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Abstract : Despite a large number of studies linking emotional labor and its detrimental impact for laborer, research on how
emotional  labor would influence the receiver is  still  in  its  infancy.  Especially  under the call  for  “people management”,
supervisors inside the organization are more inclined to display happy mood to support their employees, thus endorsing
emotional  labor.  The present study focuses on the employees in the service industry as emotional  labor recipients and
investigates how they respond to their supervisors’ emotional display, given their sensitivity to emotional cues. Targeted at a
sample of 250 survey data from a wide range of customer service professions, this ongoing study examines how perceived
supervisory emotional labor would moderate the relationship between employees surface acting and their well-being. Our
major hypotheses are that employees’ surface acting predicts well-being level, and that perceived supervisory emotional labor
to moderate the surface acting—outcome links. Preliminary findings have provided some support to the hypothesized model.
Specifically, supervisors who are perceived to be high in surface acting are also regarded as fake and pseudo, hence the
enhancing the detrimental effect of employees’ surface acting is attenuated, resulting in lower job satisfaction, higher physical
stress and burnout; whereas perceived high supervisor’s deep acting, as associated with genuine and authenticity, buffers the
negative impact and leads to higher job satisfaction, lower physical stress and burnout. This study first confirms the negative
impacts of the surface acting on well-being for service industry employees as laborer and then extends the emotional labor
studies by considering them as recipients of supervisory emotional labor. The findings provide insights for leaders by pointing
out the importance of authentic emotional expression in workplace.
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