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Introduction: In the tourism industry, frontline employees are exposed to intense
customer interactions that require emotional labor. It is critically important
to understand the effects of surface acting and deep acting strategies—
performed within the framework of organizational display rules—on adverse
psychological consequences such as burnout and work alienation. Building
on the Conservation of Resources (COR) and Job Demands—Resources (JD-
R) theories, this study examines the mechanisms and boundary conditions of
this negative cycle. This study examines an integrated model examining the
mediating role of burnout in the relationship between emotional labor strategies
(surface and deep acting) and work alienation, and the moderating (buffering)
roles of service orientation (as a personal resource) and managerial support (as
an organizational resource) in this process.

Method: Data were collected through random sampling from 1,252 employees
working in five-star hotels located in the Alanya and Manavgat regions of Turkiye
and analyzed using Partial Least Squares Structural Equation Modeling (PLS-SEM).
Results: The findings revealed that surface acting significantly increased both
burnout and work alienation, whereas deep acting significantly mitigated these
adverse outcomes. Burnout was identified as a partial mediator in the relationship
between emotional labor strategies and work alienation. A key finding was the
significant buffering effect of both service orientation and managerial support
on the relationship between emotional labor and burnout. These resources
substantially weakened the positive effect of surface acting on burnout, thereby
reducing its detrimental consequences.

Discussion: The results demonstrate that the negative psychological costs
of emotional labor can be effectively managed through individual and
organizational resources. Theoretically, integrating multi-level resources within
a unified model provides a more nuanced understanding for the emotional labor
literature. Practically, the findings suggest that hospitality organizations should
prioritize selecting service-oriented individuals during recruitment and invest in
training programs that foster supportive leadership behaviors among managers.
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emotional labor, burnout syndrome, work alienation, service orientation, perceived
managerial support
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1 Introduction

Employees’ attitudes and behaviors during service delivery
in the hospitality industry constitute one of the fundamental
determinants of organizational success (Karatepe and Aleshinloye,
2009; Pahi et al., 2022; Shani et al., 2014; Tsai, 2009). Frontline
employees specifically, who are in direct contact with customers,
play important roles in shaping the organization’s perception of
service quality as well as customer satisfaction (Wang, 2020). To
positively enhance this effect in alignment with organizational
goals, hospitality businesses often set up “display rules” that govern
employees’ emotions, gestures, mimics, tones of voice and manners
of expression (Chehab et al., 2021; Cheng et al., 2025; Kaya and
Serceoglu, 2013; Lee and Ok, 2015). Display rules offer a framework
to steer employees interpersonal relationships and improve
organizational efficiency (Nguyen et al., 2023; Chen et al,, 2012).
Employees, who abide by such rules and effectively regulate their
emotions, can positively impact customers’ perception of service
quality (Cheng et al., 2022; Medler-Liraz and Seger-Guttmann,
2015), level of satisfaction (Hur et al., 2013) and organizational
commitment (Wang, 2019). In this context, employees” adherence
to display rules and the development of emotional regulation skills
directly influence the customer experience and, in turn, the success
of the organization.

In order for display rules to be effectively implemented,
employees are required to perform emotional labor. Emotional
labor is defined as the expression of emotions for pay in line with
organizational goals in seminal studies (Hochschild, 1979, 1983).
In contemporary research, however, emotional labor is considered
a process in which employees regulate their emotions within the
framework of display rules (Hong and Kim, 2023) or manage their
emotions to meet job requirements (Hu et al, 2023). Existing
studies highlight the critical role of emotional labor often within
the context of the organization’s success (Cheng et al.,, 2025; Lee
and Hwang, 2016; Tsai, 2009; Xu et al., 2020).

Emotional labor regulations typically operate through two
strategies: deep acting (transforming inner feelings to align with
the displayed emotion) and surface acting (displaying emotions
that are not genuinely felt, in a “fake” manner; Lu et al,, 2019).
However, employees’ expression of emotions they do not genuinely
feel or suppression of emotions they actually experience, can lead to
increased levels of emotional stress (Ashforth and Humphrey, 1993;
Grandey, 2000; Lim et al., 2024; Mann and Cowburn, 2005; Peart
et al., 2012; Pugliesi, 1999; Tian et al., 2024; Yikilmaz et al., 2024).
The mismatch between felt and expressed emotion is referred to
as “emotional dissonance” and poses a threat to an individual’s
psychological integrity. Over time, chronic emotional dissonance
may lead to an internal conflict between the employee’s “authentic
self” and “work self” (Ashforth and Humphrey, 1993; Cha et al.,
2019; Chang, 2020; Jansz and Timmers, 2002; Johannessen et al.,
2025; Melita, 2023; O’Brien and Linehan, 2019). Such dissonance
can pave the way for burnout by increasing psychological tension
(Chang, 2013; Chen et al., 2024; Grandey, 2000; Jeung et al., 2018;
Kariou et al,, 2021; Landay et al., 2022; Nguyen and Stinglhamber,
2021; Wharton, 1999; Zapf, 2002). Burnout is defined as the
typical reaction to chronic professional stress and is observed
more often in environments where emotional demand is especially
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high and organizational support is low (Brotheridge and Grandey,
2002; Dudina and Martinsone, 2025; Maslach and Jackson, 1981;
Yanbei et al., 2023). The risk tends to increase when feelings of
autonomy and competence are low (Oztiirk Cifti, 2021). Burnout
may strengthen the tendency toward work alienation, accompanied
by experiences such as detachment, helplessness, and hopelessness
(Billeter-Koponen and Fredén, 2005; Cicek Korkmaz and Torlak,
2024; Giilsen and Senol, 2025; Mottaz, 1981; Powell, 1994; Pilette
and Olio, 1980; Schaufeli and Buunk, 2002; Zhang et al., 2023).
Thus, burnout is not only a consequence of emotional labor but
may also serve as a potential trigger for work alienation (Karayman,
2024; Zhong and Bu, 2025).

This study adopts the Conservation of Resources (COR) Theory
(Hobfoll, 2001) and the Job Demands-Resources (JD-R) Model
(Bakker and Demerouti, 2017) as its main theoretical frameworks
to explain and prevent these negative dynamics. COR predicts
that under insufficient resources or excessive demands, individuals
may rapidly deplete their emotional and physical reserves, leading
to negative outcomes (Hobfoll, 2001; Chen et al., 2024; Clarke
et al., 2024; Peng and Li, 2023). JD-R, on the other hand,
approaches work environments as a combination of demands and
resources and emphasizes the buffering effect of resources on
the tension created by demands (Chen et al, 2023; Demerouti
and Bakker, 2022). JD-R suggests that the presence of workplace
resources helps employees cope with demanding job requirements
and maintain their wellbeing (Chen et al., 2023; Demerouti and
Bakler, 2022). This study examines resources on individual and
organizational levels. Service orientation is a personal resource,
providing employees with emotional tools to cope with the daily
stress (Abrian et al., 2024; Cheng et al., 2022; Gursoy et al., 2011).
It has been shown that individuals with higher levels of service
orientation employ deep acting strategy more often and therefore
are emotionally more resilient (Bakar et al., 2020). Moreover,
employees with higher levels of service orientation tend to quickly
adapt to customer expectations, establish positive interactions
(Yi et al., 2022) and respond to demands enthusiastically (Xu
et al., 2020). When the emotional requirement of the job is in
parallel with employees’ self-images, emotional labor becomes
easier to manage (Brotheridge and Grandey, 2002; Isenbarger
and Zembylas, 2006; Talaifar and Swann, 2017; Yin et al., 2017).
Accordingly, employees with individual resources such as service
orientation, are more likely to be resilient toward burnout and
work alienation in addition to being less likely to experience
conflict. Described as the social and emotional support employees
receive from their managers, managerial support is considered
to be a significant organizational resource. Managerial support
can aid in alleviating the emotional load of the job (Bourgoin
Boucher et al., 2024; Cheng et al., 2025; Pohl et al., 2023; Yang
et al., 2016). Studies have also shown that sufficient managerial
support can improve resilience against burnout in employees
(Blanch and Aluja, 2012; Chong et al., 2024; Deery et al., 2002;
Dobnik and Lorber, 2023; Grobelna, 2021; Karatepe and Kilic,
2015; Luo et al., 2022; Shahwan et al, 2024; Sterud et al,
2011).

The fact that the attitudes and behaviors of employees in
the hospitality sector during service delivery are the key to
organizational success demonstrates that this field is of critical
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importance for research (Gursoy et al., 2011; Kim et al., 2023; Pujol-
Cols et al,, 2023; Shani et al,, 2014). However, there remains a
need for up-to-date findings that can guide industry professionals
in understanding the potential adverse effects of emotional labor
and how these effects can be mitigated. To address these gaps and
provide empirically grounded strategies, this study is guided by the
following central research questions:

e What are the differential effects of emotional labor strategies
(deep acting vs. surface acting) on job burnout and
work alienation?

e Does job burnout mediate the relationship between emotional
labor strategies and work alienation?

e Do service orientation (as a personal resource) and
managerial support (as an organizational resource)
moderate the relationship between emotional labor strategies
and job burnout?

e Do these personal and organizational resources also moderate
the indirect effect of emotional labor strategies on work

alienation through job burnout?

Therefore, this study is expected to contribute to the existing
body of knowledge in the following ways: (i) clarifying emotional
labor by distinguishing it as strategy-based and by linking
emotional labor with work alienation through burnout; (ii) testing
the moderating role of both an individual (service orientation)
and an organizational (managerial support) resource in the same
model and providing an integrative perspective on “for whom”
and “under which conditions” the negative outcomes of emotional
labor are effective; (iii) providing a theoretical foundation that
models both the resource loss spiral and the resource buffer
processes by integrating the COR and JD-R theories; (iv) proposing
empirically grounded strategies for addressing common issues such
as burnout and alienation in the sector by guiding the development
of a sustainable human resource management approach that
safeguards employee wellbeing. Accordingly, the study aims to
make an original theoretical and practical contribution to the
literature by clarifying when, how, and for whom emotional labor
produces detrimental or protective outcomes in the context of the
hospitality sector.

2 Literature review

2.1 The effect of emotional labor on
burnout

Within the framework of one of its theoretical foundations,
the Conservation of Resources (COR) theory, this study integrates
the strategy-based distinction in emotional labor theory (deep
vs. surface acting) and examines the differentiated effects of
these strategies on job burnout and, through burnout, on work
alienation, among frontline employees in the hospitality sector.
According to COR, individuals strive to protect, maintain, and
enhance their valuable resources such as psychological energy, self-
efficacy, and social support (Hobfoll, 1989). When resources are
lost or the balance between resource investment and return is
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significantly disrupted, stress emerges; if appropriate and timely
resource replenishment cannot be ensured, the process evolves
into burnout (Sun et al., 2025). The effects of emotional labor on
the psychological wellbeing of service-sector employees continue
to attract scholarly attention (Lei and Kuok, 2025; Yao et al,
2025; Yang and Chen, 2021; Uysal et al., 2020). In this context,
the hospitality sector, characterized by intensive and continuous
customer relations, provides a particularly appropriate setting to
investigate why employees’ efforts to regulate their emotions are not
sustained anymore and lead to burnout.

Hochschild (1979), the pioneer of the emotional labor concept,
defined it as a form of labor sold for a wage and emphasized its
exchange value. In contemporary research, however, the concept
is reflected in a more process-oriented way and is addressed
as the regulation of emotions within the framework of display
rules (Hong and Kim, 2023) or the management of emotions
to meet job requirements (Hu et al, 2023). Emotional labor
continues to be examined at two main strategy levels: surface acting
and deep acting. Surface acting refers to a deliberate, imitative
effort by employees to display emotions they do not genuinely
feel or to suppress those they actually experience (Nguyen and
Stinglhamber, 2021). Deep acting, on the other hand, involves
employees’ cognitive efforts to internalize and genuinely feel the
emotions they are expected to display, providing a more authentic
emotional experience (Diefendorff et al., 2005).

Although there is not yet a widely established consensus in
existing studies on emotional labor (Guo, 2023; Saei et al., 2024;
Yin, 2023; Yin et al, 2023), findings suggest that surface acting
tends to have a positive association with burnout, while deep acting
is associated with a negative one. From the COR perspective,
surface acting produces a self-role incongruence that requires
constant cognitive control and emotional suppression (Jalilzadeh
et al., 2024). This process accelerates the depletion of employees’
psychological resources (Grandey, 2000). The chronic persistence
of this incongruence may lead to the exhaustion of emotional
resources and ultimately to increased burnout (Chen and Wei,
2023; Hobfoll et al., 2018; Saei et al., 2024). In contrast, deep acting
is based on aligning felt emotions as closely as possible with display
rules (Teoh et al., 2019). The reduction in the discrepancy between
felt and displayed emotion lowers the cost of self-regulation and
the strain on psychological resources, hence carrying the potential
to reduce burnout levels. Numerous studies also have reported
significant relationships between emotional labor and burnout
(Amissah et al., 2021; Choi and Kim, 2015; De Vries et al., 2022;
Ha et al., 2021; Hur et al., 2013; Lv et al., 2012; Popucza et al., 2025;
Zhang et al,, 2024; Zhang and Zhu, 2008). Therefore, surface acting
can be argued to trigger loss spirals, whereas deep acting activates
protective/resource-gaining pathways.

Empirical studies conducted in the hospitality sector support
this theoretical framework. Kim (2008) found that surface acting
increased burnout among hotel employees, while no significant
relationship was observed between deep acting and burnout.
Studies on hotel employees and flight attendants conducted by Lv
et al. (2012) and Hur et al. (2013) reported that surface acting
heightened emotional exhaustion, whereas deep acting reduced this
effect. Similarly, Amissah et al. (2021) found that surface acting
increased emotional exhaustion, while deep acting decreased it
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among frontline employees in the hospitality sector. Jeung et al.
(2018), in their meta-analytic investigation, demonstrated that
emotional labor is a core work stressor that leads to burnout.
Satyanarayana and Shanker (2012), on the other hand, showed
that emotional labor performance among hotel employees increases
burnout. Building on these theoretical and empirical foundations,
the first hypotheses of the research were formulated as follows.

H1a: Deep acting affects burnout negatively.
H1b: Surface acting affects burnout positively.

2.2 The effect of burnout on work
alienation

In general terms, alienation refers to a state in which an
individual feels disconnected from their surroundings, is unable
to establish a meaningful connection with their environment,
1959).
Alienation has been examined in various contexts across multiple

or experiences a loss of that connection (Seeman,

disciplines, including sociology, psychology, philosophy, and
theology (Fromm, 1956; Horowitz, 1966; Marx, 1981; Oliver,
1989; Xiaoyan, 2017). In this study, the concept of “alienation”
is addressed within the scope of “work alienation” as defined by
Mottaz (1981), which refers to employees’ feelings of powerlessness
and meaninglessness in relation to the work environment.
Accordingly, work alienation can be defined as a condition in which
the employee becomes detached from their job and shows a lack
of engagement with their role in the workplace due to factors
stemming from work conditions (Hirschfeld and Feild, 2000).
Work alienation also encompasses the negative emotions that arise
when an individual is unable to align with professional norms
(Aiken and Hage, 1966). This refers to feelings of dissatisfaction or
detachment related to the employee’s role, the way tasks are carried
out, and the outcomes of their work.

One of the leading authorities in the relevant literature on
alienation, Seeman (2023, p. 784) conceptualized alienation
as a multidimensional construct composed of powerlessness,
self-
estrangement. In this context, work alienation is most commonly

meaninglessness, normlessness, social isolation, and
explained through the individuals sense of powerlessness.
Defined as “a low expectancy that one’s own behavior can control
the occurrence of personal and social rewards,” this sense of
powerlessness (Seeman, 1972, p. 112) not only creates a fertile
ground for the emergence of work alienation (Marx, 2001; Sharma,
2007; Vanheule and Verhaeghe, 2004) but is also closely linked
to burnout. After all, emotional states such as helplessness,
hopelessness, and powerlessness are frequently observed in
employees experiencing burnout (Billeter-Koponen and Fredén,
2005; Pilette and Olio, 1980; Schaufeli and Buunk, 2002). In this
context, various existing studies (Akar, 2018; Conway et al.,, 2018;
Inandi and Biiyiikozkan, 2022; Khan et al., 2019; Oztiirk Ciftci,
2021; Powell, 1994; Taboli, 2015; Usman et al., 2020; Yu et al.,
2021) further revealed positive links between burnout and work
alienation. Based on this information in the literature, we propose

the second hypothesis for the research study:
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H,: Burnout affects work alienation positively.

2.3 The moderating role of service
orientation and managerial support in the
relationship between emotional labor and
burnout

JD-R approaches all work environments through two main
components. The first one, job demands, refers to aspects of
the job that require sustained physiological or psychological
effort and therefore generate strain. The second, job resources,
comprises factors that facilitate coping with demands, enhance
goal orientation and motivation, and enable learning and
recovery (Tummers and Bakker, 2021). Within the context of
the hospitality sector, display rules and intense customer contact
create distinctively high demands, as they require employees to
engage in continuous self-regulation. At this point, the JD-R
model’s emphasis on resources becomes critical. These resources
can operate at different levels. This study positions two critical
protective mechanisms at its core, distinguished by their source:
service orientation (as an individual-level personal resource) and
managerial support (as an organizational-level job resource).
These resources are predicted to reduce the likelihood of adverse
organizational outcomes by enabling employees to cope more
effectively with emotional demands. The specific buffering roles of
each resource level are detailed below.

2.3.1 The moderating role of service orientation
(individual level)

Service orientation is an individual-level personal resource,
conceptualized as a core personality trait that enables employees
to act kindly, considerately, cooperatively, and helpfully toward
customers and other stakeholders, and motivates them to be
willing and enthusiastic in delivering service (Hogan et al., 1984).
Individuals with a strong service orientation derive satisfaction
from helping others and possess a high level of intrinsic motivation
to do so (Chan and Wan, 2012). Therefore, when faced with
situations that require emotional labor, individuals with a high level
of service orientation are less likely to experience burnout (Bakar
et al.,, 2020; Huang et al., 2019; Lee and Ok, 2015; Piaralal et al,,
2016). Underlying this phenomenon are findings in the literature
suggesting that personality traits such as openness, extraversion,
conscientiousness, agreeableness, and emotional stability enhance
individuals’ resilience to burnout (Ghorpade et al., 2007; Madnawat
and Mehta, 2012; Zellars et al., 2000). Service orientation is also
positively associated with these personality traits (Donavan, 1999;
Kogker et al., 2019; Sergeoglu, 2013; Tekin and Kalkan, 2017).
Employees with high service orientation may find satisfaction in
helping others, which enables them to replenish or preserve their
resources (Brown et al., 2002).

Employees with high service orientation are not only inclined
to help others but also derive deep personal satisfaction from
such activities. The intrinsic fulfillment they gain from helping
others may help them navigate the emotional demands of their
roles more effectively. As a result, service orientation can function
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as a buffer against burnout (Babakus et al., 2011; Babakus and
Yavas, 2012; Donavan et al., 2004; Wu and Shie, 2017). On the
other hand, employees with low service orientation may face a
more intense and demanding emotional labor process in order to
comply with organizational display rules. This can quickly deplete
their emotional and cognitive resources, triggering burnout and
ultimately increasing their intention to leave the job (Babakus et al.,
2011).

Therefore, service orientation may play a significant role
in preventing burnout in jobs that require emotional labor.
Bakar et al. (2020) found that employees with high service
orientation experience fewer emotionally taxing feelings during
service encounters, while Coban and Aytemiz Seymen (2019)
noted that surface acting can lead to negative outcomes in
customer relations by suppressing emotions. Bakar et al. (2020)
further observed that employees with strong service orientation
are more likely to engage in deep acting, which reduces emotional
exhaustion. Yoo et al. (2015), on the other hand, identified a
negative relationship between service orientation and burnout.
Therefore, we propose that employees with high service orientation
are better equipped to manage emotionally demanding situations
and can thus mitigate the negative impact of emotional labor on
burnout. Based on this reasoning, the third hypothesis of the study
is formulated as follows:

H3a: Service orientation plays a moderating role in the effect
of surface acting on burnout.

H3b: Service orientation plays a moderating role in the effect
of deep acting on burnout.

2.3.2 The moderating role of managerial support
(organizational level)

Distinct from individual-level resources, job resources are
organizational-level factors provided by the work environment.
Managerial support is considered a key job resource in fostering
a supportive atmosphere in the workplace, enhancing employee
motivation (Hasnat Bhatti et al., 2023), and contributing to
organizational success (Chayomchai, 2020). Such support is
provided to help employees cope with challenges and to offer
them the encouragement they need (Farrukh et al, 2019).
Considered a component of organizational support, managerial
support (Thatcher et al., 2007) encompasses the psychological and
physical assistance that supervisors offer to their employees (Basu
and Green, 1997).

Existing studies have shown that managerial support produces
numerous positive outcomes for both employees and organizations.
For example, it contributes to employee skill development
and increased intrinsic motivation (Smith-Jentsch et al, 2001),
strengthens organizational citizenship behavior (Mayfield and
Mayfield, 2014), and enhances job satisfaction and organizational
commitment (Pelenk, 2020; Waldan, 2020). Surface acting, which
demands the highest level of uncompensated emotional output,
is particularly sensitive to support mechanisms (Sun et al., 2025).
Cheng et al. (2025) found that empowering leadership encourages
employees to adopt more deep acting strategies while reducing
surface acting behaviors. Managerial support also helps improve
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employee performance (Siiriicii et al., 2022) and reduces turnover
intentions, hence contributing to the organization’s competitive
advantage (Gordon et al., 2019). From the perspective of customer
satisfaction and loyalty, managerial support is reported to have
indirect yet critical effects on service quality (Grobelna, 2021),
customer satisfaction (Susskind et al., 2018), and customer loyalty
(Maria Stock et al., 2017).

On the other hand, a low level of perceived managerial support
can lead to various negative outcomes for both organizations and
employees. One such outcome is burnout, which is frequently
observed among frontline employees in the hospitality industry
(Walters and Raybould, 2007). When this organizational resource
is absent, employees are deprived of a critical coping mechanism
for managing stress (Birkeland et al., 2017). As a consequence,
the inability to relieve stress in a sustainable manner may create
conditions that give way to the development of burnout (Maslach
et al, 2001). Alternatively, strengthening managerial support
within the organization is considered a promising approach to
reducing the effects of burnout (Blanch and Aluja, 2012; Deery
et al, 2002). Indeed, previous studies (Altas et al., 2024; Blanch
and Aluja, 2012; Charoensukmongkol et al., 2016; Choi et al,
2012; Desrumaux et al., 2018; Elci et al., 2018; Gibson et al., 2009;
Grobelna, 2021; Khatatbeh et al., 2020; Qotimah et al., 2021; Weigl
et al, 2016) have shown the existence of negative relationships
between managerial support and burnout. Taken together, these
findings suggest that the impact of emotional labor on burnout
may be mitigated by perceived managerial support. Therefore, we
propose the following hypotheses in our study:

H4a: Managerial support plays a moderating role in the effect
of surface acting on burnout.

H4b: Managerial support plays a moderating role in the effect
of deep acting on burnout.

2.4 The effect of emotional labor on work
alienation

The requirement for employees to manage their emotional
states throughout work processes has a significant impact on their
performance and may lead to alienation from their own emotional
experiences. This highlights the challenges and complications of
the concept of emotional labor. Hochschild (1983) approached this
issue from a wider perspective, suggesting that employees may lose
control over their emotional regulation mechanisms as time goes
by, which can lead to a loss of control over other aspects of their
work and ultimately result in a general state of work alienation.
The negative relationship between deep acting and work alienation
was observed in the study conducted with hotel employees by
Yildirim and Tiirker (2018). Likewise, Kurt et al. (2019), in their
research on tourism sector workers, found a negative correlation
between deep acting and alienation, reporting that employees who
engaged in deep acting experienced lower levels of alienation.
Tokmalk (2014), in a study on logistics employees, concluded that
work alienation can result from emotional labor. Zaganjori (2016)
also found a positive relationship between emotional labor and
alienation, drawing on data from travel agency staff. Yildiz (2017),
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in a study with flight attendants, reported that the suppression of
emotions and the resulting emotional dissonance were positively
associated with alienation in its dimensions of meaninglessness,
powerlessness, and detachment. Similarly, Ahmed (2022) identified
emotional labor as a strong predictor of work alienation among
hotel employees. During the surface acting process, employees
are compelled to display emotions they do not genuinely feel
while suppressing their authentic emotional states. Over time,
this dissonance leads to a growing sense of alienation from
their work (Mastracci and Adams, 2018). This is because the
loss of control over one’s emotional expression in the workplace
transforms emotional labor into “alienated labor” (Garfield, 1980).
The persistent demand to simulate false emotions in order to
meet occupational expectations is found to lead to a sense
of meaninglessness and ultimately to self-alienation. Based on
this review, we propose the following fifth hypothesis for the
research study:

Hb5a: Surface acting has a positive effect on work alienation.
H5b: Deep acting has a negative effect on work alienation.

2.5 The mediating role of burnout in the
relationship between emotional labor and
work alienation

Since Hochschild’s (1979) pioneering work, emotional labor has
been emphasized as a process that depletes individual resources
and may lead to various negative outcomes (Lv et al., 2023;
Sun et al, 2025). Emotional labor entails employees’ continuous
confrontation with job demands that require emotional regulation.
From the COR perspective (Hobfoll, 2001), such demands
constitute a critical stressor that consumes individual emotional
and cognitive resources. Surface acting involves suppressing
genuine emotions and displaying false ones, and therefore requires
continuous self-regulation, resulting in resource depletion (Lei and
Kuok, 2025; Lyddy et al., 2021; Yin et al., 2019; Zhai et al.,, 2025).
This effort initially manifests as heightened job stress (Choi et al.,
2019; Jung and Yoon, 2014; Pugliesi, 1999; Sohn et al., 2018; Yoon
and Kim, 2011). When chronic, surface acting becomes the primary
mechanism triggering burnout (Maslach et al., 2001; Schaufeli and
Enzmann, 1998; Chiang and Liu, 2017; Sun et al., 2025; Smith et al.,
2025).

Burnout, on the other hand, erodes employees sense of
meaning and control over their work. In turn, it causes detachment,
helplessness, and a loss of significance, which reinforces work
alienation (Schaufeli and Buunk, 2002; Zhang et al., 2023).
Alienated employees are unable to control their work, lose a
sense of purpose, and become estranged from their roles (Mottaz,
1981). In this regard, the effect of emotional labor on work
alienation can be explained through the mediating role of burnout.
This mediating relationship is consistent with the COR theory
(Hobfoll et al., 2018). COR posits that high-demand processes such
as emotional labor rapidly deplete personal resources, and this
depletion results in secondary losses such as alienation through
burnout. Within the JD-R framework (Bakker and Demerouti,
2017), emotional labor can be conceptualized as a job demand,
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burnout as its negative outcome, and work alienation as the
ultimate consequence. Employees who experience exhaustion in
the face of high job demands may sever their emotional and
cognitive ties with their work, leading to negative job attitudes
(Chen et al., 2024; Saei et al., 2024; Santos and De Jesus, 2020).
Sun et al. (2025), revealed that surface acting significantly predicts
turnover intention, both directly and indirectly, through burnout.

Deep acting minimizes emotional dissonance. This strategy
enhances employees’ sense of accomplishment by aligning the
internal and external expression of emotions. When employees
autonomously embrace their work, perceiving it as part of their
identity without external pressure, they tend to feel happier and
more willing to perform their duties, which serves as a protective
factor against emotional exhaustion (Chen et al., 2019; Sulistiawan
etal., 2022). According to COR, employees with sufficient resources
are more likely to engage in behaviors that preserve or generate
additional resources (Cheng et al.,, 2025). Deep acting has been
observed to significantly reduce emotional dissonance and the
risk of burnout (Pinkawa and Dorfel, 2024). Deep acting also
negatively influences burnout, and the reduction in burnout
levels, in turn, decreases alienation. Zhang et al. (2025) found
that deep acting enhances career resilience through mindfulness,
which consequently reduces burnout. Based on this information
in the literature, we propose the following hypotheses for the
research study:

Hé6a: Burnout plays a mediating role in the effect of deep
acting on work alienation.
He6b: Burnout plays a mediating role in the effect of surface
acting on work alienation.

2.6 The moderating roles of managerial
support and service orientation in the
indirect effect of emotional labor on work
alienation through burnout

Although the literature suggests that deep acting has fewer
negative psychological effects on employees compared to surface
acting, even deep acting can increase levels of burnout when
performed under high and sustained job demands (Grandey, 2000;
Saei et al,, 2024). Surface acting has a stronger potential to trigger
burnout more prominently by extending the mismatch between felt
and expressed emotions (Hochschild, 1983; Maslach et al., 2001).
Both strategies deplete employees’ emotional and psychological
resources, increasing the risk of burnout at varying levels. As
burnout increases, feelings of detachment and meaninglessness
grow stronger, thus heightening the tendency toward work
alienation (Maslach et al., 2001; Mottaz, 1981; Schaufeli and Buunk,
2002). In this context, managerial support is considered a critical
organizational resource for mitigating the negative outcomes of
emotional labor (Dulke et al., 2009). It not only addresses employees’
emotional needs but also includes instrumental forms of support
such as guidance and practical assistance in work processes (Blanch
and Aluja, 2012; Somech and Drach-Zahavy, 2013). This support
can weaken the process leading from burnout to work alienation,
enabling employees to better manage the strain resulting from
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the demands of emotional labor (Charoensukmongkol et al., 2016;
Desrumaux et al., 2018; Weigl et al., 2016). Li et al. (2021), reported
that psychological empowerment can support frontline employees
in actively modifying their emotions and behaviors through deep
acting rather than surface acting. Especially in service sectors where
face-to-face interaction with customers is frequent, the emotional
understanding and support provided by managers play an effective
role in reducing the psychological burden arising from employees’
efforts to comply with emotional display rules (Somech and Drach-
Zahavy, 2013). Based on these explanations, the following two
hypotheses are proposed for the research:

H7a: Managerial support plays a moderating role in
the indirect effect of deep acting on work alienation
through burnout.

H7b: Managerial support moderates the indirect effect of
surface acting on work alienation through burnout.

The literature indicates that individuals with high service
orientation express themselves more effectively in customer
interactions, experience lower levels of stress, and are particularly
more successful in managing the emotional labor process
(Donavan, 1999; Kosker et al., 2019). This personality trait also
enhances the alignment between an individual’s self-concept and
the roles required by the job (Swann et al, 1987), which can
in turn help alleviate mechanisms leading to burnout and work
alienation. Employees with high service orientation view providing
service and helping others as “valuable” (Kosker et al., 2019) and are
hence more likely to tolerate negative emotional strain (Donavan,
1999). The intrinsic satisfaction they derive from interacting with
people can partially reduce the impact of emotional dissonance
experienced during emotional labor processes (Brown et al., 2002)
helping to keep burnout levels under control and thereby lowering
the likelihood of work alienation. Within this framework, the
following two hypotheses are proposed:

H7c: Service orientation moderates the indirect effect of deep
acting on work alienation through burnout.

H7d: Service orientation moderates the indirect effect of
surface acting on work alienation through burnout.

3 Methods

3.1 Sample and procedure

Within the scope of this research study, data was collected
from employees working in the frontline departments of four- and
five-star hotels in the Alanya and Manavgat regions of Tirkiye.
Respondent selection criteria were designated to include employees
who are in direct and continuous interaction with customers.
Accordingly, the sample consisted of full-time employees working
in guest relations, front office, food and beverage, and animation
departments who had at least 6 months of work experience
(including internships). Managerial positions, office staff, and
support personnel without direct customer contact were excluded
from the study. This way, an appropriate participant profile
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was established to achieve one of the main objectives of the
research—understanding perceptions of managerial support and
its relationship with organizational cynicism. These criteria were
applied to ensure that respondents reliably reflected attitudes based
on sectoral experience and customer interaction. In addition,
participation in the study was voluntary; at the beginning of the
questionnaire, it was clearly stated that participation was voluntary,
that respondents could withdraw from the study at any stage,
and that all responses would remain completely anonymous. The
main sampling framework was developed using the “Ministry-
Certified Facilities” list, which is regularly updated by the General
Directorate of Investments and Enterprises under the Ministry
of Culture and Tourism of the Republic of Tirkiye. According
to this list, there are 101 five-star hotels in Alanya and 165 in
Manavgat (TMCT, 2025). The sample included employees from 85
hotels, who were randomly selected from within the population.
To ensure an unbiased data collection process, the researchers
employed a simple random sampling technique and selected
hotels using a random number generator. During sampling,
37 hotels were selected from Alanya and 48 from Manavgat,
resulting in a balanced dataset across the two regions. Data
were collected between April and May 2025. Prior to data
collection, the researchers obtained ethical approval from the
relevant institutional review board (Akdeniz University—Social
and Human Sciences Scientific Research and Publication Ethics
Committee, Permission document number: E-55578142-050.99-
1096316). During the data collection process, the researchers
contacted the human resources managers and general managers
of each hotel, providing detailed information about the scope
and purpose of the study. The scientific nature of the research
and the ethical approval documentation were shared, and consent
to participate was obtained from the hotel administrations. A
team of 11 surveyors worked alongside the researchers for the
administration of the questionnaires. The primary criterion for
selecting surveyors was that they had previously served as field
interviewers in at least one scientific study. This prior experience
was considered essential to ensure effective communication with
participants and to ensure data quality. Before data collection, the
surveyors participated in a 2-day training program organized by
the researcher, consisting of 4h per day. The training covered
the purpose of the study, the content of the questionnaire
items, ethical principles, procedures for introducing the study to
participants, data confidentiality, and questionnaire administration
techniques in detail. In addition, role-playing exercises were
conducted to practice responding to potential respondent questions
and managing the data collection process. Questionnaires were
administered through face-to-face interviews with participants in
settings approved by hotel management, such as break areas,
cafeterias, or vacant meeting rooms deemed convenient for
respondents. The survey sessions were conducted during employee
breaks or at the beginning and end of work shifts, as coordinated
by the human resources departments. In this study, the sample
size was determined through an a priori power analysis using
G*Power 3.1.9.7 software (¢ = 0.05, Power = 0.95, f2 =
0.05). The analysis revealed a minimum sample requirement
of 402 participants. Following the recommendations of Ringle
et al. (2014) for increasing sample size to achieve more stable
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and generalizable model estimations, the target number was
increased to approximately three times this minimum threshold.
A total of 1,286 questionnaires were collected; however, 34 were
excluded from the analysis due to missing or erroneous data.
As a result, 1,252 valid questionnaire forms were included in
the analysis.

For the Turkish adaptation of the surface acting, work-related
burnout, managerial support, customer-oriented service behavior,
and work alienation scales used in this study, the back-translation
method proposed by Brislin (1976) was employed. In the first
stage, the original English versions of the scales were translated
into Turkish by an expert fluent in both the source language
(English) and the target language (Turkish). In the second stage,
the resulting Turkish versions were given to another independent
expert, who retranslated them into English. In the third stage,
the back-translated English items were systematically compared
with the original English items of the scales, and their semantic
equivalence was evaluated. Based on this assessment, the Turkish
items produced in the initial translation stage were accepted as the
final scale items. Before the main survey, a pilot test was conducted
with 30 participants to verify the clarity and comprehensibility of
the items. The pilot results indicated that the items were clear
and easily understood; therefore, no further revisions to the scales
were necessary.

To minimize common method bias (CMB), several procedural
and statistical control measures recommended by Podsakofl et al.
(2003) were employed in this research. As part of these measures,
the purpose of the study was clearly communicated to participants,
and it was emphasized that participation was entirely voluntary.
Participants were informed that they could withdraw from the
study at any time without providing a reason. Anonymity and
confidentiality were assured, and it was explicitly stated that the
information provided would not be shared with third parties. The
data collection instruments were designed in a way that excluded
any questions that could reveal the identity of the respondents. This
approach aimed to minimize the likelihood that participants would
modify their answers based on social desirability or perceived
expectations. In addition, the scale items were not grouped by
variable; instead, they were presented in a mixed order to reduce
potential bias that could result from consistent response patterns
or common method variance. To determine whether common
method bias (CMB) posed a problem, Harman’s single-factor
approach was adopted as one of the statistical techniques. Within
the scope of Harman’s Single-Factor Test, all measurement items
were subjected to an exploratory factor analysis (EFA) without
rotation. The results indicated that a single factor accounted for
27.9% of the total variance. Since this value is below the 50%
threshold, it was concluded that common method bias did not
constitute a significant concern in this research study (Podsakoff
and Organ, 1986).

3.2 Measurement
The variables used in this study were measured using

multi-item scales that had previously been tested for validity
and reliability. All scales employed a five-point Likert-type
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format, ranging from 1 = Never/Strongly Disagree to 5 =
Always/Strongly Agree.

3.2.1 Surface acting

The surface acting subscale of the Hospitality Emotional Labor
Scale developed by Chu and Murrmann (2006) was used to measure
the level of surface emotional display among hotel employees. The
scale consists of six items, and participants were asked to respond
to each statement using a five-point Likert scale. Higher scores on
the scale indicate that the employee outwardly expresses emotions
that are not genuinely felt, in line with organizational expectations,
reflecting the use of a surface acting strategy in the emotional
labor process.

3.2.2 Deep acting

Deep acting was measured using a four-item scale developed
by Basim and Begenirbas (2012). Participants evaluated statements
regarding the extent to which they internalize and genuinely
express their emotions, using a five-point Likert scale ranging from
1 to 5. This scale captures how employees regulate their internal
emotional states during service delivery.

3.2.3 Work-related burnout

The mediating variable in the research model, job burnout,
was measured using a seven-item scale developed by Kristensen
et al. (2005), which assesses individuals’ levels of physical and
psychological exhaustion related to their work. The items were
scored on a five-point Likert scale. Higher scores indicate a higher
perceived level of burnout, while lower scores reflect lower levels of
perceived burnout.

3.2.4 Managerial support

Managerial support, one of the moderating variables in the
study, was measured using a six-item scale adapted by Zhang
and Wang (2021). This scale assesses participants’ perceptions of
the level of support they receive from their supervisors and is
structured in a five-point Likert format.

3.2.5 Customer-oriented service behavior

The other moderating variable, customer-oriented service
behavior, was measured using a five-item scale developed by
Bettencourt and Brown (1997). This scale assesses employees’
voluntary behaviors aimed at understanding customer needs,
demonstrating empathy, and enhancing service quality.
Participants scored the items on a scale ranging from 1 =

Strongly Disagree to 5 = Strongly Agree.

3.2.6 Work alienation
The level of work alienation among hotel employees, on the
other hand, was measured using the unidimensional, eight-item

frontiersin.org


https://doi.org/10.3389/fpsyg.2025.1668413
https://www.frontiersin.org/journals/psychology
https://www.frontiersin.org

Ungiiren et al.

“Work Alienation Scale” developed by Nair and Vohra (2009).
This scale assesses key aspects of alienation, such as feelings of
meaninglessness, powerlessness, and detachment toward one’s job.

3.3 Data analysis

Partial least squares structural equation modeling (PLS-SEM)
was employed in this study to test the research model as presented
in Figure 1. The model consists of six constructs, with one
mediating effect and two moderating effects examined among
them. Data analysis was conducted using SmartPLS version 4.1.0.9.
The PLS-SEM results were evaluated in two phases (Hair et al,
2022). The measurement model was assessed in the first phase. The
assessment concerns the validity and reliability of the constructs.
In the second phase, the structural model was evaluated, which
includes the testing of the predictive power of the model and
the hypotheses regarding the relationships among the constructs.
Before proceeding to the data analysis phase, the dataset underwent
a detailed preliminary review.

First, a missing value analysis was conducted. Following the
procedure recommended by Hair et al. (2017), data from 34
participants with missing values were removed from the dataset.
Next, skewness and kurtosis values were calculated to examine
the distributional characteristics of the data. Skewness values
ranged between —0.382 and 0.294, while kurtosis values ranged
between —1.339 and —0.476. These values remained below the
threshold of 2.00 specified by Kline (2011), indicating that the
data did not deviate significantly from normality and reasonably
satisfied the assumption of normal distribution. Finally, the cleaned
and preprocessed data from 1,252 participants were used for the
final analysis.

4 Findings
4.1 Demographic findings

The participants in the study consisted of a total of
1,252 frontline employees. Demographic characteristics of the
participants are presented in detail in Table 1. According to the
findings, 44% of the participants were female and 56% were male.
In terms of marital status, the majority of participants (59%)
were single, while 41% were married. Regarding age distribution,
most participants (30%) were between the ages of 25 and 31,
followed by those aged 32-38 (27%), 18-24 (24%), 39-45 (11%),
and 45 and older (8%). With respect to educational background,
the largest proportion of participants held a high school diploma
(45%), followed by elementary education (28%), associate degree
(18%), bachelor’s degree (6%), and master’s degree (3%). In terms
of departmental distribution, the largest group worked in the food
and beverage department (55%), followed by reception (28%),
entertainment (11%), and guest relations (6%). As for tenure at
their current organization, the majority of employees had between
1 and 3 years of experience (31%). Those with less than 1 year
accounted for 24%, followed by 4-6 years (17%), 7-9 years (16%),
and 10 years or more (11%).
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4.2 Measurement model

In the study, the outer model was evaluated first, followed
by an assessment of the inner model. The outer model analysis
focused on reliability and construct validity criteria in detail.
The results of the outer model are presented in Table 2. During
the examination of the outer model, outer loadings were
analyzed first. According to the findings, all outer loadings
exceeded 0.70 and were statistically significant at the 0.05
level, indicating acceptable item reliability. Additionally, the
composite reliability (CR) and Cronbach’s alpha coefficients
for each construct were above 0.70, demonstrating internal
consistency among the constructs. Furthermore, all constructs
had average variance extracted (AVE) values above 0.50,
confirming convergent validity (Hair et al, 2019). Two main
approaches were used to assess discriminant validity (Table 3).
(1981) criterion,
the square root of each constructs AVE was found to be

First, following the Fornell and Larcker
greater than its correlations with other constructs, supporting
discriminant validity. Second, the Heterotrait-Monotrait ratio
(HTMT) was evaluated. HTMT values were below 0.85, further
confirming discriminant validity (Henseler et al, 2015). In
conclusion, the outer model analysis indicated that the reliability
and validity criteria were met, with item reliability, internal
consistency, convergent validity, and discriminant validity all at
satisfactory levels.

4.3. Inner model

Following the confirmation of validity in the outer model
analysis, the inner structure of the model was examined,
and analyses were conducted to test the research hypotheses.
In the evaluation process of the inner model results, the
first step was to examine whether multicollinearity existed
among the variables (Hair et al, 2022). As shown in Table 4,
all VIF values being below 5 indicates that there is no
multicollinearity problem in the model. To test the hypotheses,
the bootstrapping method, one of the resampling techniques,
was used, with the number of bootstrap subsamples set to
5,000. To evaluate the model’s overall fit, the standardized root
mean square residual (SRMR) metric was considered. The SRMR
value was calculated as 0.032, which is well below the 0.08
threshold suggested by Henseler et al. (2016), indicating that
the model exhibits an acceptable level of fit. In the evaluation
of the hypotheses, the model’s explanatory and predictive
power were assessed by taking into account path coefficients
(B), impact size (f?), the determination coefficient (R?) and
Q? values.

According to the structural model findings presented in Table 4,
three hypotheses were tested, each yielding statistically significant
results. The variables Deep Acting and Surface Acting explain
37.3% of the variance in burnout (R* = 0.373). Additionally, the Q?
value was calculated as 0.370, indicating good predictive relevance
of the explanatory variables. The effect of Deep Acting on burnout
(D-Act — BRNT) is negative and statistically significant (8 =
—0.087, t = 3.897, p < 0.001). The impact size of the relation in
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question was calculated to be f2 = 0.012. Although the impact
size is small, the results support hypothesis Hla. Surface Acting
emerged as the strongest predictor of burnout (S-Act — BRNT)
with a strong and positive relationship (8 = 0.592, t = 25.680,
p < 0.001). The impact size (f> = 0.549) indicates that surface
acting has a substantial effect on burnout. Based on these findings,

hypothesis H1b is supported as well. Moreover, the effect of
burnout on work alienation was found to be strong and statistically
significant (8 = 0.775, t = 59.993, p < 0.001). The coefficient
of determination (R*) for work alienation was 0.603, indicating
that burnout explains 60% of the variance in work alienation.
The impact size (f> = 1.521) reflects a strong predictive power,
confirming that burnout is a key determinant of work alienation.
Additionally, the Q* value of 0.294 suggests that the model has
high explanatory and predictive power. Based on these findings,

hypothesis H2 is also supported. below presents a detailed
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version of the model, exploring the factors that may affect burnout
and their interactions.

analyzes the role of managerial support and service
orientation, as well as their interactions with emotional labor
constructs (D-Act/S-Act) in predicting burnout. Together, D-Act,
S-Act, Man-Supp, Serv-Orien and their interactions explain 74%
0.74). In addition, the Q?
value of 0.741 indicates that the model’s predictive performance

of the variance in burnout (R?

is quite strong, confirming its strong forecasting power.

shows that the direct effect of deep acting on burnout (D-Act
— BRNT) is positive (8 = 0.136, t = 7.419). The moderation
analysis reveals that the negative effect typically associated with
deep acting on burnout shifts in a positive direction under certain
conditions. This suggests that deep acting does not always reduce
burnout directly and, in some contexts, may even contribute
to increased levels of burnout. On the other hand, surface
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TABLE 1 Demographic findings (n = 1,252).

Variables Items n Percentage (%)
Gender Female 549 44
Male 703 56
Marital Status | Married 513 41
Single 739 59
Age 18-24 299 24
25-31 376 30
32-38 338 27
39-45 138 11
45 and above 101 8
Education Elementary 351 28
High school 563 45
Associate degree 225 18
Bachelor’s 71 6
Master’s 42 3
Department Food and beverage 685 55
Reception 348 28
Customer relations 77 6
Entertainment 142 11
Tenure Less than a year 304 24
1-3 years 385 31
4-6 years 218 17
7-9 years 205 16
10 years and above 140 11

acting remains one of the strongest predictors (8 = 0.475, t
= 29.522) and increases burnout levels. The findings in Table 5
also indicate that Man-Supp and Serv-Orien factors may also
moderate this relationship. The direct effect of managerial support
on burnout (Man-Supp — BRNT) was found to be strong and
negative (8 = —0.431, t = 19.362). This indicates that managerial
support serves as a direct protective factor against burnout.
Similarly, service orientation (Serv-Orien — BRNT) appears as
a mitigating factor in relation to burnout (8 = —0.190, t =
7.700). These results demonstrate that both managerial support
and service orientation significantly reduce employees levels
of burnout.

According to the results presented in Table 5, the interaction
effects of Man-Supp and Serv-Orien partially buffer the amplifying
effects of emotional labor strategies (D-Act/S-Act) on burnout.
The interaction between Serv-Orien x S-Act (8 = —0.136, t =
5.833) indicates that employees with high service orientation are
able to partially mitigate the negative impact of surface acting
on burnout (H3a). The interaction of Man-Supp x D-Act (8 =
—0.179, t = 9.462) shows that managerial support buffers the
positive effect of deep acting on burnout and plays a significant
moderating role in reducing employees’ burnout levels (H4b).
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Similarly, the interaction of Man-Supp x S-Act (8 = —0.152, ¢
= 7.249) demonstrates that the presence of managerial support
partially reduces the burnout-inducing effect of surface acting
(H4a). Lastly, the interaction of Serv-Orien x D-Act (8 = —0.063,
t = 2.914) suggests that service-oriented employees can use deep
acting more effectively, though the moderating effect remains
relatively weak (H3b). These findings support hypotheses H3a,
H3b, H4a, and H4b. The results presented in Table 5 indicate
that both organizational factors such as managerial support and
individual traits such as service orientation interact with emotional
labor strategies to reduce burnout.

Table 6 presents the results of the mediation analysis examining
the effects of deep and surface acting on work alienation through
burnout. The total effect of deep acting on work alienation (D-Act
— W-Alien) was found to be negative and statistically significant
(B = —0.196, t = 8.863). The total effect of surface acting on
work alienation (S-Act — W-Alien) was found to be positive and
statistically significant (8 = 0.500, t = 23.491, p < 0.05). These
results support hypotheses H5 and H5b. The indirect effect of deep
acting on work alienation through burnout (D-Act — BRNT —
W-Alien) was also statistically significant (8 = —0.060, t = 3.752,
p < 0.05). This indicates that deep acting reduces work alienation
in part by lowering burnout. This finding supports the presence
of partial mediation by burnout in the relationship between deep
acting and work alienation. Thus, it supports hypothesis H6a. The
indirect effect of surface acting on work alienation through burnout
(S-Act — BRNT — W-Alien) was statistically significant as well (8
= 0417, t = 19.884, p < 0.001). This finding shows that surface
acting increases work alienation substantially through burnout.
Accordingly, hypothesis H6b is also supported at the level of partial
mediation.

Table 7 presents the results of the moderated mediation
analysis. This analysis tested how managerial support and service
orientation function as moderators in the indirect effect of
emotional labor strategies (D-Act/S-Act) on work alienation
through burnout. The findings indicate that deep acting affects
work alienation positively (D-Act - BRNT — W-Alien) through
burnout (8 = 0.097; t = 7.107; p < 0.001). While the results of the
mediation analysis in Table 6 reveal that deep acting generally tends
to reduce work alienation, this apparent strategy does not always
provide a “fully protective effect.” The findings also emphasize the
importance of moderating (regulatory) variables. The interaction
between deep acting and managerial support (Man-Supp x D-Act)
significantly reduced burnout (8 = —0.125; t = 9.264; p < 0.001)
and, in turn, work alienation. This shows that managerial support
mitigates the emotional costs associated with deep acting. Similarly,
the interaction between service orientation and deep acting (Serv-
Orien x D-Act) partially decreases burnout (8 = —0.045; t =
2.954; p < 0.05) and reduces work alienation in addition. Surface
acting was found to increase work alienation through burnout.
The emotional dissonance that results from expressing inauthentic
emotions contributes to intense burnout and subsequently leads
to alienation. However, the interaction between surface acting and
managerial support (Man-Supp x S-Act) leads to a negative effect
on work alienation through burnout (8 = —0.106; t = 7.008; p <
0.001). Similarly, the interaction between surface acting and service
orientation (Serv-Orien x S-Act) reduces work alienation through
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TABLE 2 Result of outer model.

Construct ltems Outer loadings tvalues o CR AVE ‘
Deep acting I make an effort to genuinely feel the emotions I am required to display 0.911 130.873* 0.900 | 0.938 | 0.766
I try my best to actually feel the emotions I need to show to guests 0.783 47.280*
I put intense effort into feeling the emotions I must show to guests 0.894 106.505*
I strive to truly feel the emotions I am obliged to display to guests 0.907 118.967*
Surface acting My smile is often not sincere 0.901 175.744* 0.936 | 0938 | 0.759
I fake the emotions I show when dealing with customers 0.804 72.794*
I feel as if T have a split personality when interacting with customers because 0.850 103.903*
Tact not like myself at all
I put on an act in order to deal with customers in an appropriate way 0.879 132.208*
Iput on a mask in order to express the right emotions for my job 0.894 142.266*
I display emotions that I am not actually feeling 0.895 145.305*
Burnout How often do you feel tired? 0.911 153.651* 0.956 | 0.956 | 0.791
How often are you physically exhausted? 0.827 105.409*
How often are you emotionally exhausted? 0.888 148.673*
How often do you think: “I can’t take it anymore”? 0.891 171.389*
How often do you feel worn out? 0.892 150.363*
How often do you feel weak and susceptible to illness? 0.898 157.281*
How often do you feel tired? 0.916 197.184*
Service orientation I voluntarily assist customers even if it means going beyond job requirement 0.895 144.830* 0.924 | 0925 | 0.767
T help customers with problems beyond what is expected or required 0.835 87.339*
T often go above and beyond the call of duty when serving customers 0.875 116.535*
T willingly go out of his/her way to make a customer satisfied 0.871 119.165*
I frequently go out the way to help a customer 0.902 153.483*
Managerial support | My supervisor will help employees solve work-related problems 0.924 186.167* 0952 | 0955 | 0.807
My supervisor encourages employees to develop new skills 0.844 102.842*
My supervisor will praise good work performance 0.890 132.642*
My supervisor cares about employees’ feelings and thoughts 0.880 125.972*
My supervisor cares about my overall satisfaction with the job 0.918 166.294*
My supervisor will seriously consider my goals and values 0.932 211.909*
Work alienation 1 do not enjoy my work; I just put in my time to get paid 0.888 132.012* 0.954 | 0.955 | 0.756
Facing my daily tasks is a painful and boring experience 0.821 86.133*
Work to me is more like a chore or burden 0.845 94.878*
I feel estranged/disconnected from myself 0.852 95.170*
T often wish I were doing something else 0.872 122.125*
Over the years I have become disillusioned about my work 0.879 136.781*
T do not feel like putting in my best effort at work 0.894 150.689*
1 do not feel connected to the events in my workplace 0.903 148.449*

a = Cronbach’s Alpha. *p < 0.001.

burnout (8 = —0.096; t = 5.749; p < 0.001). The structural model 5 DiSCUSSion

of the study is presented in Figure 2. These results show that both

managerial support and service orientation have the potential to Conducted with the participation of frontline employees in
mitigate the negative emotional consequences of surface acting.  the hospitality sector, this study aimed to examine, within an
Overall, the findings support hypotheses H7a, H7b, H7c,and H7d.  integrated model framework, the mediating role of burnout in the
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TABLE 3 Results of discriminant validity.

10.3389/fpsyg.2025.1668413

Fornell-Larcker Man-Supp Serv-Orien
D-Act 0.875

S-Act —0.136 0.871

BRNT —0.166 0.604 0.890

Man-Supp 0.500 —0.139 —0.554 0.898

Serv-Orien 0.566 —0.282 —0.564 0.682 0.876
W-Alien —0.264 0.527 0.777 —0.530 —0.571 0.870
HTMT

1. Deep acting

2. Surface acting 0.140

3. Burnout 0.169 0.638

4. Managerial support 0.541 0.146 0.579

5. Service orientation 0.616 0.302 0.600 0.728

6. Work alienation 0.274 0.556 0.813 0.555 0.609

The diagonal values in bold are square roots of AVEs. BRNT, Burnout; D-Act, Deep acting; Man-Supp, Managerial support; Serv-Orien, Service orientation; S-Act, Surface acting; W-Alien,

Work alienation.

TABLE 4 Result of structural model.

Relation Path coefficients tvalues p values Bias corrected
LB UB
D-Act — BRNT —0.087 3.897 0.000 —0.131 —0.045 1.019 0373 0.012 0370
S-Act — BRNT 0.592 25.680 0.000 0.547 0.636 1.019 0.549
BRNT — W-Alien 0.775 59.993 0.000 0.751 0.801 1.000 0.603 1.521 0.294

BRNT, Burnout; D-Act, Deep acting; S-Act, Surface acting; W-Alien; Work alienation.

TABLE 5 Results of moderation analysis.

Relation Path coefficients tvalues Confidence intervals
Lower Upper

D-Act — BRNT 0.136 7.419 0.098 0.170 0.74 0.044 0.741
S-Act — BRNT 0.475 29.522 0.443 0.507 0.770

Man-Supp — BRNT —0.431 19.362 —0.473 —0.387 0.371

Serv-Orien — BRNT —0.190 7.700 —0.239 —0.141 0.062

Serv-Orien x $-Act — BRNT —0.136 5.833 —0.179 —0.088 0.056

Man-Supp x D-Act — BRNT —0.179 9.462 —0.216 —0.141 0.072

Man-Supp x S-Act — BRNT —0.152 7.249 —0.194 —0.112 0.049

Serv-Orien x D-Act — BRNT —0.063 2914 —0.105 —0.020 0.007

BRNT, Burnout; D-Act, Deep acting; Man-Supp, Managerial support; Serv-Orien, Service orientation; S-Act, Surface acting; ‘W-Alien, Work alienation.

relationship between emotional labor strategies (deep acting and
surface acting) and work alienation, as well as the moderating
effects of service orientation and managerial support in this process.
The overall findings reveal the complex relationship between
emotional labor and work alienation. First of all, the two emotional
labor strategies (deep acting and surface acting) were found to

Frontiersin Psychology

have opposite effects on burnout and work alienation. Surface
acting was found to increase both burnout and work alienation,
whereas deep acting mitigated these negative outcomes. More
importantly, burnout was identified to have a partial mediating
role in the relationship between both emotional labor strategies and
work alienation.
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TABLE 6 Results of mediation analysis.

10.3389/fpsyg.2025.1668413

Relation Indirect p  Type of mediation
effect

D-Act — BRNT — W-Alien —0.060 3.752* 0.00 - - - —0.196 8.863* 0.00 Partial mediation

D-Act — W-Alien - - - —0.136 9.128*

S-Act — BRNT — W-Alien 0.417 19.884* | 0.00 - - - 0.500 23.491* | 0.00 | Partial mediation

S-Act — W-Alien - - - 0.083 3.912*

BRNT, Burnout; D-Act, Deep acting; S-Act, Surface acting; W-Alien, Work alienation. *p < 0.001.

Another critical contribution of the study lies in signifying
that this negative spiral can be interrupted. Findings revealed
that both service orientation, as an individual resource, and
managerial support, as an organizational resource, significantly
buffered the detrimental effects of emotional labor on burnout
and, consequently, on work alienation. Service orientation and
managerial support functioned as protective buffers in the
relationship between emotional labor and burnout, reducing
the exhausting impact of surface acting while reinforcing the
protective impact of deep acting. Additionally, these individual
and organizational protective factors also exhibited moderating
effects on the mediation path of burnout, offering valuable
insights regarding potential intervention points. This study further
provides an empirical roadmap for identifying which individual
and organizational resources should be strengthened to mitigate
the negative consequences by emphasizing the importance of
emotional labor management for the psychological wellbeing and
organizational attitudes of service employees.

5.1 Theoretical implications

The findings of this study contribute to the existing literature
in three main ways. First, the results demonstrate that employees
experience different outcomes in terms of burnout and, through
burnout, work alienation depending on the emotional labor
strategy they adopt. The findings reveal that surface acting increases
burnout and, through burnout, work alienation, whereas deep
acting reduces both. In this way, the prevailing view that emotional
labor is an inherently stressful process with negative outcomes
(Hochschild, 1983; Grandey, 2000) is differentiated based on
specific emotional labor strategies (surface acting and deep acting).
The study elucidates which emotional labor strategies, under
organizational display rules, become resource-depleting processes.
In surface acting, employees must suppress genuine emotions
while pretending to feel emotions they do not actually experience.
When employees fail to cope directly with the stress arising
from displaying unfelt emotions (Hochschild, 1983) this emotional
discrepancy accelerates resource depletion and adds to burnout.
Burnout, in turn, creates a psychological condition that distances
employees from their work, thereby reinforcing work alienation
(Akar, 2018; Conway et al., 2018; Inandi and Biiyiikozkan, 2022;
Khan et al., 2019; Oztiirk Ciftgi, 2021). Sun et al. (2025) reported
that surface acting directly leads employees toward exhaustion by
creating emotional dissonance and ultimately strengthens turnover
intention. Conversely, deep acting enhances emotional alignment
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through the internalization and meaning making of displayed
emotions, limiting resource erosion and consequently reducing
burnout and alienation. This finding highlights the decisive role
of contextual factors such as person-role fit and the congruence
between display rules and self-image norms. From the perspective
of the Conservation of Resources (COR) theory (Hobfoll, 1989),
employees strive to protect and enhance their valuable resources.
When there is congruence between emotional display rules and
self-image, deep acting can enhance emotional coherence and slow
down the resource-loss spiral, whereas surface acting accelerates
resource loss. In particular, the detrimental effects of surface acting
intensify as the discrepancy between self-image and organizational
display rules deepens, while the protective effects of deep acting
become more evident as this congruence increases. Thus, the
findings identify which emotional labor strategies, and under which
conditions, transform into processes that deplete resources.

Secondly, drawing on the Job Demands-Resources (JD-
R) model, the study incorporates two fundamental moderating
variables in the relationship between emotional labor and burnout:
service orientation (a personal resource) and managerial support
(a job resource). Research on emotional labor has traditionally
emphasized that surface acting, in particular, constitutes a major
stressor that leads to burnout through emotional dissonance and
resource depletion (Amissah et al., 2021; Hur et al., 2013; Jeung
etal., 2018; Lv et al., 2012; Satyanarayana and Shanker, 2012; Zhang
et al, 2018). The study sought to address the question: “Which
factors can buffer this negative effect?” Accordingly, the study
aimed to contribute to the literature by examining the protective
mechanisms of individual (service orientation) and organizational
(managerial support) resources. The findings confirm that both
factors serve as significant buffers against the detrimental effects of
emotional labor on burnout.

It was found in this study that service orientation significantly
weakened the effects of both surface acting and deep acting on
burnout. This finding supports the positive associations between
service orientation and personality traits that cultivates emotional
resilience reported by Donavan (1999), Kosker et al. (2019), and
Tekin and Kalkan (2017). Employees with a high level of service
orientation experience less emotionally draining feelings during
service delivery (Bakar et al., 2020), are able to limit the potential
negative consequences of surface acting in customer relations
(Coban and Aytemiz Seymen, 2019), and more often employ deep
acting to strengthen emotional alignment, which in turn reduces
emotional burnout. Similarly, the negative relationship between
service orientation and burnout (Yoo et al., 2015) and evidence
suggesting that enhancing service orientation may reduce burnout
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TABLE 7 Results of moderated mediation analysis.

Relation Specific indirect effect t fo)

D-Act — BRNT — W-Alien 0.097 7.107 0.000
S-Act — BRNT — W-Alien 0.334 21.286 0.000
Man-Supp — BRNT — W-Alien —0.303 17.375 0.000
Serv-Orien — BRNT — W-Alien —0.135 7.532 0.000
Man-Supp x S-Act — BRNT — W-Alien —0.106 7.008 0.000
Man-Supp x D-Act — BRNT — W-Alien —0.125 9.264 0.000
Serv-Orien x D-Act — BRNT — W-Alien —0.045 2.954 0.003
Serv-Orien x S-Act — BRNT — W-Alien —0.096 5.749 0.000

BRNT, Burnout; D-Act, Deep acting; Man-Supp, Managerial support; Serv-Orien, Service orientation; S-Act, Surface acting; W-Alien, Work alienation.
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Result of hypothesized moderated mediation. **p < 0.001; *p < 0.01.
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by promoting deep rather than surface acting (Igbojekwe, 2017; Lee
et al,, 2018; Yang et al., 2020) further support our results. Within
this framework, service orientation can be regarded as an important
personal resource that lowers the psychological costs generated by
emotional labor. Furthermore, perceived managerial support was
also found to serve as a strong buffer in the relationship between
emotional labor and burnout. The literature provides consistent
evidence that managerial support reduces burnout (Blanch and
Aluja, 2012; Bektas and Peresadko, 2013; Cheng et al., 2025;
Khatatbeh et al,, 2020; Qotimah et al., 2021) and influences
employees” preferences for deep versus surface acting as well as
their sense of job satisfaction (Lee et al., 2012; Hur et al,, 2013).
Recent studies also point out that managerial support enhances job
satisfaction and encourages deep acting, reducing surface acting
and burnout (Altas et al., 2024).

Third, the findings of this study extend the current
understanding of emotional labor by revealing the critical
moderating roles of personal (service orientation) and
organizational (managerial support) resources in the indirect effect
of emotional labor strategies on work alienation. The research
model demonstrated that both service orientation and managerial
support function as moderating (buffering) mechanisms along the
deep/surface acting — burnout — work alienation pathway. In
particular, managerial support reduces work alienation by lowering
burnout, while service orientation produces a similar protective
effect by attenuating the influence of emotional labor on burnout.
Thus, the mixed findings regarding the negative consequences of
emotional labor are reinterpreted within an integrative framework
that clarifies, for whom and under which conditions these effects
intensify. Within this framework, the results offer a comprehensive
explanation of how the adverse outcomes of emotional labor can
be effectively buffered by the resources that employees possess and
those provided by the organization.

The results obtained from this study advance the JD-R
model within the context of emotional labor. The literature has
consistently shown that surface acting, due to the suppression
of genuine emotions, constitutes a resource-depleting demand
(Amissah et al., 2021; Ha et al, 2021; Kurt et al., 2019; Lee,
2019; Lu and Guy, 2019; Sun et al., 2025; Zhang et al., 2018).
The findings not only confirm this fundamental relationship
but also reveal the mechanisms of two specific resources that
break the “demands — burnout — alienation” chain. As a
personal resource, service orientation, and as an organizational
resource, managerial support, both function as buffers against
burnout, reducing the psychological costs of emotional labor and
ultimately lowering the risk of work alienation. Job demands
such as emotional display rules and intense customer contact
require continuous self-regulation, which can trigger burnout
through resource depletion (Tummers and Baklker, 2021). Surface
acting, in particular, accelerates resource erosion as a result
of displaying unfelt emotions and suppressing genuine ones
(Yikilmaz et al, 2024; Zhang et al, 2018). Our findings
demonstrate that service orientation, as a personal resource, and
managerial support, as an organizational resource, both serve
buffering functions along this demand-burnout pathway. Service
orientation, due to their intrinsic predisposition, operates as
a protective mechanism by enabling individuals to cope more
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effectively with emotional demands and to favor the less resource-
depleting deep acting strategy. Managerial support, on the other
hand, functions as an external resource that balances employees’
emotional load and provides a stabilizing mechanism against strain.
The simultaneous confirmation of these two factors within a
single model highlights two complementary intervention axes in
mitigating the adverse outcomes of emotional labor: recruitment
practices emphasizing person-job fit, and management practices
centered on supportive leadership.

In conclusion, this study contributes to the literature on
the emotional labor—burnout—work alienation relationship
by jointly addressing its mechanisms of influence through (1)
the parallel buffering effects of personal and organizational
resources, (2) the quality of emotional regulation strategies,
and (3) the JD-
R/COR frameworks. In doing so, the study moves beyond

resource dynamics grounded in the
explaining “how much” emotional labor exhausts employees
to show which employees and wunder which conditions
it does so; which allows for the theoretical definition of
boundary conditions and the practical design of targeted
managerial tools (improving managerial support, strengthening

service orientation).

5.2 Practical implications

This
which
regulate their emotions (deep vs. surface acting) influence

that
hospitality

research study demonstrates the ways in

frontline employees in organizations

employee wellbeing and provide clear, actionable insights

for managing the negative consequences of emotional

labor. Given the dynamic nature of the work environment,
employees need both personal and organizational resources

to cope with emotional demands. The present study
identified service orientation and managerial support as
critical resources that alleviate the detrimental effects of

emotional labor on burnout and work alienation. Within this
framework, several practical implications can be derived from
the findings.

First of all, service orientation should be considered a
critical selection criterion in recruitment and hiring processes.
As supported by Donavan (1999), Kosker et al. (2019), and
Tekin and Kalkan (2017), individuals with high service orientation
exhibit personality traits that foster emotional resilience. Therefore,
interviewers should include situational questions that allow
candidates to demonstrate their service-oriented attitudes and
previous experiences. Second, training programs should be
organized to strengthen existing employees’ service orientation
and emotional resilience. The findings of Bakar et al. (2020)
and Yoo et al. (2015) indicate that service orientation reduces
emotionally exhausting experiences and is negatively related to
burnout. Accordingly, training that cultivates emotional awareness,
empathy, and stress management skills can protect employees from
the adverse effects of surface acting and promote deep acting, a
more authentic form of emotional engagement. These types of
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programs can help employees manage their emotional capital as a
personal resource.

Upper management should also be encouraged and trained
to provide managerial support to their subordinates. First,
managers must be aware of the psychological costs associated with
emotional labor and ensure that employees have the necessary
resources, such as time, recognition, and flexibility, to cope with
these costs. Prior studies (Blanch and Aluja, 2012; Bektas and
Peresadko, 2013; Khatatbeh et al., 2020) confirm that managerial
support directly reduces burnout. Second, managers should be
equipped with the skills to observe employees’ emotional states
and provide constructive emotional feedback. Evidence from
Altas et al. (2024), Cheng et al. (2025), Lee et al. (2012),
and Hur et al. (2013) demonstrated that managerial support
can influence employees’ deep acting/surface acting preferences.
Managers should, therefore, reinforce employees™ self-efficacy by
recognizing their achievements and offering positive feedback,
while creating a psychologically safe environment that encourages
authentic emotional expression.

Managers should recognize emotional labor as a job demand
and take proactive measures to counterbalance the resource
depletion it causes. Within the framework of the Job Demands-
(JD-R) model,
must be offset by resources such as service orientation and

Resources resource-draining job demands
managerial support. In this context, managers may implement
measures such as providing “cool-down periods” after emotionally
demanding shifts or establishing peer support groups following
difficult customer interactions. As pointed out by Zhang et al.
(2018) and VYikilmaz et al. (2024), such practices can slow
the resource erosion caused by surface acting. Overall, this
research study offers an empirically grounded roadmap for
managers seeking to design work environments that minimize
the psychological costs of emotional labor. The proposed
model is based on two complementary strategies: (1) selecting
employees with high service orientation during recruitment
and (2)
organizations. This dual approach is expected to protect

fostering supportive managerial practices within

employees’ psychological ~wellbeing while simultaneously

enhancing service quality.

5.3 Limitations and future research
direction

Despite the significant contributions of this study, several
limitations should be carefully considered and addressed in future
research. The sample was limited to frontline roles in the hospitality
sector in Tirkiye. Because emotional display rules, the intensity
of customer contact, and the nature of service processes vary
across industries, the generalizability of the findings may be limited.
Therefore, multi-sectoral research designs that include diverse
service domains such as healthcare, banking, education, retail,
and aviation are recommended. The use of data collected from
a single country also constrains the examination of cross-cultural
variability (e.g., normative expectations, the rigidity of display rules
and so on). Future studies incorporating cross-cultural comparative
designs would enhance the universality of the findings. This
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study demonstrated that surface acting can be detrimental while
deep acting may be protective depending on contextual factors,
and that service orientation and managerial support buffer the
relationship between emotional labor and burnout. It is suggested
future research explore this buffering mechanism more deeply by
testing moderated moderation (i.e., three-way interaction) models.
In this context, it would be valuable to investigate whether the
protective effects of service orientation and managerial support are
themselves contingent on other conditions. For example, person-
organization fit (as a third-level moderator) could be tested to
determine if it strengthens (or weakens) the buffering capacity
of service orientation and managerial support on the emotional
labor-burnout relationship. To that end, multilevel models that
simultaneously account for individual, team, and organizational
levels, as well as conditional indirect effect analyses (moderated
mediation), are recommended. Furthermore, experimental studies
are also strongly recommended to increase the causal validity of
the practical implications. Specifically, testing whether programs
designed to strengthen service orientation through selection,
placement, and training, as well as supportive leadership practices,
can enhance the use of deep acting and reduce surface acting and
burnout would provide a valuable contribution to the field.

Data availability statement

The raw data supporting the conclusions of this article will be
made available by the authors, without undue reservation.

Ethics statement

The studies involving humans were approved by Akdeniz
University—Social and Human Sciences Scientific Research and
Publication Ethics Committee, Permission document number:
E-55578142-050.99-1096316.  The
in accordance with the local legislation and institutional

studies were conducted
requirements. The participants provided their written informed

consent to participate in this study.

Author contributions

EU: Conceptualization, Data curation, Formal analysis,
Methodology,
administration, Resources, Software, Supervision, Validation,

Funding acquisition, Investigation, Project
Visualization, Writing — original draft, Writing — review & editing.
OAT: Conceptualization, Investigation, Resources, Software,
Visualization, Writing - original draft, Writing - review &
editing. HA: Conceptualization, Data curation, Formal analysis,
Methodology, Validation, Visualization, Writing - original draft,

Writing - review & editing.

Funding

The author(s) declare that no financial support was received for
the research and/or publication of this article.

frontiersin.org


https://doi.org/10.3389/fpsyg.2025.1668413
https://www.frontiersin.org/journals/psychology
https://www.frontiersin.org

Ungiiren et al.

The authors declare that the research was conducted in the
absence of any commercial or financial relationships that could be
construed as a potential conflict of interest.

The author(s) declare that no Gen Al was used in the creation
of this manuscript.

Any alternative text (alt text) provided alongside figures in
this article has been generated by Frontiers with the support of

Abrian, Y., Fansurya, A. H,, Fadilah, R., Adnan, M. F., Adrian, A, Surenda, R, et al.
(2024). The challenge of customer-oriented and emotional labor demand for hospitality
internship students. Cogent. Educ. 11. doi: 10.1080/2331186X.2024.2393927

Ahmed, M. J. (2022). Emotional labor: the elusive aspect of workplace exploitation
(Master Thesis). Marmara University, Istanbul, TR.

Aiken, M., and Hage, J. (1966). Organizational alienation: a comparative analysis.
Am. Sociol. Rev. 31, 497-507. doi: 10.2307/2090773

Akar, H. (2018). The relationships between quality of work life, school alienation,
burnout, affective commitment and organizational citizenship: a study on teachers.
Eur. J. Educ. Res. 7, 168-180. doi: 10.12973/eu-jer.7.2.169

Altas, S. S., Gundiiz Cekmecelioglu, H., Konakay, G., and Giinsel, M. (2024).
Relationships among supervisor support, autonomy, job satisfaction and emotional
labor on nurses within the Turkey context of healthcare services. Front. Psychol.
14:1303170. doi: 10.3389/fpsyg.2023.1303170

Amissah, E. F., Blankson-Stiles-Ocran, S., and Mensah, 1. (2021). Emotional labour,
emotional exhaustion and job satisfaction in the hospitality industry. J. Hosp. Tour.
Insights. 5, 805-821. doi: 10.1108/JHTI-10-2020-0196

Ashforth, B. E., and Humphrey, R. H. (1993). Emotional labor in service roles: the
influence of identity. Acad. Manage. Rev. 18, 88-115. doi: 10.5465/amr.1993.3997508

Babakus, E., and Yavas, U. (2012). Customer orientation as a buffer against job
burnout. Serv. Ind. J. 32, 5-16. doi: 10.1080/02642069.2010.545396

Babakus, E., Yavas, U., and Ashill, N. (2011). Service worker burnout and turnover
intentions: roles of person-job fit, servant leadership, and customer orientation. Serv.
Mark. Q. 32, 17-31. doi: 10.1080/15332969.2011.533091

Bakar, R. M., Jufri, M., and Tadjuddin, F. (2020). “Customer service orientation
emotional labor strategy and emotional exhaustion,” in Proceedings of the 3rd
International Conference on Education, Science, and Technology (ICEST 2019).
Presented at the 3rd International Conference on Education, Science, and Technology
(ICEST 2019) (Dordrecht: Atlantis Press), p. 83-87. doi: 10.2991/assehr.k.201027.018

Bakker, A. B., and Demerouti, E. (2017). Job demands-resources theory: taking stock
and looking forward. J. Occup. Health Psychol. 22, 273-285. doi: 10.1037/0cp0000056

Basim, H. N., and Begenirbag, M. (2012). Calisma yasaminda duygusal emek: Bir
6lgek uyarlama galismasi. Yonet. ve Ekon. Derg. 19, 77-90.

Basu, R., and Green, S., G. (1997). Leader-member exchange and transformational
leadership: an empirical examination of innovative behaviors in leader-member
dyads. J. Appl. Soc. Psychol. 27, 477-499. doi: 10.1111/j.1559-1816.1997.tb0
0643.x

Bektas, C., and Peresadko, G. (2013). Frame of workplace guidance how to
overcome burnout syndrome: a model suggestion. Procedia Soc. Behav. Sci. 84,
879-884. doi: 10.1016/j.sbspro.2013.06.666

Bettencourt, L. A., and Brown, S. W. (1997). Contact employees: relationships
among workplace fairness, job satisfaction and prosocial service behaviors. J. Retail.
73, 39-61. doi: 10.1016/50022-4359(97)90014-2

Billeter-Koponen, S., and Fredén, L. (2005). Long-term stress, burnout and patient-
nurse relations: qualitative interview study about nurses? experiences. Scand. J. Caring
Sci. 19, 20-27. doi: 10.1111/j.1471-6712.2005.00318.x

Birkeland, M. S., Nielsen, M. B., Hansen, M. B., Knardahl, S., and Heir, T. (2017).
Like a bridge over troubled water? A longitudinal study of general social support,
colleague support, and leader support as recovery factors after a traumatic event. Eur.
J. Psychotraumatol. 8:1302692. doi: 10.1080/20008198.2017.1302692

Frontiersin

18

10.3389/fpsyg.2025.1668413

artificial intelligence and reasonable efforts have been made to
ensure accuracy, including review by the authors wherever possible.
If you identify any issues, please contact us.

All claims expressed in this article are solely those of the
authors and do not necessarily represent those of their affiliated
organizations, or those of the publisher, the editors and the
reviewers. Any product that may be evaluated in this article, or
claim that may be made by its manufacturer, is not guaranteed or
endorsed by the publisher.

Blanch, A., and Aluja, A. (2012). Social support (family and supervisor),
work—family conflict, and burnout: sex differences. Hum. Relat. 65, 811-833.
doi: 10.1177/0018726712440471

Bourgoin Boucher, K., Ivers, H., and Biron, C. (2024). Mechanisms explaining
the longitudinal effect of psychosocial safety climate on work engagement and
emotional exhaustion among education and healthcare professionals during the
COVID-19 Pandemic. Int. J. Environ. Res. Public Health 21:698. doi: 10.3390/ijerph210
60698

Brislin, R. W. (1976). Comparative research methodology: cross-cultural studies.
Int. J. Psychol. 13, 215-229. doi: 10.1080/00207597608247359

Brotheridge, C. M., and Grandey, A. A. (2002). Emotional labor and burnout:
comparing two perspectives of “people work”. J. Vocat. Behav. 60, 17-39.
doi: 10.1006/jvbe.2001.1815

Brown, T. J.,, Mowen, J. C., Donavan, D. T., and Licata, J. W. (2002). The
customer orientation of service workers: personality trait effects on self-and supervisor
performance ratings. J. Mark. Res. 39, 110-119. doi: 10.1509/jmkr.39.1.110.18928

Cha, S. E., Hewlin, P. F,, Roberts, L. M., Buckman, B. R,, Leroy, H., Steckler,
E. L, et al. (2019). Being your true self at work: integrating the fragmented
research on authenticity in organizations. Acad. Manag. Ann. 13, 633-671.
doi: 10.5465/annals.2016.0108

Chan, K. W, and Wan, E. W. (2012). How can stressed employees deliver better
customer service? The underlying self-regulation depletion mechanism. J. Mark. 76,
119-137. doi: 10.1509/jm.10.0202

Chang, M.-L. (2020). Emotion Display rules, emotion regulation, and teacher
burnout. Front. Educ. 5:90. doi: 10.3389/feduc.2020.00090

Chang, M. L. (2013). Toward a theoretical model to understand teacher emotions
and teacher burnout in the context of student misbehavior: appraisal, regulation and
coping. Motiv. Emot. 37,799-817. doi: 10.1007/s11031-012-9335-0

Charoensukmongkol, P., Mogbel, M., and Gutierrez-Wirsching, S. (2016). The role
of coworker and supervisor support on job burnout and job satisfaction. . Adv. Manag.
Res. 13, 4-22. doi: 10.1108/JAMR-06-2014-0037

Chayomchai, A. (2020). Leadership and organizational structure affecting
employees’ behaviors: a study on job satisfaction, work engagement and organizational
citizenship behavior of y-generation. Thais. Int. J. Manag. 11, 44-53.

Chehab, O., Ilkhanizadeh, S., and Bouzari, M. (2021). Impacts of job standardisation
on restaurant frontline employees: mediating effect of emotional labour. Sustainability
13:1525. doi: 10.3390/su13031525

Chen, G., and Wei, J. (2023). How self-verification striving affects creative
performance: the moderating effect of authentic leadership and the mediating effect of
taking charge. Leadersh. Organ. Dev. ]. 44, 350-370. doi: 10.1108/LODJ-04-2022-0205

Chen, H., Green, Y., and Williams, K. (2023). Does perceived manager
support reduce hotel supervisors emotional exhaustion? The mediating role
of control over time and negative emotions. Int. Hosp. Rev. 37, 110-124.
doi: 10.1108/THR-03-2021-0024

Chen, K. Y., Chang, C. W., and Wang, C. H. (2019). Frontline employees’ passion
and emotional exhaustion: the mediating role of emotional labor strategies. Int. J. Hosp.
Manag. 76, 163-172. doi: 10.1016/.ijhm.2018.05.006

Chen, Y. C, Huang, Z. L, and Chu, H. C. (2024). Relationships between
emotional labor, job burnout, and emotional intelligence: an analysis combining
meta-analysis and structural equation modeling. BMC Psychol. 12:672.
doi: 10.1186/s40359-024-02167-w


https://doi.org/10.3389/fpsyg.2025.1668413
https://doi.org/10.1080/2331186X.2024.2393927
https://doi.org/10.2307/2090773
https://doi.org/10.12973/eu-jer.7.2.169
https://doi.org/10.3389/fpsyg.2023.1303170
https://doi.org/10.1108/JHTI-10-2020-0196
https://doi.org/10.5465/amr.1993.3997508
https://doi.org/10.1080/02642069.2010.545396
https://doi.org/10.1080/15332969.2011.533091
https://doi.org/10.2991/assehr.k.201027.018
https://doi.org/10.1037/ocp0000056
https://doi.org/10.1111/j.1559-1816.1997.tb00643.x
https://doi.org/10.1016/j.sbspro.2013.06.666
https://doi.org/10.1016/S0022-4359(97)90014-2
https://doi.org/10.1111/j.1471-6712.2005.00318.x
https://doi.org/10.1080/20008198.2017.1302692
https://doi.org/10.1177/0018726712440471
https://doi.org/10.3390/ijerph21060698
https://doi.org/10.1080/00207597608247359
https://doi.org/10.1006/jvbe.2001.1815
https://doi.org/10.1509/jmkr.39.1.110.18928
https://doi.org/10.5465/annals.2016.0108
https://doi.org/10.1509/jm.10.0202
https://doi.org/10.3389/feduc.2020.00090
https://doi.org/10.1007/s11031-012-9335-0
https://doi.org/10.1108/JAMR-06-2014-0037
https://doi.org/10.3390/su13031525
https://doi.org/10.1108/LODJ-04-2022-0205
https://doi.org/10.1108/IHR-03-2021-0024
https://doi.org/10.1016/j.ijhm.2018.05.006
https://doi.org/10.1186/s40359-024-02167-w
https://www.frontiersin.org/journals/psychology
https://www.frontiersin.org

Ungiiren et al.

Chen, Z., Sun, H., Lam, W., Hu, Q., Huo, Y., and Zhong, J. A. (2012). Chinese hotel
employees in the smiling masks: roles of job satisfaction, burnout, and supervisory
support in relationships between emotional labor and performance. Int. J. Hum.
Resour. Manag. 23, 826-845. doi: 10.1080/09585192.2011.579918

Cheng, P., Jiang, J., Xie, S, and Liu, Z. (2022). Dysfunctional customer
behavior influences on employees’ emotional labor: the moderating roles of
customer orientation and perceived organizational support. Front Psychol. 13:966845.
doi: 10.3389/fpsyg.2022.966845

Cheng, P., Zhou, L., Liu, T., and Ge, N. (2025). Empowering leadership and frontline
employees’ emotional labor: the mediation effects of job passion. Front. Psychol.
16:1437736. doi: 10.3389/fpsyg.2025.1437736

Chiang, C.-F., and Liu, B.-Z. (2017). Examining job stress and burnout of hotel
room attendants: internal marketing and organizational commitment as moderators.
J. Hum. Resour. Hosp. Tour. 16, 367-383. doi: 10.1080/15332845.2017.1266869

Choi, H.-M., Mohammad, A. A. A, and Kim, W. G. (2019). Understanding
hotel frontline employees’ emotional intelligence, emotional labor, job
stress, coping strategies and burnout. Int. J. Hosp. Manag. 82, 199-208.
doi: 10.1016/j.ijhm.2019.05.002

Choi, S., Cheong, K., and Feinberg, R. A. (2012). Moderating effects of supervisor
support, monetary rewards, and career paths on the relationship between job burnout
and turnover intentions in the context of call centers. Manag. Serv. Qual. Int. J. 22,
492-516. doi: 10.1108/09604521211281396

Choi, Y.-G.,, and Kim, K.-S.
labor and emotional labor
doi: 10.13189/ujm.2015.030704

Chong, C. A, Ng, L. P, and Chen, I. (2024). The impact of job insecurity
on job burnout among hospitality employees during COVID-19 pandemic: the
moderating role of supervisor and co-worker support. Int. Hosp. Rev. 38, 160-181.
doi: 10.1108/THR-08-2022-0034

Chu, K. H. L, and Murrmann, S. K. (2006). Development and validation
of the hospitality emotional labor scale. Tour. Manag. 27, 1181-1191.
doi: 10.1016/j.tourman.2005.12.011

Cigek Korkmaz, A., and Torlak, K. (2024). Work alienation and quality of work
life among nurses: a descriptive cross-sectional study. Int Nurs Rev. 71, 886-894.
doi: 10.1111/inr.12940

Clarke, J. J., Rees, C. S., Mancini, V. O., and Breen, L. J. (2024). Emotional labor
and emotional exhaustion in psychologists: preliminary evidence for the protective
role of self-compassion and psychological flexibility. J. Context. Behav. Sci. 31:100724.
doi: 10.1016/j.jcbs.2024.100724

(2015). A literature review of emotional
strategies. Univers. ]. Manag. 3, 283-290.

Coban, M., and Aytemiz Seymen, O. (2019). Hizmet verme yatkinliginin duygusal
emek iizerindeki etkisinde duygusal zekanin roli: Kusadasinda bes yildizli otel
calisanlari 6rnegi. Anatolia J. Tour. Res. 30, 7-18. doi: 10.17123/atad.580576

Conway, E., Monks, K., Fu, N., Alfes, K., and Bailey, K. (2018). Reimagining
alienation within a relational framework: evidence from the public sector
in Ireland and the UK. Int. ]. Hum. Resour. Manag. 31, 2673-2694.
doi: 10.1080/09585192.2018.1460859

De Vries, M. G., Verkes, R. ., and Bulten, B. H. (2022). Surface acting is related to
emotional exhaustion among staff members working in high secure forensic psychiatric
care. J. Forensic Psychiatry Psychol. 33, 389-405. doi: 10.1080/14789949.2022.20
55619

Deery, S., Iverson, R., and Walsh, J. (2002). Work relationships in telephone call
centres: understanding emotional exhaustion and employee withdrawal. J. Manag.
Stud. 39, 471-496. doi: 10.1111/1467-6486.00300

Demerouti, E., and Bakker, A. B. (2022). Job demands-resources theory
in times of crises: new propositions. Organ. Psychol. Rev. 13, 209-236.
doi: 10.1177/20413866221135022

Desrumausx, P., Gillet, N., and Nicolas, C. (2018). Direct and indirect effects of belief
in a just world and supervisor support on burnout via bullying. Int. J. Environ. Res.
Public. Health 15:2330. doi: 10.3390/ijerph15112330

Diefendorff, J. M., Croyle, M. H., and Gosserand, R. H. (2005). The dimensionality
and antecedents of emotional labor strategies. J. Vocat. Behav. 66, 339-357.
doi: 10.1016/j.jvb.2004402.001

Dobnik, M., and Lorber, M. (2023). Management support for healthcare workers’
mental health and burnout during the COVID-19 pandemic: a cohort study.
Sustainability 15:12766. doi: 10.3390/sul51712766

Donavan, D. T. (1999). Antecedents and consequences of the contact employee’s
service orientation: from personality traits to service behaviors (Doctorate Dissertation).
Colorado State University, Fort Collins, CO, United States.

Donavan, D. T., Brown, T. J., and Mowen, J. C. (2004). Internal benefits of
service-worker customer orientation: job satisfaction, commitment, and organizational
citizenship behaviors. J. Mark. 68, 128-146. doi: 10.1509/jmkg.68.1.128.24034

Dudina, K., and Martinsone, B. (2025). Psychosocial risks and protective factors for
healthcare worker burnout during the post-acute phase of the COVID-19 pandemic.
Eur. J. Investig. Health Psychol. Educ. 15:186. doi: 10.3390/ejihpe15090186

Frontiersin

10.3389/fpsyg.2025.1668413

Duke, A. B., Goodman, J. M., Treadway, D. C., and Breland, J. W. (2009). Perceived
organizational support as a moderator of emotional labor/outcomes relationships. J.
Appl. Soc. Psychol. 39, 1013-1034. doi: 10.1111/j.1559-1816.2009.00470.x

Elgi, M., Yildiz, B., and Erdilek Karabay, M. (2018). How burnout affects turnover
intention? The conditional effects of subjective vitality and supervisor support. Int. J.
Organ. Leadersh. 7, 47-60. doi: 10.33844/ijo1.2018.60233

Farrukh, M., Kalimuthu, R., and Farrukh, S. (2019). Impact of job satisfaction and
mutual trust on employee loyalty in Saudi hospitality industry: a mediating analysis of
leader support. Int. J. Bus. Psychol. 1, 30-52.

Fornell, C., and Larcker, D. F. (1981). Evaluating structural equation models
with unobservable variables and measurement error. J. Mark. Res. 18, 39-50.
doi: 10.2307/3151312

Fromm, E. (1956). The Sane Society. London: Routledge and Kegan Paul Publishing.

Garfield, J. (1980). Alienated labor, stress, and coronary disease. Int. J. Health Serv.
10, 551-561. doi: 10.2190/JAOP-NMC1-NC65-D8L4

Ghorpade, J., Lackritz, J., and Singh, G. (2007). Burnout and personality:
evidence from academia. J. Career Assess. 15, 240-256. doi: 10.1177/10690727062
98156

Gibson, J. A., Grey, I. M., and Hastings, R. P. (2009). Supervisor support as a
predictor of burnout and therapeutic self-efficacy in therapists working in ABA schools.
J. Autism Dev. Disord. 39, 1024-1030. doi: 10.1007/s10803-009-0709-4

Gordon, S., Adler, H.,, Day, J., and Sydnor, S. (2019). Perceived supervisor
support: a study of select-service hotel employees. J. Hosp. Tour. Manag. 38, 82-90.
doi: 10.1016/j.jhtm.2018.12.002

Grandey, A. A. (2000). Emotional regulation in the workplace: a new
way to conceptualize emotional labor. J. Occup. Health Psychol. 5, 95-110.
doi: 10.1037/1076-8998.5.1.95

Grobelna, A. (2021). Emotional exhaustion and its consequences for hotel service
quality: the critical role of workload and supervisor support. J. Hosp. Mark. Manag. 30,
395-418. doi: 10.1080/19368623.2021.1841704

Giilsen, N., and Senol, H. (2025). A research on burnout and organizational
alienation levels of teachers in TRNC secondary education levels. Int. J. Educ. Well-
Being. 3, 132-150. doi: 10.62416/ijwb-56

Guo, L. (2023). Effects of emotional labor
burnout: a study of Chinese frontline reporters. Journal. Stud. 24,
doi: 10.1080/1461670X.2022.2141299

engagement on job
1-23.

Gursoy, D., Boylu, Y., and Avci, U. (2011). Identifying the complex relationships
among emotional labor and its correlates. Int. J. Hosp. Manag. 30, 783-794.
doi: 10.1016/.ijhm.2010.10.009

Ha, J.-P., Kim, J.-H., and Ha, J. (2021). Relationship between emotional labor and
burnout among sports coaches in South Korea: moderating role of social support.
Sustainability 13:5754. doi: 10.3390/su13105754

Hair, J., Hollingsworth, C. L., Randolph, A. B., and Chong, A. Y. L. (2017). An
updated and expanded assessment of PLS-SEM in information systems research. Ind.
Manag. Data Syst. 117, 442-458. doi: 10.1108/IMDS-04-2016-0130

Hair, J. F., Hult, G. T. M., Ringle, C. M, and Sarstedt, M. (2022). A Primer on Partial
Least Squares Structural Equation Modeling (PLS-SEM), 3rd Edn. Los Angeles, CA: Sage
doi: 10.1007/978-3-030-80519-7

Hair, J. F., Risher, J. J.,, Sarstedt, M., and Ringle, C. M. (2019). When
to use and how to report the results of PLS-SEM. Eur. Bus. Rev. 31, 2-24.
doi: 10.1108/EBR-11-2018-0203

Hasnat Bhatti, M., Qiu, J., Akram, U, Bhatti, M. H., and Akram, Z.
(2023). Morality impels employees to act: examining how ethical leaders urge
employees towards knowledge sharing. Knowl. Manag. Res. Pract. 21, 577-593.
doi: 10.1080/14778238.2021.2004949

Henseler, J., Hubona, G., and Ray, P. A. (2016). Using PLS path modeling in
new technology research: updated guidelines. Ind. Manag. Data Syst. 116, 2-20.
doi: 10.1108/IMDS-09-2015-0382

Henseler, J., Ringle, C. M., and Sarstedt, M. (2015). A new criterion for assessing
discriminant validity in variance-based structural equation modeling. J. Acad. Mark.
Sci. 43, 115-135. doi: 10.1007/s11747-014-0403-8

Hirschfeld, R. R., and Feild, H. S. (2000). Work centrality and work alienation:
distinct aspects of a general commitment to work. J. Organ. Behav. 21, 789-800.
doi: 10.1002/1099-1379(200011)21:7<789::AID-JOB59>3.0.CO;2-W

Hobfoll, S. E. (1989). Conservation of resources: a new attempt at conceptualizing
stress. Am. Psychol. 44, 513-524. doi: 10.1037/0003-066X.44.3.513

Hobfoll, S. E. (2001). The influence of culture, community, and the nested-self in
the stress process: advancing conservation of resources theory. Appl. Psychol. Int. Rev.
50, 337-370. doi: 10.1111/1464-0597.00062

Hobfoll, S. E., Halbesleben, J., Neveu, J.-P., and Westman, M. (2018).
Conservation of resources in the organizational context: the reality of resources
and their consequences. Annu. Rev. Organ. Psychol. Organ. Behav. 5, 103-128.
doi: 10.1146/annurev-orgpsych-032117-104640


https://doi.org/10.3389/fpsyg.2025.1668413
https://doi.org/10.1080/09585192.2011.579918
https://doi.org/10.3389/fpsyg.2022.966845
https://doi.org/10.3389/fpsyg.2025.1437736
https://doi.org/10.1080/15332845.2017.1266869
https://doi.org/10.1016/j.ijhm.2019.05.002
https://doi.org/10.1108/09604521211281396
https://doi.org/10.13189/ujm.2015.030704
https://doi.org/10.1108/IHR-08-2022-0034
https://doi.org/10.1016/j.tourman.2005.12.011
https://doi.org/10.1111/inr.12940
https://doi.org/10.1016/j.jcbs.2024.100724
https://doi.org/10.17123/atad.580576
https://doi.org/10.1080/09585192.2018.1460859
https://doi.org/10.1080/14789949.2022.2055619
https://doi.org/10.1111/1467-6486.00300
https://doi.org/10.1177/20413866221135022
https://doi.org/10.3390/ijerph15112330
https://doi.org/10.1016/j.jvb.2004.02.001
https://doi.org/10.3390/su151712766
https://doi.org/10.1509/jmkg.68.1.128.24034
https://doi.org/10.3390/ejihpe15090186
https://doi.org/10.1111/j.1559-1816.2009.00470.x
https://doi.org/10.33844/ijol.2018.60233
https://doi.org/10.2307/3151312
https://doi.org/10.2190/JA0P-NMC1-NC65-D8L4
https://doi.org/10.1177/1069072706298156
https://doi.org/10.1007/s10803-009-0709-4
https://doi.org/10.1016/j.jhtm.2018.12.002
https://doi.org/10.1037/1076-8998.5.1.95
https://doi.org/10.1080/19368623.2021.1841704
https://doi.org/10.62416/ijwb-56
https://doi.org/10.1080/1461670X.2022.2141299
https://doi.org/10.1016/j.ijhm.2010.10.009
https://doi.org/10.3390/su13105754
https://doi.org/10.1108/IMDS-04-2016-0130
https://doi.org/10.1007/978-3-030-80519-7
https://doi.org/10.1108/EBR-11-2018-0203
https://doi.org/10.1080/14778238.2021.2004949
https://doi.org/10.1108/IMDS-09-2015-0382
https://doi.org/10.1007/s11747-014-0403-8
https://doi.org/10.1002/1099-1379(200011)21:7$<$789::AID-JOB59$>$3.0.CO
https://doi.org/10.1037/0003-066X.44.3.513
https://doi.org/10.1111/1464-0597.00062
https://doi.org/10.1146/annurev-orgpsych-032117-104640
https://www.frontiersin.org/journals/psychology
https://www.frontiersin.org

Ungiiren et al.

Hochschild, A. R. (1979). Emotion work, feeling rules, and social structure. Am. J.
Sociol. 85, 551-575. doi: 10.1086/227049

Hochschild, A. R. (1983). The Managed Heart: Commercialization of Human
Feeling, 1st Edn. Los Angeles, CA: University of California Press.

Hogan, J., Hogan, R., and Busch, C. M. (1984). How to measure service orientation.
J. Appl. Psychol. 69, 167-173. doi: 10.1037/0021-9010.69.1.167

Hong, D., and Kim, M. (2023). Emotional labor among team members: do
employees follow emotional display norms for teams, not for customers?. Front.
Psychol. 14:1265581. doi: 10.3389/fpsyg.2023.1265581

Horowitz, L. (1966). On Alienation and the social order. Philos. Phenomenol. Res.
27,230-237. doi: 10.2307/2105361

Hu, Y., Tu, W., Zhou, L., Wu, X,, and Yan, Q. (2023). Evaluating emotional
labor from a career management perspective. Front. Psychol. 13:1093723.
doi: 10.3389/fpsyg.2022.1093723

Huang, S., Yin, H., and Tang, L. (2019). Emotional labor in knowledge-based service
relationships: the roles of self-monitoring and display rule perceptions. Front. Psychol.
10:801. doi: 10.3389/fpsyg.2019.00801

Hur, W., Won Moon, T., and Jun, J. (2013). The role of perceived organizational
support on emotional labor in the airline industry. Int. J. Contemp. Hosp. Manag. 25,
105-123. doi: 10.1108/09596111311290246

Igbojekwe, P. (2017). Emotional labour, self efficacy and service orientation
behaviour: a study of selected hotels in South Nigeria. Int. J. Manag. Stud. Res.
5, 88-100.

Inandi, Y., and Biiyiikozkan, A. S. (2022). The relationship between mobbing,
alienation and burnout among teachers in Mersin, Turkey. South Afr. ]. Educ. 42, 1-12.
doi: 10.15700/saje.v42n1a1990

Isenbarger, L., and Zembylas, M. (2006). The emotional labour of caring in teaching.
Teach. Teach. Educ. 22, 120-134. doi: 10.1016/j.tate.2005.07.002

Jalilzadeh, K., Attaran, A., and Coombe, C. (2024). Unveiling emotional
experiences: a phenomenological study of emotional labor in expatriate EFL teachers.
Asian. J. Second. Foreign. Lang. Educ. 9:40. doi: 10.1186/5s40862-024-00259-z

Jansz, J., and Timmers, M. (2002). Emotional dissonance: when the experience
of an emotion jeopardizes an individual’s identity. Theor. Psychol. 12, 79-95.
doi: 10.1177/0959354302121005

Jeung, D.-Y., Kim, C., and Chang, S.-J. (2018). Emotional labor and burnout: a
review of the literature. Yonsei Med. J. 59, 187-193. doi: 10.3349/ymj.2018.59.2.187

Johannessen, H. A., Nielsen, M. B., Knutsen, R. H., Skare, @., and Christensen,
J. O. (2025). Emotional dissonance and mental health among home-care workers: a
nationwide prospective study of the moderating role of leadership behaviors. Scand J.
Work Environ. Health 51, 15-25. doi: 10.5271/sjweh.4197

Jung, H. S., and Yoon, H. H. (2014). Antecedents and consequences of employees’
job stress in a foodservice industry: focused on emotional labor and turnover intent.
Int. J. Hosp. Manag. 38, 84-88. doi: 10.1016/j.ijhm.2014.01.007

Karatepe, O. M., and Aleshinloye, K. D. (2009). Emotional dissonance and
emotional exhaustion among hotel employees in Nigeria. Int. . Hosp. Manag. 28,
349-358. doi: 10.1016/j.ijhm.2008.12.002

Karatepe, O. M., and Kilic, H. (2015). Does manager support reduce the effect
of work-family conflict on emotional exhaustion and turnover intentions? J. Hum.
Resour. Hosp. Tour. 14, 267-289. doi: 10.1080/15332845.2015.1002069

Karayman, S. (2024). Relationships between work alienation, job stress, burnout and
intention leave from job among tourism industry employees. . Humanit. Tour. Res.
14, 224-234.

Kariou, A., Koutsimani, P., Montgomery, A., and Lainidi, O. (2021). Emotional
labor and burnout among teachers: a systematic review. Int. J. Environ. Res. Public
Health 18:12760. doi: 10.3390/ijerph182312760

Kaya, U., and Sergeoglu, N. (2013). Duygu isgilerinde ise yabancilasma: Hizmet
sektoriinde bir arastirma [Work alienation among emotion workers: a research in
service industry]. Calis Ve Toplum. 1, 311-346.

Khan, M. A. S,, Jianguo, D., Mann, A., Saleem, S., Boamah, K. B., Javed, U.,
et al. (2019). Rejuvenating the concept of work alienation through job demands-
resources model and examining its relationship with emotional exhaustion and
explorative and exploitative learning. Psychol. Res. Behav. Manag. 12, 931-941.
doi: 10.2147/PRBM.S204193

Khatatbeh, H., Pakai, A., Pusztai, D., Szunomdr, S., Fullér, N., Szebeni, G., et al.
(2020). Burnout and patient safety: a discriminant analysis of paediatric nurses by low
to high managerial support. Nurs. Open 8, 982-989. doi: 10.1002/nop2.708

Kim, H. J. (2008). Hotel service providers' emotional labor: the antecedents and
effects on burnout. Int. J. Hosp. Manag. 27, 151-161. doi: 10.1016/j.ijhm.2007.07.019

Kim, J.-K., Yang, J.-J., and Lee, Y.-K. (2023). The impact of transformational
leadership on service employees in the hotel industry. Behav. Sci. 13:731.
doi: 10.3390/bs13090731

Kline, R. B. (2011). Principles and Practice of Structural Equation Modeling, 3rd Edn.
New York, NY: Guilford Press.

Frontiersin

10.3389/fpsyg.2025.1668413

Kosker, H., Unur, K., and Gursoy, D. (2019). The effect of basic personality traits
on service orientation and tendency to work in the hospitality and tourism industry. J.
Teach. Travel Tour. 19, 140-162. doi: 10.1080/15313220.2018.1522990

Kristensen, T. S., Borritz, M., Villadsen, E., and Christensen, K. B. (2005). The
Copenhagen Burnout Inventory: a new tool for the assessment of burnout. Work Stress
19, 192-207. doi: 10.1080/02678370500297720

Kurt, Z., Hamarat, B., and Giimiig, M. (2019). Does emotional labour be a reason of
alienation? An example of tourism sector workers. J. Life Econ. 6, 197-216.

Landay, K., Arena, D. F., and King, D. A. (2022). Passion in the pit: the effects of
harmonious and obsessive passion on nurse burnout. J. Manag. Psychol. 37, 192-205.
doi: 10.1108/JMP-03-2021-0181

Lee, C. J,, and Ok, C. (2015). Examination of factors affecting hotel employees’
service orientation: an emotional labor perspective. J. Hosp. Tour. Res. 39, 437-468.
doi: 10.1177/1096348013491593

Lee, C. J., Ok, S.-H., and Lee, and, C.-K., Lee. (2018). Relationship between
emotional labor and customer orientation among airline service employees: mediating
role of depersonalization. J. Travel Res. 57, 324-341. doi: 10.1177/0047287517696978

Lee, D.-C.,, Hung, L.-M., and Huang, S.-C. (2012). Does job enjoyment and
organizational support affect emotional labor? J. Bus. Res. Turk 4, 5-29.

Lee, J. J., and Hwang, J. (2016). An emotional labor perspective on the relationship
between customer orientation and job satisfaction. Int. J. Hosp. Manag. 54, 139-150.
doi: 10.1016/.ijhm.2016.01.008

Lee, Y. H. (2019). Emotional labor, teacher burnout, and turnover intention
in high-school physical education teaching. Eur. Phys. Educ. Rev. 25, 236-253.
doi: 10.1177/1356336X17719559

Lei, B. C., and Kuok, A. C. (2025). How emotional labor predicts burnout and work
engagement in the differentiated job demands-resources model: the moderating effect
of emotional intelligence in hotels in Macau. J. Hum. Resour. Hosp. Tour. 24, 393-417.
doi: 10.1080/15332845.2025.2484819

Li, M., Zhao, Z., and Cui, L. (2021). Emotional labor strategies mediate the
relationship between psychological empowerment and burnout of frontline hotel
employees. Soc. Behav. Pers. 49, 1-10. doi: 10.2224/sbp.10053

Lim, H,, Jang, G. E., Park, G., Lee, H., and Lee, S. M. (2024). Impact of state and trait
emotion regulation on daily emotional exhaustion among Korean school counsellors.
Stress Health. 240. doi: 10.1002/smi.3452

Lu, X, and Guy, M. E. (2019). Emotional labor, performance goal
orientation, and burnout from the perspective of conservation of resources:
a United States/China comparison. Public Perform. Manag. Rev. 42, 685-706.
doi: 10.1080/15309576.2018.1507916

Lu, Y, Wu, W, Mei, G., Zhao, S., Zhou, H. Li, D, et al. (2019).
Surface acting or deep acting, who need more effortful? A study on emotional
labor using functional near-infrared spectroscopy. Front. Hum. Neurosci. 13:151.
doi: 10.3389/fnhum.2019.00151

Luo, D,, Song, Y., Cai, X, Li, R, Bai, Y., Chen, B,, et al. (2022). Nurse managers’
burnout and organizational support: the serial mediating role of leadership and
resilience. J. Nurs. Manag. 30, 4251-4261. doi: 10.1111/jonm.13852

Lv, Q., Xu, S., and Ji, H. (2012). Emotional labor strategies, emotional exhaustion,
and turnover intention: an empirical study of Chinese hotel employees. J. Hum. Resour.
Hosp. Tour. 11, 87-105. doi: 10.1080/15332845.2012.648837

Lv, X, Ji, Y., Que, X,, Qing, T., and Yang, Y. (2023). Dual-squeeze effect: how job
demands fuel overwork and its consequences in the context of hospitality. Curr. Issues
Tour. 26, 2265-2283. doi: 10.1080/13683500.2022.2084718

Lyddy, C. J., Good, D. J., Bolino, M. C., Thompson, P. S., and Stephens, J. P.
(2021). The costs of mindfulness at work: the moderating role of mindfulness in surface
acting, self-control depletion, and performance outcomes. J. Appl. Psychol. 106:1921.
doi: 10.1037/apl0000863

Madnawat, A. V. S, and Mehta, P. (2012). Personality as a predictor of
bunout among managers of manufacturing industries. J. Indian Acad. Appl. Psychol.
38, 321-328.

Mann, S., and Cowburn, J. (2005). Emotional labour and stress within
mental health nursing. J. Psychiatr. Ment. Health Nurs. 12, 154-162.
doi: 10.1111/j.1365-2850.2004.00807.x

Maria Stock, R,, Jong, A., and de, Zacharias, N. A. (2017). Frontline employees’
innovative service behavior as key to customer loyalty: insights into FLES’ resource gain
spiral. J. Prod. Innov. Manag. 34, 223-245. doi: 10.1111/jpim.12338

Marx, K. (1981). The Economic and Philosophic Manuscripts of 1844. London:
Lawrence and Wishart Publishing.

Marx, K. (2001). “Alienation and social classes,” in Social Stratification, Class, Race,
and Gender in Sociological Perspective, 2nd Edn, ed. D. B. Grusky (London: Routledge),
87-92.

Maslach, C., and Jackson, S. E. (1981). The measurement of experienced burnout. J.
Organ. Behav. 2, 99-113. doi: 10.1002/j0ob.4030020205

Maslach, C., Schaufeli, W., and Leiter, M. P. (2001). Job burnout. Annu. Rev. Psychol.
52, 397-422. doi: 10.1146/annurev.psych.52.1.397


https://doi.org/10.3389/fpsyg.2025.1668413
https://doi.org/10.1086/227049
https://doi.org/10.1037/0021-9010.69.1.167
https://doi.org/10.3389/fpsyg.2023.1265581
https://doi.org/10.2307/2105361
https://doi.org/10.3389/fpsyg.2022.1093723
https://doi.org/10.3389/fpsyg.2019.00801
https://doi.org/10.1108/09596111311290246
https://doi.org/10.15700/saje.v42n1a1990
https://doi.org/10.1016/j.tate.2005.07.002
https://doi.org/10.1186/s40862-024-00259-z
https://doi.org/10.1177/0959354302121005
https://doi.org/10.3349/ymj.2018.59.2.187
https://doi.org/10.5271/sjweh.4197
https://doi.org/10.1016/j.ijhm.2014.01.007
https://doi.org/10.1016/j.ijhm.2008.12.002
https://doi.org/10.1080/15332845.2015.1002069
https://doi.org/10.3390/ijerph182312760
https://doi.org/10.2147/PRBM.S204193
https://doi.org/10.1002/nop2.708
https://doi.org/10.1016/j.ijhm.2007.07.019
https://doi.org/10.3390/bs13090731
https://doi.org/10.1080/15313220.2018.1522990
https://doi.org/10.1080/02678370500297720
https://doi.org/10.1108/JMP-03-2021-0181
https://doi.org/10.1177/1096348013491593
https://doi.org/10.1177/0047287517696978
https://doi.org/10.1016/j.ijhm.2016.01.008
https://doi.org/10.1177/1356336X17719559
https://doi.org/10.1080/15332845.2025.2484819
https://doi.org/10.2224/sbp.10053
https://doi.org/10.1002/smi.3452
https://doi.org/10.1080/15309576.2018.1507916
https://doi.org/10.3389/fnhum.2019.00151
https://doi.org/10.1111/jonm.13852
https://doi.org/10.1080/15332845.2012.648837
https://doi.org/10.1080/13683500.2022.2084718
https://doi.org/10.1037/apl0000863
https://doi.org/10.1111/j.1365-2850.2004.00807.x
https://doi.org/10.1111/jpim.12338
https://doi.org/10.1002/job.4030020205
https://doi.org/10.1146/annurev.psych.52.1.397
https://www.frontiersin.org/journals/psychology
https://www.frontiersin.org

Ungiiren et al.

Mastracci, S., and Adams, I. (2018). “That’s what the money’s for”: alienation
and emotional labor in public service. Adm. Theory Prax. 40, 304-319.
doi: 10.1080/10841806.2018.1485449

Mayfield, J., and Mayfield, M. (2014). Step by step to better performance:
organizational-citizenship behavior can transform employees and the workplace. Hum.
Resour. Manag. Int. Dig. 22, 36-39. doi: 10.1108/HRMID-07-2014-0087

Medler-Liraz, H., and Seger-Guttmann, T. (2015). The relationship between
emotional labor strategies, service provider hostility and service quality. Serv. Mark.
Q. 36, 210-225. doi: 10.1080/15332969.2015.1048655

Melita, N. (2023). Emotional intelligence, distancing, and learning a new
skill as strategies to combat the deleterious eects of emotional labor on
attorney wellbeing. Front. Behav. Neurosci. 17:1221145. doi: 10.3389/fnbeh.2023.
1221145

Mottaz, C.J. (1981). Some determinants of work alienation. Sociol. Q. 22, 515-529.
doi: 10.1111/§.1533-8525.1981.tb00678.x

Nair, N., and Vohra, N. (2009). Developing a new measure of work alienation. J.
Workplace Rights 14, 293-309. doi: 10.2190/WR.14.3.c

Nguyen, H., Groth, M., and Johnson, A. (2023). How display rules influence
turnover in healthcare teams and the moderating role of team negative affective tone.
J. Serv. Res., 27, 397-413. doi: 10.1177/10946705231176070

Nguyen, N., and Stinglhamber, F. (2021). Emotional labor and core self-evaluations
as mediators between organizational dehumanization and job satisfaction. Curr.
Psychol. 40, 831-839. doi: 10.1007/512144-018-9988-2

O’Brien, E., and Linehan, C. (2019). Problematizing the authentic self
in conceptualizations of emotional dissonance. Hum. Relat. 72, 1530-1556.
doi: 10.1177/0018726718809166

Oliver, K. (1989). Marxism and
doi: 10.1111/§.1527-2001.1989.tb00594.x

surrogacy. Hypatia 4, 95-115.

Oztiirk Giftgi, D. (2021). Emotional exhaustion as a mediator among workplace
loneliness, work alienation and turnover intention. Int. J. Organ. Theory Behav. 24,
93-106. doi: 10.1108/IJOTB-04-2020-0051

Pahi, M. H., Abdulmajid, A.- H.,, Fahd, S., Gilal, A. R, Talpur, B. A.,, Waqas,
A, et al. (2022). Leadership style and employees’ commitment to service quality: an
analysis of the mediation pathway via knowledge sharing. Front. Psychol. 13:926779.
doi: 10.3389/fpsyg.2022.926779

Peart, F. M., Roan, A. M., and Ashkanasy, N. M. (2012). “Trading in emotions:
a closer examination of emotional labor” in Experiencing and Managing Emotions
in the Workplace, Research on Emotion in Organizations, eds. N. M. Ashkanasy, C.
E. J. Hirtel, and W. J. Zerbe (Leads: Emerald Group Publishing Limited), 279-303.
doi: 10.1108/51746-9791(2012)0000008015

Pelenk, S. E. (2020). The mediation effect of leader support in the effect of
organizational commitment on job satisfaction: a research in the Turkish textile
business. Int. J. Organ. Leadersh. 9, 227-242.

Peng, P., and Li, X. (2023). The hidden costs of emotional labor on
withdrawal behavior: the mediating role of emotional exhaustion, and the
moderating effect of mindfulness. BMC Psychol. 11:342. doi: 10.1186/s40359-023-0
1392-z

Piaralal, S. K., Bhatti, M. A., Piaralal, N. K., and Juhari, A. S. (2016). Factors
affecting service recovery performance and customer service employees: a study of
Malaysian life insurance industry. Int. J. Product. Perform. Manag. 65, 898-924.
doi: 10.1108/TJPPM-04-2014-0060

Pilette, P. C. R. N,, and Olio, K. M. R. N. (1980). Burnout victims feel powerless.
Am. ]. Nurs. 80. 412-417.

Pinkawa, C., and Dérfel, D. (2024). Emotional labor as emotion regulation
investigated with ecological momentary assessment-a scoping review. BMC
Psychology. 12:69. doi: 10.1186/540359-023-01469-9

Podsakoff, P. M., MacKenzie, S. B., Lee, J.-Y., and Podsakoff, N. P.
(2003). Common method biases in behavioral research: a critical review of
the literature and recommended remedies. J. Appl. Psychol., 88, 879-903.
doi: 10.1037/0021-9010.88.5.879

Podsakoff, P. M., and Organ, D. W. (1986). Self-reports in organizational research:
problems and prospects. J. Manag. 12, 531-544. doi: 10.1177/014920638601200408

Pohl, S., Djediat, A., Van der Linden., Closon, C., and Galletta, M. (2023).
Work engagement, emotional exhaustion, and OCB-civic virtue among nurses: a
multilevel analysis of emotional supervisor support. Front. Psychol. 14:1249615.
doi: 10.3389/fpsyg.2023.1249615

Popucza, T. Z., Eriksson, L., and Eriksson, M. (2025). Emotional demands,
burnout, and mental wellbeing in healthcare, care, and service work: the
mediating role of surface acting across age. Front. Organ. Psychol. 3:1628713.
doi: 10.3389/forgp.2025.1628713

Powell, W. E. (1994). The relationship between feelings of alienation and burnout
in social work. Fam. Soc. 75, 229-235. doi: 10.1177/104438949407500404

Pugliesi, K. (1999). The consequences of emotional labor: effects on work stress, job
satisfaction, and well-being. Motiv. Emot. 23, 125-154. doi: 10.1023/A:1021329112679

Frontiersin

10.3389/fpsyg.2025.1668413

Pujol-Cols, L., Dabos, G., and Lazzaro-Salazar, M. (2023). Individual differences and
emotional labor: the effects of core self-evaluations on depersonalization. J. Manag.
Organ. 29, 425-444. doi: 10.1017/jmo.2021.2

Qotimah, N. K., Triharini, M., and Wahyudi, A. S. (2021). Relationship between
managerial support and hospital atmosphere with burnout among nurses at COVID-
19. Unit Indones. Nurs. ]. Educ. Clin. 6, 166-174. doi: 10.24990/injec.v6i2.434

Ringle, C. M., da Silva, D., and Bido, D. (2014). Structural equation modeling with
the smartpls. Braz. J. Mark. 13, 56-73. doi: 10.5585/remark.v13i2.2717

Saei, E., Soheil, S., and Raymond, T. L. (2024). Emotional labor and burnout among
nurses in Iran: core self-evaluations as mediator and moderator. Hum. Resour. Health
22, 1-12. doi: 10.1186/512960-024-00896-y

Santos, K. E. S., and De Jesus, C. D. (2020). Job burnout of contractual workers in
Nueva Ecija. Open Access Libr. J. 7, 1-7. doi: 10.4236/0alib.1106113

Satyanarayana, S. V., and Shanker, S. (2012). Antecedents and outcomes of
emotional labor: a study of employees in the hotel industry. Eur. J. Commer. Manag.
Res. 1, 6-13.

Schaufeli, W., and Enzmann, D. (1998). The Burnout Companion to Study and
Practice: A Critical Analysis. New York, NY: Taylor and Francis Group.

Schaufeli, W. B., and Buunk, B. P. (2002). “Burnout: an overview of 25 years of
research and theorizing,” in The Handbook of Work and Health Psychology, eds. M. J.
Schabracg, J. A. M. Winnubst, and C. L. Cooper (New York, NY: John Wiley and Sons,
Ltd), 383-425. doi: 10.1002/0470013400.ch19

Seeman, M. (1959). On the meaning of alienation. Am. Sociol. Rev. 24, 783-791.
doi: 10.2307/2088565

Seeman, M. (1972). “Alienation and engagement,” in The Human Meaning of Social
Change, eds. A. Campbell and P. E. Converse (New York, NY: Russell Sage Publishing),
467-527. doi: 10.1007/978-3-031-07218-5_25

Sergeoglu, N. (2013). Konaklama isletmelerinde ¢alisan is gorenlerin kisilik
Ozelliklerinin hizmet verme yatkinligi tizerindeki etkisi [The effect of characteristics of
employees who work in hospitality on service orientation]. J. Yasar Univ. 8, 5253-5273.

Shahwan, S., Tay, E. H., Shafie, S, Tan, Y. B., Gunasekaran, S., Tan, R. H.
S., et al. (2024). The protective role of resilience and social support against
burnout during the COVID-19 pandemic. Front. Public Health 12:1374484.
doi: 10.3389/fpubh.2024.1374484

Shani, A., Uriely, N., Reichel, A., and Ginsburg, L. (2014). Emotional labor in
the hospitality industry: the influence of contextual factors. Int. J. Hosp. Manag. 37,
150-158. doi: 10.1016/j.ijhm.2013.11.009

Sharma, R. R. (2007). Indian model of executive burnout. Vikalpa J. Decis. Mak. 32,
23-38. doi: 10.1177/0256090920070203

Smith, T. D., Mullins-Jaime, C., and Balogun, A. O. (2025). A path analysis
study of relationships between long work hours, stress, burnout, job satisfaction and
turnover intention among mine workers. Int. J. Workplace Health Manag. 18, 86-100.
doi: 10.1108/IJWHM-01-2024-0018

Smith-Jentsch, K. A., Salas, E., and Brannick, M. T. (2001). To transfer or
not to transfer? Investigating the combined effects of trainee characteristics,
team leader support, and team climate. J. Appl. Psychol. 86, 279-292.
doi: 10.1037/0021-9010.86.2.279

Sohn, B. K., Park, S. M, Park, L.-]., Hwang, J. Y., Choi, J.-S., Lee, J.-Y., et al. (2018).
The relationship between emotional labor and job stress among hospital workers. J.
Korean Med. Sci. 33:e246. doi: 10.3346/jkms.2018.33.e246

Somech, A., and Drach-Zahavy, A. (2013). Organizational citizenship behaviour
and employee’s strain: examining the buffering effects of leader support and
participation in decision making. Eur. J. Work Organ. Psychol. 22, 138-149.
doi: 10.1080/1359432X.2011.633702

Sterud, T., Hem, E., Lau, B., and Ekeberg, @. (2011). A comparison of general and
ambulance specific stressors: predictors of job satisfaction and health problems in a
nationwide one-year follow-up study of Norwegian ambulance personnel. J. Occup.
Med. Toxicol. 6:10. doi: 10.1186/1745-6673-6-10

Sulistiawan, J., Moslehpour, M., and Lin, P. K. (2022). Linking Passion for work and
emotional exhaustion in indonesian firefighters: the role of work-family conflict. Int. J.
Environ. Res. Public Health. 19:14629. doi: 10.3390/ijerph192214629

Sun, P., Wang, L., Chen, X., Cui, M., Ma, K., and Yan, L. (2025). How emotional
labor leads to turnover intention: the mediating role of job burnout and the moderating
role of social support among rural physical education teachers in China. Front. Psychol.
16:1596750. doi: 10.3389/fpsyg.2025.1596750

Siiriicii, L., Maslakgi, A., and Sesen, H. (2022). Transformational leadership, job
performance, self-efficacy, and leader support: testing a moderated mediation model.
Balt. J. Manag. 17, 467-483. doi: 10.1108/BJM-08-2021-0306

Susskind, A. M., Kacmar, K. M., and Borchgrevink, C. P. (2018). The relationship of
service providers’ perceptions of service climate to guest satisfaction, return intentions,
and firm performance. Cornell Hosp. Q. 59, 390-396. doi: 10.1177/1938965518777215

Swann, W. B., Griffin, J. J., Predmore, S. C., and Gaines, B. (1987). The cognitive—

affective crossfire: when self-consistency confronts self-enhancement. J. Personal. Soc.
Psychol. 52:881. doi: 10.1037/0022-3514.52.5.881


https://doi.org/10.3389/fpsyg.2025.1668413
https://doi.org/10.1080/10841806.2018.1485449
https://doi.org/10.1108/HRMID-07-2014-0087
https://doi.org/10.1080/15332969.2015.1048655
https://doi.org/10.3389/fnbeh.2023.1221145
https://doi.org/10.1111/j.1533-8525.1981.tb00678.x
https://doi.org/10.2190/WR.14.3.c
https://doi.org/10.1177/10946705231176070
https://doi.org/10.1007/s12144-018-9988-2
https://doi.org/10.1177/0018726718809166
https://doi.org/10.1111/j.1527-2001.1989.tb00594.x
https://doi.org/10.1108/IJOTB-04-2020-0051
https://doi.org/10.3389/fpsyg.2022.926779
https://doi.org/10.1108/S1746-9791(2012)0000008015
https://doi.org/10.1186/s40359-023-01392-z
https://doi.org/10.1108/IJPPM-04-2014-0060
https://doi.org/10.1186/s40359-023-01469-9
https://doi.org/10.1037/0021-9010.88.5.879
https://doi.org/10.1177/014920638601200408
https://doi.org/10.3389/fpsyg.2023.1249615
https://doi.org/10.3389/forgp.2025.1628713
https://doi.org/10.1177/104438949407500404
https://doi.org/10.1023/A
https://doi.org/10.1017/jmo.2021.2
https://doi.org/10.24990/injec.v6i2.434
https://doi.org/10.5585/remark.v13i2.2717
https://doi.org/10.1186/s12960-024-00896-y
https://doi.org/10.4236/oalib.1106113
https://doi.org/10.1002/0470013400.ch19
https://doi.org/10.2307/2088565
https://doi.org/10.1007/978-3-031-07218-5_25
https://doi.org/10.3389/fpubh.2024.1374484
https://doi.org/10.1016/j.ijhm.2013.11.009
https://doi.org/10.1177/0256090920070203
https://doi.org/10.1108/IJWHM-01-2024-0018
https://doi.org/10.1037/0021-9010.86.2.279
https://doi.org/10.3346/jkms.2018.33.e246
https://doi.org/10.1080/1359432X.2011.633702
https://doi.org/10.1186/1745-6673-6-10
https://doi.org/10.3390/ijerph192214629
https://doi.org/10.3389/fpsyg.2025.1596750
https://doi.org/10.1108/BJM-08-2021-0306
https://doi.org/10.1177/1938965518777215
https://doi.org/10.1037/0022-3514.52.5.881
https://www.frontiersin.org/journals/psychology
https://www.frontiersin.org

Ungiiren et al.

Taboli, H. (2015). Burnout, work engagement, work alienation as predictors of
turnover intentions among universities employees in Kerman. Life Sci. J. 12, 67-74.

Talaifar, S., and Swann, W. B. (2017). “Self-verification theory,” in Encyclopedia of
Personality and Individual Differences, eds. V. Zeigler-Hill and T. Shackelford (Cham:
Springer), 1-9. doi: 10.1007/978-3-319-28099-8_1180-1

Tekin, O. A., and Kalkan, G. (2017). The relationship between service orientation
and five factor personality traits: a study on hotel employees. J. Yasar Univ. 12, 272-283.

Teoh, M. W., Ying, W., and Anna, K. (2019). Coping with emotional labor
in high stress hospitality work environments. J. Hosp. Mark. Manag. 28, 883-904.
doi: 10.1080/19368623.2019.1571979

Thatcher, J. B., Loughry, M. L., Lim, J., and McKnight, D. H. (2007). Internet anxiety:
an empirical study of the effects of personality, beliefs, and social support. Inf. Manage.
44, 353-363. doi: 10.1016/j.im.2006.11.007

Tian, F.,, Qiu, W.,, Li, H,, and Zhao, Z. (2024). A multimodal physiological-
psychological data-driven study on differentiation in miners’ job burnout and risk
preferences. Front. Psychol. 15:1438772. doi: 10.3389/fpsyg.2024.1438772

TMCT (2025). Accommodation Establishments Statistics. Turkiye Ministry of
Culture and Tourism. Aailable online at: https://yigm.ktb.gov.tr/TR-9579/turizm-
tesisleri.html (Accessed May 15, 2025).

Tokmak, I. (2014). The moderating effect of psychological capital in the relation
between emotional labor and work alienation. J. Bus. Res. Turk. 6, 134-156.
doi: 10.20491/isader.2014315943

Tsai, C.-W. (2009). The important effect of employee’s emotion management
ability on his/her service behaviour in the international tourist hotel. Serv. Ind. J. 29,
1437-1449. doi: 10.1080/02642060903026262

Tummers, L. G., and Bakker, A. B. (2021). Leadership and job demands-resources
theory: a systematic review. Front. Psychol. 12:722080. doi: 10.3389/fpsyg.2021.722080

Usman, M., Ali, M., Yousaf, Z., Anwar, F., Waqas, and, M., and Khan, M. A.
S. (2020). The relationship between laissez-faire leadership and burnout: mediation
through work alienation and the moderating role of political skill. Can. J. Adm. Sci.
Rev. 37, 423-434. doi: 10.1002/cjas.1568

Uysal, M., Joseph Sirgy, M., and Kim, H. (2020). Well-being research in the service
industries. Serv. Ind. J. 40, 1-5. doi: 10.1080/02642069.2019.1662624

Vanheule, S., and Verhaeghe, P. (2004). Powerlessness and impossibility
in special education: a qualitative study on professional burnout from a
Lacanian perspective. Hum. Relat. 57, 497-519. doi: 10.1177/00187267040
43897

Waldan, R. (2020). The effect of leader support and competence to the
organizational commitments on employees performance of human resources
development agency in West Kalimantan. J. Ekon. Bisnis Dan Kewirausahaa 9, 31-46.
doi: 10.26418/jebik.v9i1.33150

Walters, G., and Raybould, M. (2007). Burnout and perceived organisational
support among front-line hospitality employees. J. Hosp. Tour. Manag. 14, 144-156.
doi: 10.1375/jhtm.14.2.144

Wang, C.-J. (2019). From emotional labor to customer loyalty in hospitality: a three-
level investigation with the JD-R model and COR theory. Int. J. Contemp. Hosp. Manag.
31, 3742-3760. doi: 10.1108/[JCHM-01-2019-0072

Wang, C.-J. (2020). Managing emotional labor for service quality: a
cross-level analysis among hotel employees. Int. J. Hosp. Manag. 88:102396.
doi: 10.1016/.ijhm.2019.102396

Weigl, M., Stab, N., Herms, 1., Angerer, P., Hacker, W., and Glaser, J. (2016). The
associations of supervisor support and work overload with burnout and depression:
a cross-sectional study in two nursing settings. J. Adv. Nurs. 72, 1774-1788.
doi: 10.1111/jan.12948

Wharton, A. S. (1999). The psychosocial consequences of emotional labor. Ann. Am.
Acad. Pol. Soc. Sci. 561, 158-176. doi: 10.1177/000271629956100111

Wu, X., and Shie, A.-J. (2017). The relationship between customer orientation,
emotional labour and job burnout. J. Chin. Hum. Resour. Manag. 8, 54-76.
doi: 10.1108/JCHRM-03-2017-0005

Xiaoyan, L. (2017). J. M. Coetzee’s Later Writings Under the Western Marxism.
Beijing: Beijing Book Co. Inc.
Xu, S. T, Cao, Z. C, and Huo, Y. (2020). Antecedents and outcomes of

emotional labour in hospitality and tourism: a meta-analysis. Tour. Manag. 79:104099.
doi: 10.1016/j.tourman.2020.104099

Yanbei, R., Dongdong, M., Yun, L., Ning, W.u., and Fengping, Q. (2023). Does
perceived organization support moderates the relationships between work frustration
and burnout among intensive care unit nurses? A cross-sectional survey. BMC Nurs.
22:22. doi: 10.1186/512912-023-01180-5

Yang, C., and Chen, A. (2021). Emotional labor: a comprehensive literature review.
Hum. Syst. Manag. 40, 479-501. doi: 10.3233/HSM-200937

Yang, T., Shen, Y. M., Zhu, M,, Liu, Y., Deng, J., Chen, Q. et al. (2016). Effects
of co-worker and supervisor support on job stress and presenteeism in an aging
workforce: a structural equation modelling approach. Int. J. Environ. Res. Public Health
13:13010072. doi: 10.3390/ijerph13010072

Frontiersin

10.3389/fpsyg.2025.1668413

Yang, Y., Yang, F., Cao, J., and Feng, B. (2020). The multilevel mechanism of
multifoci service orientation on emotional labor: based on the chinese hospitality
industry. Int. J. Environ. Res. Public Health. 17:4314. doi: 10.3390/ijerph171
24314

Yao, L., Gao, J., Zhang, Y., and Zhang, H. (2025). Micro-breaks in focus: mitigating
emotional labour impact in the hospitality industry from a conservation of resources
perspective. Anatolia 36, 422-436. doi: 10.1080/13032917.2024.2363813

Yi, H. T., Lee, M., and Park, K. (2022). Service orientation and customer
performance: triad perspectives of sales managers, sales employees, and customers.
Behav. Sci. 12:373. doi: 10.3390/bs12100373

Yikilmaz, I., Surucu, L., Maslakci, A., Dalmis, A. B., and Toros, E. (2024). Exploring
the relationship between surface acting, job stress, and emotional exhaustion in health
professionals: the moderating role of LMX. Behav. Sci. 14:637. doi: 10.3390/bs14080637

Yildirim, M., and Tirker, N. (2018). The effect
on work alienation: a study at hotel. J. Bus. Res.
doi: 10.20491/isarder.2018.490

of emotional labor
Turk. 10, 606-621.

Yildiz, F. Z. (2017). Duygusal emek ve yabancilasma iliskisi: Kabin memurlari érnegi
[The relationship between emotional labour and alienation: the case of cabin attendants
(Master Thesis). Sakarya University, Sakarya, Ttirkiye.

Yin, H., Huang, S., and Chen, G. (2019). The relationships between teachers’
emotional labor and their burnout and satisfaction: a meta-analytic review. Educ. Res.
Rev. 28:100283. doi: 10.1016/j.edurev.2019.100283

Yin, H., Huang, S., and Lee, C. K. L. (2017). Choose your strategy wisely:
Examining the relationships between emotional labor in teaching and teacher
efficacy in Hong Kong primary schools. Teach. Teach. Educ. 66, 127-136.
doi: 10.1016/j.tate.2017.04.006.

Yin, W. (2023). Psychological capital moderates the effect of emotional labor
strategies on job burnout in college teachers. Soc. Behav. Pers. Int. ]. 51, 1-8.
doi: 10.2224/sbp.12026

Yin, Y., Shiyue, S., Lili Song, C.]., and Yong, W. (2023). Emotional labour strategies
and job burnout: a meta-analysis of Chinese employees. Asian J. Soc. Psychol. 26,
219-237. doi: 10.1111/ajsp.12554

Yoo, J. J.-E.,, Kim, T. T., and Lee, G. (2015). When customers complain: the
value of customer orientation in service recovery. Cornell Hosp. Q. 56, 411-426.
doi: 10.1177/1938965514566070

Yoon, S.-U., and Kim, J.-S. (2011). Relations between emotional labor and job stress
among some dental hygienists. J. Korean Soc. Dent. Hyg. 11, 179-188.

Yu, H, Yang, F., Wang, T, Sun, J, and Hu, W. (2021). How perceived
overqualification relates to work alienation and emotional exhaustion: the moderating
role of LMX. Curr. Psychol. 40, 6067-6075. doi: 10.1007/s12144-019-00538-w

Zaganjori, O. (2016). An empirical research on the relationship between emotional
labor and work alienation (Master Thesis). Selcuk University, Konya, Turkey.

Zapf, D. (2002). Emotion work and psychological well-being: a review of the
literature and some conceptual considerations. Hum. Resour. Manag. Rev. 12, 237-268.
doi: 10.1016/S1053-4822(02)00048-7

Zellars, K. L., Perrewé, P. L., and Hochwarter, W. A. (2000). Burnout in health
care: the role of the five factors of personality. J. Appl. Soc. Psychol. 30, 1570-1598.
doi: 10.1111/j.1559-1816.2000.tb02456.x

Zhai, X., Rehman, S., Addas, A., Liu, Q., Rehman, E., and Khan, M. N. (2025).
Emotional labor and empathic concern as predictors of exhaustion and disengagement
in college teachers. Sci. Rep. 15:26281. doi: 10.1038/s41598-025-11304-3

Zhang, H., Wu, C,, Yan, |, Liu, J., Wang, P., Hu, M., et al. (2023). The relationship
between role ambiguity, emotional exhaustion and work alienation among chinese
nurses two years after COVID-19 pandemic: a cross-sectional study. BMC Psychiatry
23:516. doi: 10.1186/512888-023-04923-5

Zhang, H., Zhou, Z. E,, Zhan, Y., Liu, C., and Zhang, L. (2018). Surface acting,
emotional exhaustion, and employee sabotage to customers: moderating roles of
quality of social exchanges. Front. Psychol. 9:2197. doi: 10.3389/fpsyg.2018.02197

Zhang, K., Wang, J., Wu, Y., Zhang, D., Yang, C., and Wu, H. (2024). The
mediating role of surface and deep acting and the moderating effect of occupational
identity in workplace violence and sleep quality among psychiatric nurses: a cross-
sectional study. BMC Nurs. 23:804. doi: 10.1186/5s12912-024-02448-0

Zhang, Q., and Zhu, W. (2008). Exploring emotion in teaching: emotional labor,
burnout, and satisfaction in Chinese higher education. Commun. Educ. 57, 105-122.
doi: 10.1080/03634520701586310

Zhang, W., and Wang, X. J. (2021). An understanding of implicit followership
toward new employees’ self-efficacy: the mediating role of perceived supervisor
support. Front. Psychol. 12:759920. doi: 10.3389/fpsyg.2021.759920

Zhang, X., Zhao, R,, Li, Y., Wu, S, Xiao, T., Pan, W,, et al. (2025). The mediating
and moderating effects of mindfulness and emotional intelligence on the emotional
labor strategies and career resilience of tourism employees. Sci. Rep. 15:24268.
doi: 10.1038/541598-025-07078-3

Zhong, H., and Bu, X. (2025). Progress in the study of job burnout and alienation
among physical education teachers in colleges and universities. Am. J. Prev. Med.
69:10791 doi: 10.1016/j.amepre.2025.107916


https://doi.org/10.3389/fpsyg.2025.1668413
https://doi.org/10.1007/978-3-319-28099-8_1180-1
https://doi.org/10.1080/19368623.2019.1571979
https://doi.org/10.1016/j.im.2006.11.007
https://doi.org/10.3389/fpsyg.2024.1438772
https://yigm.ktb.gov.tr/TR-9579/turizm-tesisleri.html
https://yigm.ktb.gov.tr/TR-9579/turizm-tesisleri.html
https://doi.org/10.20491/isader.2014315943
https://doi.org/10.1080/02642060903026262
https://doi.org/10.3389/fpsyg.2021.722080
https://doi.org/10.1002/cjas.1568
https://doi.org/10.1080/02642069.2019.1662624
https://doi.org/10.1177/0018726704043897
https://doi.org/10.26418/jebik.v9i1.33150
https://doi.org/10.1375/jhtm.14.2.144
https://doi.org/10.1108/IJCHM-01-2019-0072
https://doi.org/10.1016/j.ijhm.2019.102396
https://doi.org/10.1111/jan.12948
https://doi.org/10.1177/000271629956100111
https://doi.org/10.1108/JCHRM-03-2017-0005
https://doi.org/10.1016/j.tourman.2020.104099
https://doi.org/10.1186/s12912-023-01180-5
https://doi.org/10.3233/HSM-200937
https://doi.org/10.3390/ijerph13010072
https://doi.org/10.3390/ijerph17124314
https://doi.org/10.1080/13032917.2024.2363813
https://doi.org/10.3390/bs12100373
https://doi.org/10.3390/bs14080637
https://doi.org/10.20491/isarder.2018.490
https://doi.org/10.1016/j.edurev.2019.100283
https://doi.org/10.1016/j.tate.2017.04.006.
https://doi.org/10.2224/sbp.12026
https://doi.org/10.1111/ajsp.12554
https://doi.org/10.1177/1938965514566070
https://doi.org/10.1007/s12144-019-00538-w
https://doi.org/10.1016/S1053-4822(02)00048-7
https://doi.org/10.1111/j.1559-1816.2000.tb02456.x
https://doi.org/10.1038/s41598-025-11304-3
https://doi.org/10.1186/s12888-023-04923-5
https://doi.org/10.3389/fpsyg.2018.02197
https://doi.org/10.1186/s12912-024-02448-0
https://doi.org/10.1080/03634520701586310
https://doi.org/10.3389/fpsyg.2021.759920
https://doi.org/10.1038/s41598-025-07078-3
https://doi.org/10.1016/j.amepre.2025.107916
https://www.frontiersin.org/journals/psychology
https://www.frontiersin.org

	The cost of smile: how individual and organizational factors moderate the impact of emotional labor on work alienation via burnout
	1 Introduction
	2 Literature review
	2.1 The effect of emotional labor on burnout
	2.2 The effect of burnout on work alienation
	2.3 The moderating role of service orientation and managerial support in the relationship between emotional labor and burnout
	2.3.1 The moderating role of service orientation (individual level)
	2.3.2 The moderating role of managerial support (organizational level)

	2.4 The effect of emotional labor on work alienation
	2.5 The mediating role of burnout in the relationship between emotional labor and work alienation
	2.6 The moderating roles of managerial support and service orientation in the indirect effect of emotional labor on work alienation through burnout

	3 Methods
	3.1 Sample and procedure
	3.2 Measurement
	3.2.1 Surface acting
	3.2.2 Deep acting
	3.2.3 Work-related burnout
	3.2.4 Managerial support
	3.2.5 Customer-oriented service behavior
	3.2.6 Work alienation

	3.3 Data analysis

	4 Findings
	4.1 Demographic findings
	4.2 Measurement model
	4.3. Inner model

	5 Discussion
	5.1 Theoretical implications
	5.2 Practical implications
	5.3 Limitations and future research direction

	Data availability statement
	Ethics statement
	Author contributions
	Funding
	Conflict of interest
	Generative AI statement
	Publisher's note
	References


	Button1: 
	Button2: 


