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Service Work and Emotional Exhaustion: From a Perspective of Emotional Labor
Li Lulu Jia Wuyang

Abstract: Based on the development of service society, this paper draws upon the theory of emotional labor and
studies the emotional experience of those involved in service work in China. This paper tries to go beyond the limita-
tion of previous study which confine service work in selected vocational types and measures the service work with the
‘interaction frequency between employees and customers.” The results show that the emotional exhaustion caused by
frequent interaction with customers is significantly different among various occupational groups and gender groups,
the emotional exhaustion of productive service workers is higher than that of professional service workers, and the emo-
tional exhaustion of women are higher than that of men. In addition, the emotional exhaustion of men and women is
affected by different factors. Marriage provides emotional shelter for women, while men could get emotional compensa-
tion from the working environment. According to the result of KHB decomposition, the dual demands on physical and
mental work as well as the sense of unfairness towards contributions against rewards are the important mediating
mechanisms that lead to emotional exhaustion.

Key words: service work; emotional labor; occupational status; gender difference
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