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Abstract The purpose of this paper is to attempt to investigate how emotional labor strategies
(i.e. surface acting and deep acting) affect job performance and turnover intention thorough emotional
exhaustion. Another important objective of this study was to see whether perceived organizational
support (POS) moderates the relationship between emotional labor strategies and emotional exhaustion.
Structural equation modeling analysis provided support for the hypotheses from a sample of 225 China
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A Emotional Labor and Exhaustion as a Predictor of Job Performance and Turnover Intention in Chinse Service Industry

department store sales employees. The results revealed that surface acting has a positive influence on

emotional exhaustion, whereas deep acting has not significant influence on emotional exhaustion. Second,

emotional exhaustion has a negative influence on job performance, whereas it has a positive influence

on turnover intention. In addition, the relationship between surface acting and job performance/turnover

intention was significantly mediated by emotional exhaustion. Furthermore, perceived organizational

supporting mitigated the negative relationship between deep acting and emotional exhaustion. The

findings of this study contributed to the literature by identifying the relationship between surface and

deep acting on employee outcomes (i.e. emotional exhaustion, job performance, turnover intention),

especially in China. In addition, this study also confirmed the important buffering role of POS based

on the norm of reciprocity between an organization and its members.

Key Words : Emotional Labor, Emotional Exhaustion, Job Performance, Perceived Organizational

Support, Service Employee
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A Emotional Labor and Exhaustion as a Predictor of Job Performance and Turnover Intention in Chinse Service Industry
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Exbaustion gy 75 map
EB 7B 280
Jp1 81 219
Job P B 3R
Pafomrence  JP3 76 2277 &85
Jp4 81 214
Turmnover T 75 1%
I . T2 73 1B 73 7B 50
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of Constructs
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