procedure (Brislin, 1980). Data were collected from three companies of various types (including bank, port office, and hospital) and geographic locations (China's northeast and north area). Of the 431 surveys distributed, 357 were returned for a response rate of 82.8%. Of the 403 valid respondents, 43% were women, 74% were under 30 years old. The average length of work tenure is 4.15 years. Forty-two percent have bachelor's degrees or above.

Measures
 Burnout

Maslach et al.'s (1986) measure of burnout was used in this study. This scale consists of 22 items assessing the three dimensions of burnout, including emotional exhaustion, depersonalization, and personal accomplishment. Participants rated each item using a 5-point Likert scale (5 = “Strongly Agree”; 1 = “Strongly Disagree”).

Job Satisfaction

Job satisfaction was assessed with three items adapted by Cammann et al. (1979). Individuals responded to each item on a 7-point Likert scale (7 = “Strongly Agree”; 1 = “Strongly Disagree”).

Results and Discussion

Cronbach's α again was used in the reliability analysis. The Cronbach's α of surface acting, deep acting, expression of naturally felt emotions and emotion termination were 0.714, 0.743, 0.846, 0.758, respectively. The scale reliability of burnout was 0.724. The scale reliability of job satisfaction was 0.731. All scales' reliabilities were good. CFA with maximum likelihood estimation in LISREL 8.3 was utilized to examine the four-factor structure of our scale items by conducting a series of CFAs. CFAs supported our hypothesized four-factor structure (χ2 = 85.74, df = 46, RMSEA = 0.061, GFI = 0.94, AGFI = 0.90, NNFI = 0.94, IFI = 0.96, CFI = 0.96, SRMR = 0.060). All items loaded onto the intended factor at a significant level (p < 0.001), with factor loadings ranging from 0.53 to 0.76. The emotional labor scale had a good model fit. Other alternative models were specified by combining constructs (Table 5). The results of the model comparison showed that the baseline four-factor model had a significantly better model fit than the alternative models. In summary, these results supported the original four-factor model.


Table 5. Comparison of measurement models.
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To establish discriminant validity, we examined the correlations among the four subscales. Surface acting correlates positively with deep acting (γ = 0.262, p < 0.05). Surface acting correlates negatively with expression of naturally felt emotions (γ = −0.189, p < 0.05). Although surface acting correlates positively with emotion termination (γ = 0.159, ns), their relationship was not significant. Deep acting correlates positively with expression of naturally felt emotions (γ = 0.158, p < 0.05) and emotion termination (γ = 0.189, p < 0.01). Expression of naturally felt emotions correlates positively with emotion termination (γ = 0.241, p < 0.01). The square root of the average variance extracted (AVE) for surface acting, deep acting, expression of naturally felt emotions, and emotion termination were 0.694, 0.705, 0.720, and 0.568, respectively. The square root of the average variance extracted (AVE) for every reflective component above 0.5 offers satisfying evidence of discriminant validity because they were larger than all the bivariate correlation coefficients among the components. Thus, it was concluded that all constructs possessed discriminant validity.

Criterion-Related Validity

We established the criterion-related validity of the emotional labor scale by demonstrating relationships with burnout and job satisfaction. Table 6 presents the descriptive statistics, reliabilities, and correlations for the studied variables. As predicted in H1, surface acting was positively related to emotional exhaustion (γ = 0.137, p < 0.01), depersonalization (γ = 0.031, ns), and personal accomplishment (γ = 0.119, ns). As predicted in H2, deep acting was negatively related to emotional exhaustion (γ = −0.098, ns), depersonalization (γ = −0.214, p < 0.01), and personal accomplishment (γ = −0.216, p < 0.01). As predicted in H3, expression of naturally felt emotions was negatively related to depersonalization (γ = −0.158, p < 0.01). As predicted in H4, emotion termination was positive related to emotional exhaustion (γ = 0.110, ns) and personal accomplishment (γ = 0.085, ns). As predicted in H5 and H8, surface acting and emotion termination were negatively related to job satisfaction (γ = −0.017, ns; γ = −0.332, p < 0.01). As predicted in H6 and H7, both deep acting and expression of naturally felt emotions were positively related to job satisfaction (γ = 0.266, p < 0.01; γ = 0.241, p < 0.01). Overall, most evidence supported the nomological network and criterion-related validity of the emotional labor scale.


Table 6. Means, standard deviations, and correlations of the study variables.
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Summary

The overall purpose of this study was to develop and examine the scale of Chinese emotional labor which designed to assess the emotional labor in the Chinese context. The development and validity process of Chinese emotional labor was presented in detail. Five studies were conducted to establish and confirm the scale's contents, dimensions, reliability, and validity. The first study was conducted to gather related information and examples of emotional labor in the Chinese context through an insider's identity. The results of the first study got 124 valid analysis units, 36 subject terms and 5 subcategories involving emotional labor. To further gather information for examining emotional labor and provide additional evidence for the results of Study 1, we conducted a second study with an in-depth interview from 35 service providers. One hundred seventy-seven valid analysis units, 41 subject terms and five subcategories in accord with the result of Study 1 were got. For further confirming the local contents, dimensions, and items of emotional labor in a larger sample range, Study 3 used the open-ended questionnaire which was compiled based on the research results in Study 1 and Study 2. The results found and identified four dimensions of emotional labor in the Chinese context, surface acting, deep acting, expression of naturally felt emotions and emotion termination. The main contents of emotional labor in the Chinese context were also introduced in detail. Accordingly, 16 preliminary items were produced on the basic of the previous literature of emotional labor and the findings of the open-ended questionnaires. To further examine the scale property, we conducted Study 4 with data collected from 166 service workers. Reliability analysis, convergent validity, discriminant validity, and EFAs were employed to examine the preliminary scale. The results led to a deletion of four items, rewording individual items and the unidimensionality of each subscale was confirmed for the remaining 12 items. Finally, we conducted the fifth study to confirm psychometric properties convergent and discriminant validity and criterion-related validity using confirmatory factor analysis (CFA) on data collected from 342 Chinese employees.

GENERAL DISCUSSION

In keeping with the tremendous expansion of the service economy in China, cross-cultural researchers have begun to devote increasing effort to the examination of the construct of emotional labor in the Chinese context, with a unique culture different from western culture. Our central contribution is developing the Chinese version of emotional labor designed to measure the emotional labor that Chinese employees present for their clients. Specifically, our findings support a four-dimensional view of the emotional labor construct in the Chinese context. Results indicate that surface acting, deep acting, expression of naturally felt emotions, and emotion termination are four related but separate dimensions of emotional labor. This unique conceptualization of the emotional labor construct, based on Chinese cultural perspective, not only proves helpful in accurately understanding the nature of Chinese emotional labor but also should provide insights regarding emotional labor in other cultural contexts.

In addition, our findings demonstrate that workload, salary, clients' attitude, leaders' attitude, and conflicts with clients are closely related to service performance and emotions in the service process. When service workers generate a buildup of negative emotions, they need to seek ways to vent their emotions, mainly including pouring out to or turning to their family, colleagues, and leaders, as well as self-regulation, going shopping or watching movies. Although the code of organization governing their interactions with clients requires service workers to have positive attitude to their customers, they also express negative service attitude and even ignore customers deliberately when they face an annoying customer or they are in an upset situation.

Finally, this research is the use of a combination of qualitative and quantitative methodology, which constitutes a methodological contribution. Our data offer some advantages that enrich our contributions. The use of qualitative methodologies is especially important because this method allows us to add richness and depth to the study of organizational phenomena unencumbered by what is in the literature. Many of the stories we heard and observed, from more good stories of positively servicing customers to more sensitive stories about ignoring customers, being disgusted with customers, and stopping service, may not have been revealed by informants without the time and effort we invested. In addition, by using quantitative methodologies, we evaluated and verified emotional labor scale's psychometric properties, convergent and discriminant validity and criterion-related validity.

Research Application

In a highly emotion-charged environment, employees' emotional expression is significant in determining customers' perception of service quality. Therefore, it is important for employers or managers to monitor the emotional labor performed by their employees. The Chinese version of the emotional labor scale presented here is a concise multiple-item scale, exhibiting good reliability and validity, which China's organizations can use to better understand the emotional labor that their employees perform and their clients perceive. The scale could be used on extensive populations in the service industry including workers who deal mostly with internal customers (e.g., managers) and professionals whose emotional displays are not directly supervised (e.g., doctors). The emotional labor rooted in Chinese culture is most valuable and accurate when it is used periodically to track Chinese workers' emotional labor performance, and when it is used in conjunction with an organization's performance assessment practices. Specifically, service organizations could learn a great deal about their employees' performance by measuring how they enact emotional labor and then determining what needs to be done to improve it. In addition, managers can use the scale as a selection tool to identify the “right” employees with strong potential to perform excellent emotional labor. The ability to identify a job candidate's tendency to use a particular type of acting skill to perform emotional labor can help the company to select employees who are genuinely willing to engage in the emotive effort. From a customer's perspective, the scale can provide additional information when it is used in conjunction with customers' feedback. This scale can assess how customers perceive the quality of interaction they have with servers, as well as the emotional presentation that the servers perform. Soliciting such information can help the hospitality organization to better identify the link between emotional labor and customer perceptions to pinpoint the importance of employees' emotional labor performance.

Limitations

Although this study makes important contributions to emotional labor scholarship, it is necessary to note some potential limitations. First, data were self-report, which could lead to common method variance (Podsakoff and Organ, 1986). Second, although the scale has been tested on multiple samples and achieved good reliability and validity, replication is necessary to further establish the validity of this emerging measure of emotional labor for Chinses service workers. Third, we only provide limited results regarding consequences in the emotional labor model. Future research should continue to explore other variables that may explain more of the variance in emotional labor and emotional labor's consequences.

Conclusion

To a greater or lesser extent, every job requires a certain degree of emotional labor. In fact, it would be difficult to identify any job that does not require the exercise of emotional labor. An important implication of the social nature of customer–employee interaction is that culture plays a predominant role in influencing how emotional labor is presented by employees to their customers. The concept of appropriate emotional labor in one culture is not always transferable to another. Surface acting, deep acting, expression of naturally felt emotions and emotion termination constitute the content of the Chinese version of emotional labor. Emotion termination as a dimension of emotional labor in Chinese culture was a unique emotional labor strategy used by Chinese service workers. The Chinese version of emotional labor has a variety of potential applications. It can be used by a wide range of China's organizations in assessing employees' emotional labor levels. It can also help in pinpointing areas requiring more managerial attention and action to improve the emotional labor Chinese employees perform. It is our hope that the availability of this instrument will stimulate much needed empirical emotional labor research based on the Chinese context in order to advance the development of Chinese management literature and global emotional labor knowledge.
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