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The effects of leader-member exchange and organizationa support on emotional labor: The roles of
the supervisor’s customer service commitment and employee’s excellent service internalization
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This study is a cross-level research. We use a hierarchical linear model to analysis the data
and examine the research hypotheses. The samples include supervisors and employees nested in
each of their supervisors. The study mainly examines how leader-member exchange (LMX),
organizational support, supervisor’s customer service commitment, and employee’s positive and
negative affectivity through excellent service internalization affect emotional labor (surface and
deep acting). The results reveal: (1) supervisor’s customer service commitment has directly negative
effects on surface acting and positive effects on deep acting. The negative affectivity has directly
positive effects on surface acting and negative effects on deep acting; (2) LMX, organizational
support, supervisor’s customer service commitment, and employee’s positive affectivity completely
through excellent service internalization negatively affect surface acting and positively affect deep
acting. Negative affectivity partially through excellent service internalization positively affects
surface acting and negatively affect deep acting. The study discusses the implication of our findings
on theory and management, and the suggestions for the future study.
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