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Analysis on the Psychological Impact and Organizational
Role of Emotional Labor on Service Personnel
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Abstract

As China’s service sector grows, service workers have become an indispensable part of the social workforce. In the service process,
employees must maintain a positive emotional demeanor to meet customer expectations, a phenomenon known as’ emotional
labor. ‘While emotional labor enhances service quality, it also imposes significant psychological stress on service personnel,
potentially affecting their behavior. This article examines the psychological impact and organizational role of emotional labor from
a psychological perspective, considering the current social and cultural context in China, as well as the characteristics of the service
industry and its workforce. It then offers recommendations to inform human resource management and psychological research in
China’s service sector.
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