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Abstract The purpose of this study was to verify the differential influences of two emotional labor strategies on
perceived CSS and burnout, and the mediating role of perceived CSS between emotional labor and burnout. The data
was collected using self-reported questionnaires. A total of 568 hotel service employees who worked in various service
jobs, participated in this study. The result indicated that surface acting had a positive influence on perceived CSS
and burnout, and perceived CSS performed a mediating role between surface acting and burnout. In addition, deep
acting had a negative effect on burnout but no effect on perceived CSS. As a result, deep acting reduced burnout
without increasing perceived CSS, unlike surface acting. These results suggest that the two emotional labor strategies
need to be treated differently. Finally, the implications and limitations of this study were discussed.
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