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Abstract

The effects of supervisory support on buffering the negative impact of emotional
labor on employees have been gaining considerable attention. However, influences of
supervisor’s behaviors should rely on the perceptions of subordinates. This study
investigates how perceived supervisor’s emotional labor interacts with supervisory
support to moderate the relationship between employee’s emotional labor and
well-being. Online survey results from 237 employees in a wide variety of customer
service professions indicated that perceived supervisor’s emotional labor moderated
the buffering effects of supervisory support on subordinate’s emotional
labor-wellbeing links. Specifically, given high perceived supervisor’s surface acting,
supervisor was regarded as fake and pseudo, hence the moderating effect of their high
support on positive impact of employees’ deep acting is attenuated, resulting in higher
burnout and lower engagement; whereas, as associated with authenticity, given high
perceived supervisor’s deep acting and low perceived supervisor’s surface acting, the

moderating effects of high supervisory support were enhanced, leading to lower
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burnout and higher engagement. This study extends the existing findings by
examining effects of perceived supervisor’s emotional labor on service industry
employees to cope with emotional labor. Our findings also provide insight to
organizations about the importance of developing leaders’ emotional regulation skills

to better support their subordinates.
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Self-translated Psychological Tests

Surface Acting Scale (Kruml & Geddes, 2000; Grandey, 2003)
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Deep Acting Scale (Kruml & Geddes, 2000; Grandey, 2003)
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Maslach Burnout Inventory (Maslach & Johnson, 1981)
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Utrecht Work Engagement Scale (Schaufeli & Bakker, 2003).
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Supervisory Support Scale (Wilk & Moynihan (2005)
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Perceived supervisor’s emotional labor (Kruml & Geddes, 2000; Grandey, 2003)
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