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e BRI

O T2 AL 7= i BT AR 55 BT PR 2 2 A T R B JC TR 2 1 AR 55 BT, 7 dh BT &2
PASE 7 St A i X B R O BLFE DAERF S A 3] T8 2 060 i 5 7 BT AR IR IR 55 1 T
M ASHTREAEE AT 23 PR SR 45 5™ 5 GRT 1 B 9 AR PT RE DT ANE T IR BB fildn, AN )
TR T A A IS5 BB 5 0 X 2R 2 K B TR I S SR R G 3 ki
SERLAIBE ( Divisekera & Nguyen,2018) 48 H 52— 5 B R 21 R 38 2> A Rl BELAS R 556087 o #h T AR5
QTR — L% 0T AE S A Sl i R RIS TR TR oK k2L 7= A B AR 7 PR — 2R IR
55 B TR R 45 QT A B RT3 1 BRI AR5 R 0 5% 10 AR RE ) B0 AR AR AR R R
SRS BT EEE S S S A S B 1 ) 5 5t T (backstage employee ) |, 2 3k T — 2 i 55
TR BRI DR, T B — 25 DA — 2R R S5 R TR R AR R T IIR L [R 3R 23 5 mm R 55 B

126 95 3 T B AU FE R Z DN BRIV Z AR TP R O, 4 B TS 2R IR S AR IS 48 AR — B, T RER
FHERJZI I, R 53 TR AR AR ] UL A 28 84 3830 R 55 (0 N0 B O BT S B3 Ak s o ml RESR TN IR 2
AL, BB TS A 1 U0 AR AR 5 A0 B R O P JRRAZ T A 2 55 B RGBT TARZS R OB
Tl SR AR AN SGTRLSE | 1MT HLOC R B2 LR A5 U A SR e 43> 7% DU g R I 26 55 dh (e b1 T
FEITT AT XA, L% P A 2 G LS M L SR 1 2o R o R4 o A R 1 202 SR B T IS
(Geng et al.,2014) J T M S RIPEAN BRI K BUAE 25 55 3 28 i PR AP DP O s BELAS-PE PEAN B A TR 1 il
SRUHT Y LASR B TR — LR BT 45 57 S0k 55 BT A SE AL RTEK SR A (2014) PR BFSEAL
BT T8 26 55 sh 2 e iR 55 BT B T A AL, R 0 A X — S i R i SRR A R, IR 55 B3 T 1S 4 07
SRS HEAR 55 R AR M ATL AT AN W | AR SR A7 A 1 R AT T 4 LS JRAR

1 2 A Fh 1 2 5 DRURILC B 5 DAL 0 R 0 7 7 A 1 A s SR OIS T R IS5 BT T
VR R, i 15257 sl 22 B3 TR0 45 DT IRARAE , DRI m] RE S | K 15 2 e v , T EL 28 J2 0 TR TR T2 400 T X
15 2 08 B R 2 m RO 20 O W R B 2 s B Ak S B AR 2 SRy | TR W 68 B 0 AR 55
B, BN SS BIRA T A s B 2 VT R A G 2 R TR 1 e e R AR B A AR P i R AR
A B2 O RURT  BELAT B 28 20 AR, 1 4 s s e 26 55 shg i I 55 BB ol R v A T VR, LRGSR 2
P E R 2 90 0 A 155 2 0 3 X IR 55 BT B S R BIL A 2 A A R 22 5%, Rk Z A OCHISE

P BA 2 55 450 1 s 53 00 AT A 70 T A0 Ml 5 S, L % AT A 7 41 A3 S 4 R 22 Jly sy ol i R 55 114 3 [ Uk
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S AT 5% T LA 1o ) R B BRI R A i L2 5 S OB AR SCHAAT O, AT e -
FEIE L GORAE P B 02 TMRGEIRIFE . O A TR R SE 3R 20 3 51 45 il Z [BIAFAE IE [ C R IR 2
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FEHNE T B B S BRTENL T | 17 45 v VR A% B IR 2 A BT, X 03 TRz BRI R A Tk JF AL
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A, BRI R 20 2R e B0 I 55 FNHRARE BT IR 55 1) A 3001 B T e A B It 6 3R 9 3L e AR A 3ok o )37 [T 25
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“FXT 5 MR R FRILBR IR B BYIELE” s RIZ A 3 AN, R0 dn - TRk S FH R R 3
T B % FRIR NG L8 . FEAS SO 3R)Z I 5 R NI — B R BN 0. 7645 RIZ I 8 5 R 1 N — 2K
HEZRECH 0.762,

(2) AR 55 BT : 4E %5 A (Chen et al.,2009) " 2 il (4 e e H Rt _EobA7060T, A48 5 AR, (5110 4+ 3%
REAEAR OB T vk & R 557 o AEAR SCHR i I N — SR (5 BE R B0k 0. 866,

(3) TH2E W RSN (Wu et al.,2012) ™ Gl it 5 2, A58 5 AR {3185 G = e 114 T 1 fof A ol
A" FEASCP R R IR —BE(R B RECH 0. 852,

(4) ABAIR 2550 R %5 A (Ray et al., 2004 ) " 4l (4 1 32, 45 4 AN, {5150 4 6 Jo50 5 i 55y
1A & FF R TEE A AT A G AR o ZEA SO 1% R N — B F BE R A0k 0. 823,

Vq . Bedla s Brgh A

(—)EESHERRE

A SR TR A SPSS 22.0 Fil Mplus 7. 4 #EAT{F EERRUER S, RIZI00 RZH 0 IS4 w08 k55 B08
AT BA R 55 41 1) 5 B L 1 22880 ( Cronbach” s @) B 0. 762 ~0. 866 , AF 55 2K T 0. 7 YA HE3Z bR, &
WA SOt FH ) o 3R ELA B AR B o 6 XA R 30 7 T, AR SR MR A Ry 5 DR 70 5 TR 43 30l g 36
R RIZ P G IR S5 BRI BAMR 55 SUFE . AR 1 AT TESR FH S TR PR S5 B il 4% PR 48
R BRGS0 45 T v | SRR S 500 1O FA FE O T At 4 AR AR , R SRR B AP X 3% . It
AN ANFE 2 TR AR SCAMT T 4578 R -2 5 254U (average variance extracted , AVE) 141515 & ( compos-
ite reliability, CR) , 254 /R, 3R)ZH 0 IRZ 1018 A5 445 w08 IS5 B8 A A BAIR 55 4 FEL ) AVE fF &7 22K
T 0.5 (AT H2SZ bR e, CR WAT G FREERT 0.7 M AT 232 An

Y Ry X df X/df RMSEA CFI TLI SRMR
PR TR SA,DA,SC,IN ,EM 298. 873 160 1. 868 0. 058 0. 934 0.922 0. 055
DU P A A SA+DA,SC,IN ,EM 543. 949 164 3.318 0. 088 0. 820 0. 792 0. 105
=R SA+DA+ EM ,SC,IN 709. 292 167 4. 247 0. 112 0. 743 0. 708 0. 104
TR SA+DA+ EM ,SC+IN 1 048. 368 169 6. 203 0.142 0. 584 0. 532 0. 132
LR AR SA+DA+SC+IN+EM 1 292. 555 170 7. 603 0. 160 0. 360 0. 285 0. 152

T SA AR RIZ 10 1 DA R TIZ B0, SC AR BB 5C IV AR M55 Q08T EM RIE 4 ol R R, +Fnf 2 T
#IF L AET,

x2 FHAEHNEMASREE

7% i %H PR 2 i AVE CR
sc sc1 0. 668 0. 543 0. 825
sc2 0. 811
5C3 0. 769
sca 0. 689
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R2(&)
Ap i %H A 2 AVE CR
IN IN1 0. 857 0. 574 0. 869
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IN3 0.717
IN4 0.776
IN5 0. 600
EM EM1 0. 810 0. 549 0. 858
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P<0.01) , RIS 1726 6008 1 25 SUMISC (r = —0. 214, P<0. O1) , 1745 3658 5 iR 95 Q08 1 2 SRS (r=—-0. 337,
P<0. 001) , FYZ=TE5 RIS BIHT R34 A (r=0. 331,P<0. 001) , AR 70128345

®3 Mgt

. . [P
Ak YA bRz, brifEZE,
1 2 3 4 5
1 P BA IR 55 4 5.393 1.187 0.755 (0.823) 0.273™* 0. 006 0.304™ 0.075
2 i 55 B 5.300 1.085 0. 641 0.237**  (0.866) -0.567"  -0.092 0.486**
3 LR 2.829 1.245 0.774 0.002 -0.337 " (0.852) 0.331™ -0.233™
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5 WRIZ i 4.957 1. 346 0.575 0.117 0.331™* -0.214™  -0.083 (0.762)

L NCMERZ ) = 259, N(HBAUZ T ) = 36; * 38 P<0. 05, ™ F/R P<0. 01, ™ R P<0. 001 ; b2, FbRiE, 435 728 B AE A2
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Research on Influence Mechanism of Employees’ Emotional Labor on Service Innovation
—Evidence from the Service Industry
LIU Xiaoyu, WANG Xiaojie

( University of International Business and Economics, Beijing 100029)

Abstract; In the external environment of high uncertainty and complexity, how to enhance service innovation
becomes a crucial issue. Frontline service employees are regarded as promoters and performers of service innova-
tion, while there is less research on service innovation rather than product innovation. Although a few studies ex-
plored the relationship between emotional labor and service innovation, the influencing mechanism and the bounda-
ry conditions remain unclear.

Drawing on the conservation of resources theory, this paper investigates the influence mechanism of employ-
ees’ emotional labor on service innovation through emotional exhaustion. Furthermore, it also examines the moder-
ating role of team service climate in the process of emotional labor influencing service innovation.

With a sample of 259 frontline service employees from 36 teams, the results show that employees’ deep acting
is positively related to service innovation, and emotional exhaustion plays a mediating role in the relationship be-
tween surface/deep acting and service innovation. Moreover,team service climate significantly moderated the influ-
ence process of deep acting on service innovation. Specifically, team service climate strengthens the negative link
between deep acting and emotional exhaustion, as well as the indirect relationship between deep acting and service
innovation through emotional exhaustion.

The theoretical contributions of this paper are as follows. Firstly, it reveals the influence mechanism of emo-
tional labor on service innovation through emotional exhaustion based on the conservation of resources theory. Sec-
ondly, using team service climate as a source of compensatory resources for employees expands the research frame-
work on the role of team service climate. It also enriches the boundary conditions of emotional labor influencing e-
motional exhaustion and service innovation. Thirdly, it compares the differences between surface acting and deep
acting in influencing service innovation, providing empirical evidence for the controversies and disagreements in ex-
isting studies on the results of the role of emotional labor strategies.

The findings may have practical implications for managing frontline service employees with emotional labor de-
mands. Managers should encourage employees to engage in deep acting instead of surface acting, and enterprises
should create a favorable team service climate to improve service innovation. Moreover, service organizations should
reduce employees’ emotional exhaustion by providing emotional management training in the workplace.

Keywords : emotional labor; team service climate; service innovation; emotional exhaustion; conservation of

resources theory
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