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ABSTRACTS: This paper explores the influence mechanism of emotional labour on service performance of employees engaged
in service work based on resource conservation theory. The paper uses sample data of 268 service employees from 32 organisations
for empirical testing. The results show that employees’ deep-seated behaviours positively affect job satisfaction, and work
engagement plays a mediating role in both surface and deep-seated behaviours affecting service performance. In addition, the sense
of organisational support enhanced the positive relationship between deep-seated behaviours and work engagement, and the indirect
relationship between deep-seated behaviours and service performance process through work engagement. It is necessary for service-
oriented organisations to improve employees® work engagement through emotional management training and improving employees’

sense of organisational support to enhance service performance.
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1 INTRODUCTION

The rise of China's service sector has been particularly remarkable in recent years. The proportion of the service industry in the
national economy has increased year by year, but it still faces many challenges and problems in its development. For example, there
are still some urgent problems to be solved in China's service industry in terms of the management of employees' emotional labour
and the improvement of service performance(1).

In the service industry, front-line service employees are the direct providers of services and are not only the executors of service
performance, but also an important source of service performance(2). In the process of service contact between service employees
and customers, organisations often require them to show the emotions expected by the organisation. Emotional labour refers to the
employees in the work process, according to the requirements of the organisation to manage and regulate their own emotions, in
order to show the emotional state in line with the needs of the work. It has become a basic requirement for employees to regulate
and manage their emotions through emotional labour(3). However, the Chinese service industry lacks a systematic approach to the
management of employees' emotional labour.Many service-oriented organisations do not fully understand the importance of
emotional labour and lack scientific emotional management training and effective incentive mechanisms. This leads to employees
having difficulties in effectively regulating their emotions when facing work pressure, which in turn affects service quality and
customer satisfaction. China's service industry has bottlenecks in improving service performance(4). Service performance is an
important indicator of the operational effectiveness of service organisations, and is directly related to the competitiveness and market
position of enterprises. Poor management of employee emotional labour and generally low levels of employee job satisfaction and
work engagement constrain the improvement of service performance(5). How to effectively manage employee emotional labour
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and improve employee engagement to enhance service performance has become an important issue in China's service industry(6).

Resource Conservation Theory suggests that individual employees adopt corresponding ways of acquiring or maintaining
favourable resources in response to different work situations (Rappaport, 1981). In the work process of frontline service employees,
the deep and shallow roles adopted by individual employees in the work environment have different effects on work engagement (7).
It has been found that work engagement tends to increase organisational commitment, job satisfaction and job performance, leading
to positive outcomes such as service-protective behaviours or enhancing positive organisational behaviours(8). At the same time,
work engagement increases employees' resource investment in the workplace, thus contributing to factors that enhance service
performance. However, there is a lack of research on the role of work engagement in the process of emotional labour affecting
service performance, and whether there are differences in the mechanisms by which surface and deeper behaviours affect service
performance through work engagement(9).

Sense of organisational support is a shared perception of whether an organisation values service quality, and whether it can
provide support and rewards for high quality services. Organizational support has been found to play a positive role in improving
service quality, increasing customer satisfaction, and improving employee attitudes and behaviours(10, 11). Therefore, perceptions
of organisational support are also considered to be a source of compensatory resources that can help mitigate the negative effects of
resource depletion. Given the importance of the sense of organisational support, it is hecessary to combine emotional labour with
the sense of organisational support in order to explore the mechanism of its impact on service performance (12).

According to resource conservation theory, employees have the motivation to acquire, protect and invest resources. In the
service process, employees' emotional labour generates resource loss, and service performance also requires employees to invest
resources such as time, cognition and emotion, as well as bear the resource loss of innovation failure(13). Therefore, emotional
labour may affect service performance through work commitment, and a sense of organisational support may influence the process
as a compensatory resource for employees.In summary, based on the resource conservation theory, this paper takes 294 frontline
service workers in 32 organizations as the research object, and examines the mediating role of work input and the moderating role
of the sense of organisational support in the process of employees' emotional labour affecting service performance(12). The
innovations of this paper are as follows: firstly, based on the resource conservation theory, the mechanism of emotional labour
affecting service performance is revealed; secondly, the sense of organisational support is taken as the Second, the use of
organizational support as a source of compensatory resources not only expands the research framework of the role of organizational
support, but also helps to enrich the boundary conditions of the impact of emotional labour on work engagement and service
performance(14). Third, the comparison of the differences between surface and deep play in the process of affecting service
performance can provide new empirical evidence for the controversy and disagreement of the results of the existing research on the
role of emotional labour strategies(15).

2 THEORETICAL ANALYSIS AND HYPOTHESIS FORMULATION
2.1 Emotional labour and work engagement
Resource conservation theory suggests that individuals have a tendency to conserve existing resources as well as to acquire new
resources to help them achieve their personal goals. The theory consists of two basic principles: one is the primacy of resource loss,
i.e., the negative impact of resource loss on the individual far outweighs the benefits of acquiring new resources; and the other is
the principle of resource investment, i.e., the individual will invest more resources in order to prevent the possible loss of resources
in the future. In the emotional labour strategy, surface play and deep play are very different in terms of their consumption of
individual resources(16). Employees adopting surface play tend to ‘force a smile’, and the discrepancy between internal emotional
feelings and external emotional expressions leads to negative emotional experiences, and requires a large amount of resources to
maintain the emotional camouflage. Compared with surface play, deep play, as an adjustment of employees' inner feelings, also
requires resources,(17) but its emotional experience is basically the same as that required by the organisation, so the possibility of
emotional dissonance is smaller, and the loss of resources by employees is relatively small(18).

In addition, compared with surface play, deep play helps individuals to replenish emotional resources. On the one hand, surface
play will make individuals feel detached and inauthentic, while deep play as an expression of real emotions can make individuals
feel a sense of achievement and gain new emotional resources from it: on the other hand(19). Deep acting is more likely to be
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recognised or appreciated by customers, and these positive evaluations become a new source of resources for employees, which
helps to replenish resource depletion(20). On the contrary, customers give negative evaluations to employees who adopt superficial
play, which not only makes it difficult for employees to obtain resource compensation through positive feedback from customers,
but also leads to uncivil behaviours from customers, thus exacerbating the depletion of employees' individual resources, including
emotional resources(21). It has also been confirmed that there is a negative relationship between surface play and work engagement,
while deep play positively affects work engagement.As a result, the following hypotheses are formulated.

H1a:Surface play has a negative effect on work engagement.

H1b: Deep play has a positive effect on work engagement.

2.2 Inputs and service performance

Work engagement is one of the core elements driving service performance improvement. It encompasses employees' cognitive,
emotional and physical commitment, and reflects their deep recognition and active practice of the value of their work. In an
increasingly competitive market environment, service performance has become a yardstick to measure the success of enterprises,
which is directly related to customer satisfaction, brand loyalty and the sustainable development of enterprises. Therefore, an in-
depth exploration of the positive impact of work engagement on service performance is crucial to understanding the intrinsic link
between employee behaviour and corporate performance, and provides valuable practical guidance for improving service quality
and optimising customer experience(22). Work engagement promotes the full development of individual employee capabilities.
Highly engaged employees tend to have stronger learning ability and adaptability. Employees are willing to take the initiative to
learn new knowledge and skills to continuously improve their professionalism and service level(23). Continuous learning and
growth enable employees to respond quickly to customer needs, provide accurate and efficient solutions, and significantly improve
service quality. At the same time, work input also stimulates the creativity and innovation of employees, who dare to try new
methods and approaches to continuously optimise the service process, improve service efficiency and create more value for the
enterprise. Work engagement improves customer experience by enhancing the interaction between employees and customers. Highly
engaged employees focus on communication and exchanges with customers, are good at listening to customers' opinions and needs,
and are able to stand in the customer's point of view to think about problems and provide personalised and customised service
solutions. This customer-centred service concept enhances customer satisfaction and loyalty, and earns the company a good
reputation and brand image. Employees who are engaged in their work are also able to show positive emotional state and good
professional attitude in the service process, creating a pleasant service atmosphere where customers can feel pleasure and respect in
the process of enjoying the service(24). Work engagement promotes organisational collaboration and corporate culture. Highly
engaged employees usually have a stronger sense of organisation and spirit of co-operation, and are willing to share their experiences
with colleagues, support each other and solve problems together. This positive organisational atmosphere not only enhances the
overall performance of the organisation, but also promotes the inheritance and development of the corporate culture. An organisation
with highly work-involved employees is often able to form a unique corporate spirit and values, which become an important source
of motivation for the sustainable development of the enterprise. In summary, the positive impact of work engagement on service
performance enhances individual employees' service capability and creativity, and enhances customer experience and corporate
culture. Therefore, this paper proposes the following hypotheses.

H2:Work input has a positive influence on service performance.

2.3 Mediating role of work inputs

The field of service industry is highly dependent on interpersonal interaction, and employees‘ emotional labour is one of the
important factors determining service performance, and its inherent logical chain profoundly affects employees’ work attitude, work
commitment and final service quality. Emotional labour, as the process of employees regulating, displaying and managing their own
emotions according to the requirements of their professional roles at work, is related to the personal emotional state of the employees,
and is the bridge connecting the emotional bond between the employees and the service recipients. This process involves multiple
levels of emotional expression, emotional judgement, and emotional management, and has a far-reaching impact on employees'
work experience, psychological state, and work performance. The impact of emotional labour on employees® work input is mainly

reflected in its consumption and replenishment mechanism of employees’ psychological resources. When employees engage in
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frequent and in-depth emotional labour, maintain a positive attitude at all times, and patiently respond to the various needs of
customers, their emotional resources may be overexpended, leading to a significant increase in the risk of emotional exhaustion and
burnout. Employees in this psychological state often lack sufficient motivation to devote themselves to their work and find it difficult
to maintain a high degree of service enthusiasm and professionalism, thus directly affecting service quality and customer
satisfaction(25). If employees are able to effectively manage their emotions, transform emotional labour into positive energy at work,
enhance interaction with customers through positive emotional expression, or use emotional intelligence to skillfully resolve
conflicts in the service process, employees may experience higher job satisfaction and a sense of self-actualisation. This positive
psychological state can not only significantly enhance the work engagement of employees, but also prompt them to take more
initiative to improve their service skills, optimise the service process, and provide customers with quality services with more
enthusiasm and higher efficiency, thus forming a virtuous cycle(26).

The specific manifestations of emotional labour, i.e. surface play and deep play, have different outcomes in terms of their impact on
employees' work engagement and service performance. Surface playing is the superficial adjustment and management of employees'
emotions in accordance with their professional requirements at work to meet service standards or customer expectations. This form
of emotional labour focuses more on outward emotional expression and behavioural performance and does not involve the
employee's true inner feelings. Surface play can satisfy the basic needs of customers to a certain extent, but in the long run,
employees may feel tired and weary due to the lack of true inner commitment, and even fall into the quagmire of burnout. Such
exhaustion and boredom will reduce employees' work commitment, seriously weaken their service quality and efficiency, and
adversely affect service performance. When employees lack work engagement, it is often difficult for them to maintain a high degree
of service enthusiasm and professionalism, and it is difficult for them to keenly capture and satisfy the real needs of customers,
leading to a decline in customer satisfaction, and the reputation and competitiveness of the enterprise is also damaged as a result. In
contrast, deep play is when employees adjust their emotional expression at work and strive to align their inner emotions with their
outer performance(27). This form of emotional labour not only focuses on external behaviour, but also emphasizes the employees'
true inner commitment and sincere expression of emotions. Through deep play, employees are able to understand the emotional
needs of service users more deeply and sincerely invest in them to provide more intimate and personalised services. Deep emotional
engagement can help employees better understand and satisfy the emotional needs of customers, and also enable them to experience
a higher sense of work achievement and self-realisation. This positive psychological state helps to enhance employees' work
commitment, strengthen their professional identity and sense of belonging, and inspire higher service enthusiasm and motivation.
Highly engaged employees often have a stronger sense of service and responsibility, they show a high degree of enthusiasm and
concentration in their work, and are able to keenly capture customer needs and provide personalised services, which significantly
improves customer satisfaction and loyalty, and lays a solid foundation for the improvement of service performance(28-30).
Therefore, this paper proposes the following hypotheses.

H3a:Surface play has an indirect negative effect on service performance through the mediating role of work input.

H3b:Deep play has an indirect positive effect on service performance through the mediation of work input.

3.4 The moderating role of a sense of organisational support

The inherently ‘superficial’ nature of surface acting is often accompanied by psychological stress and emotional depletion of
the employee. Employees may feel that their true feelings are being suppressed by persistent surface acting, and in the long term,
this stress may lead to reduced job satisfaction and enthusiasm, which in turn affects engagement. However, this negative impact
can be effectively mitigated when organisations are able to provide a strong sense of support. A sense of organisational support,
which includes recognising employees* contributions, providing the necessary resources and support, and fostering a positive work
atmosphere, can enhance employees’ psychological resilience and help them better cope with the challenges posed by surface play.
Employees who feel the care and respect of the organisation will be more inclined to regard surface play as a professional
requirement rather than a personal burden, and will be more inclined to change their internal views and feelings, thus reducing the
negative impact on their work engagement. The sense of organisational support is an effective external resource, which attenuates
the psychological fatigue and work alienation caused by surface play, and encourages employees to maintain a certain degree of
work engagement even in situations where surface play is required, thus maintaining the stability of service quality to a certain
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extent(31).

Deep play is when employees sincerely experience and express the emotions required for their jobs, which often leads to higher
job satisfaction and career fulfilment. Employees are able to deeply understand and accept the emotions required for work and
internalise them as part of their personal emotions, and they develop a strong identification with and commitment to their work. At
this point, the sense of organisational support becomes more significant. A supportive organisational environment provides
employees with the necessary training and guidance to help them perform their deeper roles better and reinforces positive emotional
experiences through positive feedback and incentives(32). Employees feel that their growth and value are recognised by the
organisation, which further motivates them to deepen their emotional labour, creating a virtuous cycle. The sense of organisational
support not only facilitates the implementation of deep play, but also significantly enhances the work commitment of employees in
the process and improves overall service performance. After feeling the support and recognition of the organisation, employees will
take more initiative to improve their service skills, optimise the service process, and provide quality services to customers with more
enthusiasm and higher efficiency, thus winning customers' trust and loyalty and laying a solid foundation for the sustainable
development of the enterprise.

As a result, this paper proposes the following hypothesis.

H4a:Perceived organisational support weakens the relationship between surface play and work engagement, i.e. the higher the
perceived organisational support, the weaker the negative impact of surface play on work engagement.

H4b: Perceived organisational support will strengthen the relationship between deep play and work engagement, i.e. the higher the
perceived organisational support, the stronger the positive impact of deep play on work engagement.

Based on the above discussion, this paper argues that work engagement mediates the impact of emotional labour on service
performance, and that the strength of this indirect relationship is moderated by the sense of organisational support, i.e. there is a
moderated mediating role. Specifically, in a high level of organisational support, employees' adoption of a deep-playing strategy
can effectively enhance work engagement, ensure resource investment in innovation performance and work engagement in the
process of interacting with customers, and thus improve service performance; and

In the case of employees adopting the surface-playing strategy, a high level of organisational support can likewise supplement the
employee's resource depletion in the service process and enhance the positive impact of work input on service performance. In
contrast, in low levels of organisational support, employees find it difficult to supplement resources from the organisation, and thus
the mediating role of work engagement in the process of influencing service performance is weakened in deep playing and
diminished in the process of influencing service performance in surface playing. As a result, the following hypotheses are formulated.
Hb5a:Perceived organisational support weakens the indirect effect of surface-level roles on service performance through work input,
i.e. the higher the perceived organisational support, the weaker the indirect effect of surface-level roles on service performance
through work input.

H5b: Perceived organisational support enhances the indirect effect of deep-rooted roles on service performance through work input,
i.e. the higher the perceived organisational support, the stronger the indirect effect of deep-rooted roles on service performance
through work input.

In summary, the theoretical model of this paper is shown in Figure 1.

Surface behaviour

‘Work concentration —>-

Underlying behaviour

Fig. 1 Theoretical model
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3 RESEARCH DESIGN
3.1 Research sample
In this paper, a questionnaire survey was conducted among frontline employees in the service industry in Henan Province. With the
assistance of the human resource management department, 294 frontline service employees were collected and distributed through
the Questionnaire Star App. After the questionnaires were returned, the questionnaires were considered invalid if they were
incomplete or had multiple choices, or if they had a pattern of choosing only one option, or if they had a pattern of choosing only
one option. After removing the invalid questionnaires, a total of 268 valid questionnaires were collected, and the validity rate of the
questionnaires was 91.16%. In the overall sample, 64.30 per cent were female and 35.70 per cent were male, and the education level
was mainly of college degree or below (85.6 per cent).
3.2 Measurement of variables

In this paper, on the basis of reviewing the relevant literature both at home and abroad, the variables were measured with the
help of mature scales. All the scales are based on a 7-point Likert scale, and the scores indicate the degree of agreement of the
respondents from the lowest to the highest, with ‘1’ denoting ‘strongly disagree’ and 7’ denoting ‘strongly agree’. In terms of control
variables, since studies have shown that employees® age, gender and education level affect employees’ work commitment and
creativity, this paper controls these three variables. The main variables were measured as follows:
(1) Surface play and deep play: The scale developed by Grth (2009) was used. Surface play consists of three items, such as ‘I pretend
to show an emotion to a customer that I don't actually have’; deep play consists of three items, such as ‘I try to experience the
emotion that | need to express to the customer in a real way’. In this paper, the internal consistency coefficients were 0.764 for the
Surface Play Scale and 0.842 for the Deep Play Scale.
(2)Service performance: Based on the scale developed by Chen et al. (Chen et al., 2009), the scale was revised to include five items,
such as ‘T am able to think of new ways to serve customers’. In this paper, the internal consistency reliability coefficient of the scale
is 0.766.
(3)Work engagement: The scale developed by Wu et al. (2012) was used, including five questions, such as ‘My work makes me
tired’. In this paper, the internal consistency reliability coefficient of the scale was 0.742.
(4)Sense of organisational support: The scale developed by Ray et al. (2004) was used, consisting of four items, such as ‘open
communication and organisational cooperation in customer service’. In this paper, the internal consistency reliability coefficient of
the scale is 0.763.

4 DATAANALYSIS AND RESULTS
4.1 Reliability and validity tests

In this paper, the software SPSS22.0 and Mplus7.4 were used for reliability and validity tests. The Cronbach's coefficients
(Cronbach'sa) of surface play, deep play, work commitment, service performance and sense of organisational support ranged from
0.742 to 0.886, which met the acceptable standard of needing to be greater than 0.7, indicating that the scale used in this paper has
good reliability. In terms of discriminant validity test, the baseline model of this paper is a 5-factor model, and the 5 factors are
surface play, deep play, work commitment, service performance and sense of organisational support. As shown in Table 1, in the
test results of each factor model using validated factor analysis, the fit of the benchmark model to the data is better than the other
four alternative models, indicating that the benchmark model has good discriminant validity. In addition, as shown in Table 2, the
average variance extracted (AVE) and composite reliability (CR) of each variable were analysed in this paper, and the results showed
that the AVEs of surface play, deep play, work commitment, service performance and sense of organisational support met the
acceptable criterion of needing to be greater than 0.5, and the CR met the acceptable criterion of needing to be greater than 0.5, and
the AVE of sense of organisational support met the acceptable criterion of needing to be greater than 0.5, and the CR met the
acceptable criterion of needing to be greater than 0.5. The results show that the AVE for surface play, deep play, work engagement,
service performance and sense of organisational support meet the acceptability criterion of greater than 0.5, and the CR also meets
the acceptability criterion of greater than 0.7.
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Table 1 Distinguished validity tests

RM
. Variable
Modelling . X2 daf x2 SE CFI  TLI SRMR
combinations
A
. 279.85 16 186 0.05 0.93 0.92
Five-factor model = SA,DA,SC,IN,EM 0.055
6 0 8 8 4 2
55596 16 3.31 0.08 0.82 0.79
Four-factor model SA+DA,SC,IN,EM 0.105
9 4 8 8 0 2
Three-factor 71229 16 4.24 0.11 074 0.70
SA+DA+EM,SC,IN 0.104
model 2 7 7 2 3 8
SA+DA+EM,SC+I 1048.3 16 6.20 0.14 0.58 0.53
Two-factor model 0.132
N 68 9 3 2 4 2
SA+DA+SC+IN+E 12925 17 7.60 0.16 0.36 0.28
One-way model 0.152
M 55 0 3 0 0 5

Note:SA stands for surface play; DA stands for deep play; SC sense of organisational support; IN stands for service performance;
EM stands for work engagement; same as in the latter table. + denotes combining 2 factors into 1 factor.

Table 2 Mean Variance Extraction and Combined Reliability

Variant Entry Fact?r AVE CR
loading

SC1 0.674 0.543 0.825
SC SC2 0.833

SC3 0.779

SC4 0.697

IN1 0.874 0.574 0.869
IN IN2 0.857

IN3 0.697

IN4 0.751

IN5 0.614

EM1 0.810 0.549 0.858
EM EM2 0.681

EM3 0.782

EM4 0.710

EM5 0.712

SAl 0.722 0.538 0.747
SA SA2 0.851

SA3 0.607

DAl 0.614 0.543 0.776
DA DA2 0.901

DA3 0.664

4.2 Homologous method bias test
Although the authors of this paper emphasised the confidentiality of the data to the respondents during the data collection process
in order to minimise their concerns and to obtain more realistic data, it is still necessary to conduct a homogeneity bias test because
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the questionnaires were filled out by the employees. In this paper, Harman's one-way analysis of variance (ANOVA) was used to
test for homology bias. The results show that there are five factors with eigenroots greater than 1, and the first factor accounts for
22.356% of the total variance, which is lower than 40%. This means that there is no factor with too high explanatory power, which
indicates that the problem of homology bias in this paper is not serious.

4.3 Descriptive statistics and correlation analysis

Table 3 presents the means, standard deviations and correlation coefficients of the main study variables. Among them, surface
play was significantly and negatively correlated with work input (r=-0.187,P<0.01), deep play was significantly and positively
correlated with work input (r=0.214,P<0.01), work input was significantly and positively correlated with service performance
(r=0.337P<0.001), and deep play was significantly and positively correlated with service performance (r=0.331,P<0.001), which
provided preliminary support for the preliminary support for the hypotheses of this paper.

Table 3 Narrative statistics

avera  standard correlation coefficient
variant ge deviatio SD
1 2 3 4 5
value nw
1 Sense of
organisation  5.393  1.187 0.755 (0.823) 0.273™  0.006 0.304™  0.075
al support
2 Service 0.237" - "
5.300 1.085 0.641 . (0.866) -0.567 -0.092 0.486
performance
3 devote
Onels Kkk *k *k
) 2.829 1.245 0.774 0.002 -0.337 (0.852) 0.331 -0.233
energies to
work
4 superficial . . .
2.087 1.205 0.722 0.136 -0.027 -0.187 (0.764) -0.251
appearance
5 deep
version of a 4.957 1.346 0.575 0.117 0.331™ 0.214™ -0.083 (0.762)
play

Note: N(individual level)=268, N(organisational level)=32; * denotes P<0.05, ** denotes P<0.01, *** denotes P<0.001. The
standard deviation, and standard deviation are the standard deviation of the variables at the individual level and organisational level,
respectively. The values on the diagonal are the reliability coefficients of the corresponding variables, the correlation coefficients
between the variables at the individual employee level are shown below the diagonal, and the correlation coefficients between the
variables at the organisational level are shown above the diagonal.
4.4 aggregation validity test

In this paper, intra-group rater reliability (Rwg), intra-group consistency (ICC(1)) and inter-group consistency (ICC(2)) were
used as test indicators. The results showed that the mean value of Rwg for intra-group consistency of service climate was 0.87,
which was in line with the acceptable level of Rwg needing to be greater than 0.7 as suggested by James et al. (1984). In addition,
ICC(1) and ICC(2) were 0.32 and 0.77 respectively, which met the criteria suggested by Bliese & Halverson (1998) that ICC(1)
should be greater than 0.12 and ICC(2) should be greater than 0.60.

4.5 hypothesis testing

This paper uses the software Mplus 7.4 to test the proposed hypotheses. To test the research hypotheses in Figure 1, the paper
first constructed a cross-level model. In order to improve the explanatory power of the model, group mean centering was applied to
the individual level variables including control variables and overall mean centering was applied to the organisational level variables
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(sense of organisational support) in the data analysis. The results of the hypothesis analyses were as follows: after controlling for
employees' age, gender and education level, surface play had a significant positive effect on work engagement (y=0.186, P<0.05),
deep play had a significant negative effect on work engagement (y=-0.235, P<0.01), and work engagement had a significant negative
effect on service performance (y=-0.304, P< 0.001), hypothesis H1a, hypothesis H1b and hypothesis H2 were verified.

On the basis of the above analysis, the mediating role of work input was examined using the bootstrap sampling method, and
the sampling number was set at 5000 times The analysis results showed that the mediating effect of affective exhaustion was
significant in the process of surface play affecting service performance (y=-0.057,95% level confidence interval of [-0.148,-0.004],
excluding 0); in the process of deep play affecting service performance, the mediating effect of work input was equally significant
(y=0.07195% level confidence interval of [0.030,0.136], excluding 0); in the process of deep play affecting service performance,
the mediating effect of work input was also significant (y=0.07195% level confidence interval of [0.030,0.136], excluding 0); in the
process of deep play affects service performance, the mediating effect of work input is also significant (y=0.07195% level confidence
interval of [0.030,0.136], excluding 0). Thus hypothesis H3a and hypothesis H3b were tested.

In the test of the moderating effect of the sense of organisational support, the results of data analysis showed that the regression
coefficient of the interaction term of superficial play and the sense of organisational support was negative, but it did not pass the
test of significance (y=-0.355, n.s.), so H4a was not verified; the regression coefficient of the interaction term of the sense of deep
play and the sense of organisational support was significantly positive (y=0.430, P<0.01), and hypothesis H4b was verified,
indicating that deep play can enhance the negative effect of the sense of organisational support on work engagement. The regression
coefficient of the interaction term between deep play and organisational support is significantly positive (y=0.430, P<0.01), and the
hypothesis H4b is verified, which indicates that the sense of organisational support can enhance the negative effect of deep play on
work commitment. In order to present more intuitively the moderating effect of organisational service atmosphere on the relationship
between deep play and work commitment, this paper adopts a simple slope test, which adds and subtracts one standard deviation
from the mean value of the sense of organisational support to get the high and low groupings of the sense of organisational support,
and then draws the moderating effect graphs.In the high organisational support feeling situation, the effect of deep playing on work
engagement was significant (y=-0.323, P<0.01); in the low organisational support feeling situation, the effect of deep playing on
work engagement was not significant (y=-0.040, n.s.), which indicated that there was a moderating effect of the sense of
organisational support in the process of the negative effect of deep playing on work engagement, and the Hypothesis H4b was
verified.

In this paper, based on the results of the data analysis by the software Mplus, parametricbased bootstrapping was used to test
the mediation hypothesis of the moderated mediation using the software R. The results of the analysis are shown in Table 4. The
number of Monte Carlo replicates was set to 20,000, and the results of the analyses are shown in Table 4. When surface play is used
as the independent variable, the indirect effect of surface play affecting service performance through work input is 0.035 (95% level
confidence interval [-0.100,0.262]) under high sense of organisational support; under low sense of organisational support, surface
play affects [-0.342,0.071] through work input). The indirect effect of differential service performance between the two groups of
high and low sense of organisational support is -0.073 (95% level confidence interval head of 0.108, 95% level confidence interval
of [-0.014,0.308, packet word 0, which means that the level of significance has not been reached, i.e., Hypothesis H5a has not been
tested.

When deep playing as the independent variable, under high sense of organisational support, the indirect effect of deep playing
affecting service performance through work input is -0.057 under business atmosphere, the indirect (95% level confidence interval
is [-0.200, 0.032]) of deep playing affecting service performance through work input; under low sense of organisational support, the
indirect effect of deep playing affecting service performance through work input is 0.074 (95% level confidence interval is [0.01,
0.242]) the difference between the two groups of high and low sense of tissue support was -0.131 with 95% level confidence interval
[-0.320,-0.001, excluding 0, i.e. hypothesis H5b was tested.
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Table 4 Results of the analysis of the mediated effects of the moderated

Mediation effect pathway: surface play — work input — service

Moderating variable: sense  performance

of organisational support ) 95% confidence interval for
Indirect effect Standard error o
indirect effects

High sense of

L 0.035 0.048 [-0.100,0.278]
organisational support
Low sense of

L -0.063 0.081 [-0.342,0.071]
organisational support
Differences in between-
group effects between high  0.109 0.099 [-0.014,0.328]

and low conditions

Mediation effect pathway: deep play — work commitment — service

Moderating variable: sense of performance

organisational support . 95% confidence interval
Indirect effect Standard error Lo
for indirect effects

High sense of organisational

-0.057 0.076 [-0.200,0.032]
support
Low sense of organisational

0.074 0.047 [0.010,0.242]
support
Differences in between-group
effects between high and low -0.131 0.075 [-0.320,-0.001]
conditions

5 CONCLUSIONS AND DISCUSSION OF THE STUDY

5.1 Research Conclusion Based on the resource conservation theory, this paper explores the influence mechanism of frontline
service employees' emotional labour on service performance. The results of this study show that surface play has a significant
positive effect on work engagement, and deep play has a significant negative effect on work engagement; work engagement reduces
the level of employees' service performance, and work engagement has a mediating role in the process of affecting service
performance in both surface play and deep play. In addition, the sense of organisational support significantly moderated the influence
of deep-rooted role-playing on service performance, i.e., the sense of organisational support not only enhanced the negative influence
of deep-rooted role-playing on work input, but also enhanced the indirect effect of deep-rooted role-playing on service performance
through work input.

Two hypotheses related to surface play, that is, that perceived organisational support would weaken the positive effect of surface
play on work engagement (Hypothesis H4a), and that perceived organisational support would weaken the indirect effect of surface
play on service performance through work engagement (Hypothesis H5a), were not tested. This may be due to the fact that, compared
with deep-rooted role-playing, surface-rooted role-playing shows a small or insignificant negative effect in the Chinese context.
Moreover, it has been suggested that Chinese employees have a higher tolerance for emotional dysregulation in interpersonal
interactions, which may reduce the perception of work engagement and the further negative effects. In addition, because perceptions
of organisational support have both job resources! and job demands’, for employees who engage in surface play, although the sense
of organisational support as a job resource compensates for the depletion of their emotional resources, the sense of organisational
support as a job demand may further enhance their work engagement, resulting in the moderating effect of the sense of organisational
support being insignificant in the path of influence of surface play.
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5.2 theoretical contribution

The main theoretical contributions of this paper are as follows.

Firstly, this paper further reveals the influence mechanism of emotional labour on service performance based on resource
conservation theory. Although the importance of service performance has received increasing attention, only a few studies have
explored the relationship between emotional labour and service performance, and more attention has been paid to the direct impact
of emotional labour on service performance. Except for the study by Geng et al. (2014), there is still a lack of in-depth analysis on
the mechanism of emotional labour affecting service performance, especially ignoring the role of work input in it. Emotional labour
is the process of emotional regulation carried out by service employees in order to comply with organisational requirements, while
work engagement is considered to be an important mediating mechanism between work requirements and employee behaviour’.
Therefore, the combination of emotional labour and work engagement in this paper not only helps to expand the research findings
on work engagement as a mediating mechanism, but also supports the view that job demands affect employee innovation through
work engagement.

Second, this paper reveals that sense of organisational support is a boundary condition in the process of emotional labour
affecting service performance, which helps to enrich the research framework of sense of organisational support. Although sense of
organisational support can serve as a functional resource, existing studies have focused more on antecedent and outcome variables
of sense of organisational support, and fewer studies have explored the moderating role of sense of organisational support based on
resource preservation theory. Moreover, some studies have argued that service climate, as an organisation's expectation of employees
in terms of emotional expression, will have a role similar to that of the rules of emotional expression, and thus the sense of
organisational support is used as an antecedent variable of emotional labour. Based on the resource conservation theory, this paper
considers the sense of organizational support as a source of compensatory resources for employees in the process of emotional
labour, rather than the job requirements that may cause burnout, and empirically finds that the sense of organizational support as a
compensatory resource is able to supplement the loss of resources in the process of employees' emotional labour. This finding
strengthens the application of resource preservation theory, expands the scope of application of the sense of organisational support,
and contributes to the extension of the service climate research framework proposed by Hong et al. (2013).

Third, this paper also contributes to a deeper understanding of the differences in the outcomes of different emotional labour
strategies. In the field of emotion management, the relationship between surface play, deep play and work engagement has long
been controversial and divergent. Some studies have shown that there is no significant difference in the depletion of
employees‘ resources or energy by deep playing compared with surface playing’, or that the effect of deep playing on emotional
depletion is not significant.com. This paper examines the relationship between surface play, deep play and work engagement, and
the results show that deep play can reduce work engagement, which helps to further clarify the disagreement and controversy over
the results of emotional labour strategies from the perspective of resource conservation theory.

5.3 Management Insights

Service performance has become an important way for organisations to provide new or improved service solutions to customers
in order to respond to their needs in a timely manner. Today, changes in customer buying behaviour under the influence of
information technology and the rapidly evolving service environment pose significant challenges to service performance. Service
organisations place greater emphasis on service performance to maintain existing customers or acquire new ones to reduce the
negative impact of external shocks on the organisation. The findings of this paper suggest that the use of different emotional labour
strategies by employees can have a differential impact on service performance. Employees' adoption of deep-playing strategies can
help to ensure and even increase the resources that can be invested in the service performance process, thus improving the level of
service performance. At the same time, the sense of organisational support can compensate for the loss of emotional resources in
the service process. Accordingly, the following recommendations are made.

First of all, organisations need to carry out relevant training to improve the emotional management ability of employees.
Emotional management ability refers to the ability of individuals to properly handle their own emotions, and employees with high
emotional management ability can better adjust their own emotions to adapt to the external environment. In the training process, on
the one hand, we need to introduce employees to the importance of emotion and emotion management, to help employees in the
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cognitive level to understand the importance of appropriate emotional expression to improve their own psychological condition,
improve service quality and achieve organisational goals; on the other hand, we need to teach employees to think differently and
other emotion management skills, not only to make it easier for employees to use the deeper play strategy to meet the expectations
of customers on the staff to show real positive emotions, but also to make it easier for employees to use the deep play strategy to
meet the expectations of customers on the staff to show real positive emotions. On the other hand, employees need to be taught to
think differently, which not only makes it easier for them to adopt deep-playing strategies to meet customers' expectations of their
real positive emotions, but also helps to reduce a series of negative impacts on themselves and the organisation as a result of adopting
surface-playing strategies.

Secondly, the organisation should create a good sense of organisational support. First, the organisation needs to care for,
understand and meet the reasonable needs of frontline service employees as far as possible, create a good service environment for
employees to motivate them to provide high-quality services, and then acquire knowledge of customer needs related to service
performance in the process of interacting with customers; second, provide employees with work guidance and technical support to
help employees understand the deep-rooted needs of customers in the service process, which can not only improve the customer
service experience, but also help to improve service performance; third, set up diverse incentives for employees and compensation
measures for loss of resources, which can help to improve service performance. This can not only improve the customer's service
experience, but also help to improve the service performance: Third, set up diversified incentive policies and resource loss
compensation measures for employees, such as the provision of leisure activities to help work recovery and emotional management
as the basis for judging the incentive programme, etc., not only to reduce the negative impact of the employee's work inputs, but
also to provide employees with a certain degree of resource support for the performance of the service.

Finally, organisations should minimise employee work commitment. Since the findings of this paper suggest that emotional
labour affects service performance through the mediating role of work engagement, organisations need to provide appropriate
solutions to the factors that may cause employees' work engagement. In addition to this paper's focus on employees' emotional
labour and sense of organisational support, organisational factors and leadership factors may affect work engagement. Therefore, in
addition to training employees in emotional management and creating a sense of organisational support, organisations need to take
a variety of countermeasures. For example, at the organisational level, it is necessary to cultivate organisational emotional capability,
because organisational emotional capability, as the organisation's ability to monitor, perceive and adjust the emotions of employees
through the use of systems, management and rules, is able to channel negative emotions and stimulate positive emotions in a timely
manner’; at the leadership level, as the negative emotions of leaders can be transmitted to employees, it is also necessary to take a
variety of countermeasures to address these factors. At the leadership level, since the negative emotions of the leaders will be
transmitted to the employees, it is necessary for the leaders to pay attention to the management of their own emotions in the
organisation.

5.4 Research limitations and perspectives

The limitations of this paper include the following.

Firstly, the sample data of this paper comes from the same industry, although this helps to control the influence of industry
factors on the analysed results and improve internal validity, it also affects the generalisability of the research results. For example,
some studies have found that the influencing factors and mechanisms of employee service performance differ among different types
of service industries, such as healthcare, hospitality, and telecommunications. Therefore, future research needs to expand the range
of industries covered by the sample data to improve the external validity of the findings.

Second, in terms of research design, since this paper uses cross-sectional data, it is difficult to fully determine the causal
relationship between variables. Future research can collect data at different time points through a longitudinal research design, so
as to more accurately reveal the mechanism of the impact of emotional labour on service performance. Moreover, the data in this
paper come from employees' self-report, and although the homoscedasticity test shows that it does not affect the results of the study,
it is necessary for future research to further test the findings of this paper through multiple sources of data. In addition, in the process
of collecting data through questionnaires, the method of self-assessment by the subjects may cause the problem of social approbation.
Therefore, subsequent studies also need to adopt objective data for the measurement of relevant variables. For example, while
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emotional labour, work engagement and sense of organisational support are more suitable for using self-assessment data as
employees® own perceptions, the measurement of service performance can be based on Qi Lei et al.’s (2019) study, whereby
organisational leaders evaluated their employees' service performance situation to measure service performance, thus avoiding the
issue of social approbability as much as possible.

Third, future research could explore the dual role of organisational support as a job resource and a job requirement in an
integrated manner. Based on the resource preservation theory, this paper considers the sense of organisational support as a source
of compensatory resources, but the sense of organisational support, as an organisation's expectation of employees to provide high
quality of service, may also be a kind of job requirement that can cause employees to feel pressure. Therefore, in what contexts is
the sense of organisational support more biased towards job resources and in what contexts is it more biased towards job resources?
How does organisational support affect service performance when it is a job requirement? Future research could expand the study
of organisational support by examining these questions in depth.
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