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motional labor means paying attention to the role of emotions in successful job accomplishment. The purpose of this

February 27, 2024 research is to design a comprehensive model of emotional labor in service organizations. The present research follows a

Available online: qualitative approach, is descriptive in terms of method, and is developmental in terms of goal. Considering the existence

May 1, 2024 of a suitable background, the main goal of the current research is to systematically review the concept of emotional labor.
In this regard, the classification and integration of dimensions, effective factors, mediators, moderators, and consequences
of emotional labor were done based on a selection of past literature. For this purpose, internal and external studies about
emotional labor were considered in the period from 1983 to 2023, and 80 qualitative and quantitative papers were selected
for a more detailed study. According to the findings of the research, the emotional labor model can be categorized into
five comprehensive themes, 14 organizing themes, and 50 basic themes. The dimensions of emotional labor, effective
factors, moderating factors, mediating factors, and consequences form five comprehensive themes in the emotional labor
model. The number of interactions, the variety of emotions, the intensity of emotions, and the duration of the interaction
are job components of emotional labor. Surface action, deep action, and expressing real feelings are the behavioral
components of emotional labor. Effective factors of emotional labor include demographic, personality, occupational and
situational characteristics and attitudinal and organizational factors. Also, the emotional labor consequences are classified
as a person's health status, attitudinal and organizational consequences, and customer's attitude and behavior. The
mediators of emotional labor are separated in the form of a person's health status and attitudinal and organizational
characteristics. Finally, emotional labor modifiers are classified as individual characteristics, job characteristics, and
attitudinal and organizational characteristics. The results of the current research, by strengthening a comprehensive view
of emotional labor, help organizations increase employees’ quality of emotional labor and reduce emotional labor injuries.
In addition, organizations can minimize the damage caused by doing emotional labor by knowing the mediating and
moderating factors of emotional labor.
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1. Introduction

One of the key components of an organization's
competitive advantage is the human resources.
Increased competition among service providers,
along with overall growth in the service
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economy, has made delivering superior service
become more demanding than ever before (Hur et
al, 2022; Yang et al, 2019). The main feature of
the service organization is high interaction
between employees and customers, and service
with a smile is considered a prerequisite for high
performance and maintaining  long-term
relationships with customers (Hori & Chao,
2022). Emotional labor focuses on the quality of
employee interactions. Emotional labor was first
proposed by Hochschild in 1983. So far, different
opinions have been presented regarding
emotional labor, and there is no consensus among
researchers regarding the dimensions of
emotional labor. Some researchers have focused
on surface acting and deep acting as dimensions
of emotional labor (Gull et al, 2022). In addition,
factors such as the automatic display of emotions
and the variety of emotional displays have been
regarded as dimensions of emotional labor by
some researchers (Yazdanshenas & Khorsandi,
2020; Gaan, 2011). On the other hand, emotional
labor is an important source of stress for
employees, which leads to undesirable
consequences such as job burnout, job stress,
turnover intention, and lower well-being (Gull et
al, 2022; Kim et al, 2022). Various factors have
also been investigated as effective factors of
emotional labor. Factors such as personality,
emotional intelligence, and age can affect the
quality of emotional labor of employees
(Babalola & Nwanzu, 2022; Busoi et al, 2022).
Factors such as gender and job autonomy are
known as moderators of emotional labor (Yang &
Guy, 2015; Han et al, 2018). In addition, factors
such as job stress, job burnout, and perceived
organizational support have been suggested as
mediators of emotional labor  (Alidoust
Ghahfarokhi et al, 2020; Kim et al, 2022; Kim et
al, 2019). However, various studies have
investigated these factors in a scattered manner.
Therefore, the present study aims to fill this
research gap by examining all effective factors,
mediators, moderators, and consequences of
emotional labor. Managers of service
organizations must have a comprehensive view of
the factors that affect and direct emotional labor.
In addition, various consequences of emotional
labor will be clarified for the managers of service
organizations, so that from this point of view,
they will be aware of the advantages and also

disadvantages of emotional labor. Furthermore,
by knowing the aspects of emotional labor, a
clearer image of this phenomenon in the
organization will be provided for managers of
service organizations. So, the current research is
aimed to find a comprehensive model of
emotional labor in service organizations.

2. Research Methods

In order to achieve a comprehensive model of
emotional labor, the systematic review method
was used. For this purpose, based on the Prisma
standard, various papers were reviewed and
finally analyzed based on thematic analysis.
Articles were searched among ScienceDirect,
Sage, and Emerald databases for external
research, and Magiran, Noormags, IranDoc, and
Sid databases were used for internal research.
After removing irrelevant articles, finally, 80
papers were analyzed.

3. Results

To identify comprehensive themes, 50 basic
themes and 14 organizing themes were identified.
Then, these 14 organizing themes were analyzed
in the form of five comprehensive themes,
including dimensions of emotional labor,
effective factors, consequences, mediating
factors, and moderators of emotional labor. The
dimensions of emotional labor can be examined
from the perspective of job characteristics and
behavioral strategies. The number of interactions,
the variety of emotions, the intensity of emotions,
and the duration of the interaction are job
components of emotional labor. Surface action,
deep action, and expression of natural emotions
are the behavioral components of emotional
labor. Among different researchers, there is a
certain consensus in using the two common
dimensions of surface acting and deep acting.
Nevertheless, a large number of researchers have
also considered the expression of natural
emotions as a dimension of emotional labor.
However, in the study of emotional labor, some
researchers have only paid attention to job
characteristics such as the frequency of
interaction, variety of required emotions,
intensity of required emotions, and duration of
interaction. By combining the strategy-oriented
(action-oriented) view of emotional labor and the

Mehdi Yazdanshenas, Hamed Dehghanan, Mohammad Saleh Torkestani, Samane Salimian. A Model for Emotional Labor in
Service Organizations: A Systematic Review



Journal of Sustainable Human Resource Management

job-oriented view, the present research creates a
deeper view of emotional labor.

The effective factors of emotional labor were
categorized as demographic, personality,
occupational and situational, and also attitudinal
and organizational factors. Demographic factors
include three components of gender, age, and
work experience of employees. Personality traits
include components such as emotional
intelligence, extraversion, neuroticism,
agreeableness, conscientiousness, and openness.
Occupational and situational characteristics are
also significant effective factors of emotional
labor. Factors such as job independence,
customer misbehavior, and positive events at the
workplace have been proposed as occupational
and situational characteristics affecting emotional
labor. Attitudinal and organizational
characteristics affecting emotional labor are
factors such as job satisfaction, perceived
organizational support, social support, and
leadership style. The consequences of emotional
labor can be classified into three main categories
including the health status of the individual,
attitudinal and organizational characteristics, and
the customer's attitude and  behavior.
Components such as job burnout, well-being, and
job stress are classified as a person's health status.
Consequences such as job satisfaction, job
performance, and turnover intention have been
included in the form of attitudinal and
organizational consequences of emotional labor.
Components such as customer satisfaction,
perceived service quality, and customer loyalty
are classified as customer attitudinal and
behavioral consequences. Mediators of emotional
labor are divided into two organizing themes:
health status and attitudinal and organizational
characteristics. Job burnout, job stress, and
emotional dissonance as mediators related to an
individual's health. Job satisfaction, turnover
intention, and work-family conflict were also
extracted as attitudinal and organizational
mediators of emotional labor. Finally, the
moderators of emotional labor were found in the

literature in the form of three organizing themes,
including individual characteristics, occupational
characteristics, and attitudinal and organizational
characteristics. Factors such as gender, emotional
intelligence, conscientiousness, openness,
extraversion, and psychological capital have been
investigated as individual moderators of
emotional labor. Factors such as job
independence, type of job, and job position are
job moderators of emotional labor. Attitudinal
and organizational characteristics such as social
support, organizational climate, perceived
organizational support, and service training can
also act as attitudinal and organizational
moderators of emotional labor.

4. Conclusion

In the current study, a comprehensive view of all
the factors involved in the process of emotional
labor is considered to reveal a systemic point of
view about emotional labor for managers of
organizations. Identifying effective personal,
occupational, and attitudinal and organizational
factors of emotional labor helps managers behave
more intelligently in performing effective
actions. By being informed about the positive and
negative consequences of emotional labor,
managers will be moved away from a profitable
and one-dimensional point of view related to
emotional labor. In addition, they will better
understand the troubling issues of employees
involved in emotional labor. Also, if managers of
organizations know the mediators and
moderators of emotional labor, more effective
measures and a deeper view will be formed in the
field of managing employees’ emotional labor.
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