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Abstract
The purpose of this study is to examine the effect of frontline luxury service providers’ emotional labor induced burnout on their
retaliatory behaviors in two contexts: within the organizational context (frontline luxury service providers’ work domain) and
outside of the organizational context (frontline luxury service providers’ personal domain: when they become luxury service
recipients). The moderating effects of extrinsic motivations (organizational rewards and social rewards) on the relationship
between emotional labor and burnout is also explored. A total of 283 frontline luxury service providers participated in the
survey. Structural equation modeling was employed to test the theoretical model. The results show that frontline luxury service
providers’ burnout is positively related to retaliatory behaviors, both as providers and recipients of luxury services. Moreover, this
study finds that only surface acting, not deep acting, is positively related to burnout in the context of luxury services. When it
comes to moderation effect, only extrinsic motivation for organizational rewards is found to have a moderating effect on the
relationship between deep acting and burnout. This study contributes to the literature by extending the scope of the domain of
workplace burnout, from within organizational context to outside of the organizational context, based on the horizontal negative
spillover effects. In this study, the authors make the first attempt to explore a new context of the luxury providers’ personal
domain (when frontline luxury service providers become service recipients) in response to their workplace burnout.

Keywords Luxury services . Frontline service provider . Emotional labor .Workplace deviance behaviors . Customer retaliatory
behaviors

Introduction

Frontline service providers are the real face and voice of the
company as they deliver the company’s promises and create
images through direct customer interactions (Hartline &
Ferrell, 1996; Som&Blackaert, 2015). They can deliver qual-
ity services with warmth and friendliness, even using attrac-
tive non-verbal cues such as positive facial expressions and
body movement (Magnini, Baker, & Karande 2013). They
must manage their emotions to display only those that are
appropriate at the workplace. This management, referred to
as emotional labor, is frequently observed in the service in-
dustry such as hotels, retail, casinos, and healthcare (Chen,
Chang, & Wang 2019; Kim et al., 2012; Prentice, 2016). In
particular, the luxury services sector demands higher levels of
emotional labor from frontline service providers than the non-
luxury sector because customers expect higher levels of ser-
vice quality, including personalized services, an attractive
physical appearance and communication skills—all of which
require higher levels of emotional labor (Johansson &
Naslund, 2009; Tracy, 2000). Due to high levels of emotional
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labor involved, frontline service providers suffer from occu-
pational stress and burnout (Bono & Vey, 2005; Zapf et al.,
2001). As burned out frontline service providers need to find a
way to vent their negative feelings, they tend to engage in
retaliatory behaviors. Such behaviors are observed in the or-
ganizational context such as workplace deviance behaviors or
decreased work-related performance (Berry, Ones, & Sackett
2007; Fox & Spector, 1999; Jelinek & Ahearne, 2010). In
either case, the effects of burnout are detrimental.

While extant literature focuses on the negative conse-
quences of emotional labor mostly within the organizations,
this study extends the scope beyond the organizational bound-
ary by addressing how frontline luxury service providers react
as luxury service recipients under the condition of workplace
burnout. This is an interesting shift, from the organizational
context to employee’s personal domain outside the organiza-
tional context, as daily practices at workplace are attributed to
employees’ sense of self and dignity. This becomes further
amplified among frontline service providers in the luxury ser-
vices sector due to inequality of privilege between frontline
service providers and customers. Therefore, this study aims to
examine the effect of frontline luxury service providers’ emo-
tional labor induced burnout on their resultant retaliatory be-
haviors (1) within organizational context (i.e. frontline luxury
service providers’ work domain) and (2) outside of the orga-
nizational context (i.e. frontline luxury service providers’ per-
sonal domain: when they become luxury service recipients).
This study also examines the moderating effects of two types
of extrinsic motivations (organizational rewards and social
rewards) on the relationship between emotional labor and
burnout.

Theoretical Background and Literature
Review

Frontline Service Providers in Luxury Services

In the past, the central value of luxury was often associated
with a product of great craftsmanship, and the value was
judged based on the goods itself, focusing on elements such
as attraction, visibility, and symbolic elements (Ahn, Park, &
Hyun 2018). Due to the elasticity of customer demand, the
value of luxury has shifted to an “experience economy”
(Lunardo & Mounague, 2019). This indicates that luxury ser-
vice consumption involves emotional aspects such as sensory
pleasure and emotion (Loureiro & Araujo, 2014). Customers
seek luxury services that make positive affirmations about
themselves and even help them manage stress effectively in
their daily life.

Frontline luxury service providers are required to fulfill
consumers’ needs through higher levels of customer care in-
cluding personalization, anticipation, legitimation, resolution

of needs, sincerity and authenticity, and availability of either
visible or invisible physical labor (Sherman, 2002).
Furthermore, frontline luxury service providers are expected
to develop an emotional bond with their customers, which is
beyond lavish attention (Sherman, 2007). The importance of
physical appearance and attire of the frontline luxury service
provider has also been highlighted in the luxury services in-
dustry as customers tend to positively associate such factors
with the heightened level of perceived service quality (Quach,
Jebarajakirthy, & Thaichon 2017). Due to the unique charac-
teristics of the service industry such as inseparability of pro-
duction and consumption, service firms are emphasizing
providing positive attitudes and emotions by prescribing
both implicit and explicit display rules during service en-
counters (Lee & Ok, 2012). While service quality and sat-
isfaction are important in the service industry, they are more
important in luxury service firms as customers expect
higher service quality (Dubois, Czellar, & Laurent 2005).
The roles of frontline service providers in luxury services
are even more critical as the best luxury services are not
standardized but customized (Brant, 2016). For these rea-
sons, frontline luxury service providers are expected to ex-
perience higher levels of emotional stress from work than
their counterparts, that is, non-luxury service providers
(Sherman, 2007). Nevertheless, understanding the effect
of emotional labor on luxury service providers is still limit-
ed (Godwyn, 2006). Thus, it is important to examine the
impact of emotional labor on luxury service providers.

Emotional Labor: Surface Acting and Deep Acting

Emotional labor refers to “the management of feeling to create
publicly observable facial and body display” (Hochschild,
1983, p. 7). Emotional labor has been widely described as a
dynamic self-regulatory process that employees use to express
their emotions by surface acting and deep acting, and con-
stantly adjusting and monitoring their feelings during interac-
tions with customers (Gabriel & Diefendorff, 2015). The core
principle of emotional labor is the artificial manipulation of
emotions to satisfy organizational needs according to the dis-
play rules (Qin, Young, Supekar, Uddin, & Menon, 2012).

Extant studies consider emotional labor as a bi-dimensional
concept (i.e. surface acting and deep acting) (Grandey, 2000;
Hochschild, 1983). Surface acting is an external emotional
expression during which individuals practice “faking or am-
plifying emotions by displaying emotions not actually felt”
(Groth, Hennig-Thurau, & Walsh 2009, p. 958). In surface
acting, frontline service providers focus on managing outward
emotional expressions to fulfill organizational display rules,
while their inner feelings remain unchanged (Hochschild,
1983). With surface acting, frontline service providers con-
sume psychological resources to suppress their inner feelings,
thereby leading to loss of resources or ego depletion
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(Gradney, 2003; Weiss, Forkus, Contractor, & Schick, 2018).
On the other hand, deep acting is an internal emotional mod-
ification when one “attempt[s] to modify felt emotions so that
genuine emotional display follows” (Groth et al., 2009, p.
958). In deep acting, frontline service providers can modify
their emotions to match their behavior or organizationally de-
sired emotions. Frontline service providers with deep acting
can activate cognitions to improve mood and follow the rules
by displaying genuine emotion to customers (Chi & Grandey,
2019). For example, when dealing with angry passengers,
flight attendants may feel frustrated and emotionally drained
since they need to interact with them in a very friendly way.
Those who adopt deep acting are likely to consider those
customers as frightened first-time fliers; therefore, they under-
stand and accept customers’ frustration. In this way, flight
attendants can change their inner feelings from annoyance to
emotional acceptance (Hochschild, 1983).

Consequence of Emotional Labor: Burnout

High intensity and frequency of interpersonal contact in the
form of the verbal and non-verbal cues of frontline luxury
service providers is required. This, in return, leads frontline
luxury service providers to expose to situations requiring emo-
tional regulation continuously. As frontline luxury service
providers put more effort into regulating their emotions, it is
likely to increase the loss of resources, which results in nega-
tive consequences such as burnout (Ashill & Rod, 2011).
Burnout has been linked to a negative emotional reaction to
one’s job that results from chronic exposure to a stressful work
environment (Maslach, Schaufeli, & Leiter 2001). Burnout is
defined as a state of emotional exhaustion and emotional de-
pletion that is dysfunctional for the employee and impacts on
employees’ job-related outcomes such as job stress, job dis-
satisfaction, and job performance (Bakker & Heuven, 2006).

Previous research provides theoretical explanations about
whether emotional labor contributes to burnout (Brotheridge
& Lee, 2002). Studies find that deep acting preserves and
promotes psychological resources (Brotheridge & Grandey,
2002; Lee, Ok, Lee, & Lee 2018). Specifically, deep acting
increases a sense of personal accomplishment and authenticity
(Hülsheger & Schewe, 2011). Thus, it is expected that deep
acting would require less emotional resources than surface
acting, and would protect psychological resources against
burnout. Empirical evidence supports this theoretical proposi-
tion that the use of surface acting is related to the symptoms of
burnout (Lee et al., 2018; Totterdell & Holman, 2003). For
example, Brotheridge and Grandey (2002) found that surface
acting was positively related to emotional exhaustion, while
deep acting showed almost no relationship. Totterdell and
Holman (2003) also demonstrated that surface acting is more
positively associated with burnout than deep acting. These
researchers show that the more frequent service providers

experience emotional dissonance, individuals are likely to re-
port higher levels of burnout in their job. While these studies
were conducted with service providers in the non-luxury ser-
vices sector, our study focuses on the relationship between
emotional labor and burnout among frontline service pro-
viders in the luxury services sector. The following hypotheses
were developed:

H1a. Frontline luxury service providers’ surface acting is
positively related to their burnout in the workplace.

H2a. Frontline luxury service providers’ deep acting is
negatively related to their burnout in the workplace.

Consequences of Burnout

Retaliatory Behaviors within Work Domain as Frontline
Service Providers: Workplace Deviance

Frustrating situational constraints in the work environment
(e.g. high level of emotional labor, lack of autonomous) lead
to negative emotional reactions (e.g. high levels of stress,
burnout), thereby encouraging counterproductive behaviors
(Fox & Spector, 1999). Frontline service providers, particu-
larly in the luxury services sector, are likely to suffer from
emotional laden stress while interacting with customers as a
smaller number of customers seek higher levels of service
quality, setting expectations of services that are difficult to
fulfill. Since frontline luxury service providers do not always
have control over the situation because of inadequate training,
lack of supervisory support, role ambiguity, or other factors,
they experience negative emotional responses such as frustra-
tion, anger, or anxiety. In return, they may voluntarily and
intentionally engage in counterproductive work behaviors
such as reduced levels of work-related morale, performance,
and productivity (Phillips, Tan, & Julian 2006), service sabo-
tage (Harris & Ogbonna, 2012), retaliation (Madupalli &
Poddar, 2014), and even workplace deviant behaviors
(Enwereuzor et al., 2017; Malik et al., 2019). This implies that
frontline luxury service providers may accuse the organiza-
tion, co-workers, and/or customers since either or all can be
considered as the perceived cause of such negative feelings
and this is one way to vent their negative feelings derived from
burnout (Fox & Spector, 1999). Such behaviors are pervasive
problems that create economic threats to the organization
(Harris & Ogbonna, 2012). A large body of literature focuses
on employees’ retaliatory behaviors in the organizational con-
text: workplace deviance. Workplace deviance is defined as
employees’ voluntary behavior that disconfirms organization-
al norms, threatens organizational and/or members’ well-
being in the organizational context (Robinson & Bennett,
1995). Bennett and Robinson (2000) group workplace devi-
ance into two forms: organizational deviance and
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interpersonal deviance. Organizational deviance refers to em-
ployees’ deviant behaviors which are non-interpersonal and
sabotage the organization itself, such as theft and vandalism
(Jelinek & Ahearne, 2010). Interpersonal deviance is defined
as employees’ deviant behaviors that are interpersonal and
harmful to individuals, including co-workers and colleagues,
such as ridiculing co-workers and/or acting rudely with them
(Berry et al., 2007). Burnout can provoke both types of work-
place deviance behaviors – organizational deviance and inter-
personal deviance – because it induces frustration, failure,
anger, and lack of efficacy (Maslach & Goldberg, 1998).
Given that the luxury services sector is fraught with emotional
labor, organizational and interpersonal deviance is exacerbat-
ed when frontline luxury service providers experience burn-
out. Therefore, we hypothesize that higher burnout, higher
will be organizational and interpersonal deviance behaviors.

H3a. Frontline luxury service providers’ burnout is posi-
tively related to their organizational deviance
behaviors.

H3. Frontline luxury service providers’ burnout is posi-
tively related to their interpersonal deviance behaviors.

Retaliatory Behaviors outside of Work Domain as Service
Recipients: Customer Retaliatory Behaviors

While a large body of literature focuses on the negative effect
of burnout on the resultant behaviors such as workplace devi-
ance within the same domain (i.e. job-related), the horizontal
spillover theory explains that the impact of satisfaction/
dissatisfaction of one domain can be carried over to another
domain through permeable boundaries (Zedeck, 1992). The
horizontal spillover effects can have both negative and posi-
tive forms across different domains (Sirgy, 2012). Since our
study focuses on burnout, which obviously leads to negative
outcomes, the scope of this paper is the negative spillover
effect of burnout. Several researchers examine the effects be-
tween work and a variety of personal life domains such as
home life (Leung, 2011), leisure (Furnham, 1991), and recre-
ational situations (Diener & Larsen, 1984). There is also in-
creasing evidence that work-related stressors such as burnout
have a negative impact on an individual’s personal function-
ing as well (Maslach & Leiter, 2016). This clearly indicates
that burnout has a negative spillover effect on the frontline
service provider’s personal life outside the organizational con-
text. Among the various domains outside of work, the domain
in which frontline service providers become service recipients
has been overlooked in the literature. There is increasing ev-
idence that frontline service providers suffer from emotional
labor since the nature of their job constantly requires them to
interact with customers. The degree of emotional labor can be
further amplified among frontline service providers in the

luxury services sector due to privilege discrepancy between
service providers and customers (Sherman, 2005). Yet, these
frontline luxury service providers frequently become service
recipients outside their job. In accordance with previous stud-
ies that have established the negative horizontal spillover of
work-related stress such as burnout into personal life, negative
horizontal spillover effects from burnout are likely to occur
when frontline luxury service providers become luxury ser-
vice recipients. A possible behavioral response is customer
retaliatory behaviors as luxury service recipients.

Customer retaliation refers to customer’s behavioral efforts
attempting to penalize and inconvenience a company that has
caused damages to the customer (Grégoire & Fisher, 2008;
Harris & Daunt, 2013). Customer retaliation is categorized
into three forms: vindictive complaining, negative word-of
mouth, and third-party complaining for gaining publicity
(Grégoire & Fisher, 2008). Vindictive complaining is a direct
form of customer retaliation when the customer directly ac-
cuses a company’s employee of inconvenience while both
negative word-of-mouth and third-party complaining for
gaining publicity are indirect forms of customer retaliation.
The former is customers’ efforts to spread negative opinion
to their acquaintances and family while the latter involves
reaching out to a third-party organization such as an agency,
media, or a complaint website (Harris & Daunt, 2013).
Building on previous findings highlighting the negative spill-
over effects of work-related stress such as burnout on personal
life domains such as reduced levels of personal life satisfac-
tion, we argue that the higher the burnout from frontline lux-
ury service providers, the more likely it is for them to engage
in punitive customer retaliatory behaviors when receiving un-
satisfactory services as luxury service recipients. Therefore, it
is hypothesized that:

H4. When frontline luxury service providers become the
luxury service recipients, workplace burnout is posi-
tively related to their engagement in customer retalia-
tory behaviors.

Moderating Effects of Extrinsic Motivations for
Organizational Rewards and Social Rewards

Self-determination theory provides a theoretical lens to ex-
plain how two forms of motivation (i.e. extrinsic vs. intrinsic)
influence the adoption of labor strategies such as surface act-
ing and deep acting (Deci & Ryan, 2004; Sisley & Smollan,
2012). While intrinsic motivation is more autonomous in na-
ture than extrinsic motivation, extrinsic motivation also varies
considerably in its relative autonomy (Deci & Ryan, 1985;
Ryan & Deci, 2000b). Deci and Ryan (1985) categorize ex-
trinsic motivation into four forms along with the autonomy
continuum range from low to high: external regulation (i.e.
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the least autonomous type of motivation – the individual is
fully controlled by external incentives to gain rewards or
avoid punishment), introjected regulation (i.e. partially inter-
nalized regulation – the individual is regulated to improve
ego-involvement, feelings of value, or price or lessen guilt,
anxiety, or shame), identified regulation (i.e. more autono-
mous type of extrinsic motivation – the individual values
and consciously recognizes the regulation), and integrated
regulation (i.e. the most autonomous form of extrinsic moti-
vation – the individual identifies, evaluates, and assimilates
the regulation with his/her own personal values, goals, and
self).

Service providers with intrinsic motivation can enjoy the
inherent pleasures of the job, while extrinsic motivation pro-
vides incentives and energy to achieve the goals set by the
organization (Cossette & Hess, 2015). However, regardless
of the inherent benefits of intrinsic motivation, the emotional
labor involved in providing luxury service is essentially an
externally driven intentional action that requires employees
to regulate their emotions to reach a higher level of “organi-
zational demand” (Rubin et al., 2005). This means that emo-
tional labor in the luxury services sector is still considered
unpleasant since it depletes personal resources and
surrenders personal autonomy. Cossette (2014) argues that
intrinsic motivation is not relevant to conduct emotional labor.
In other words, one can regulate emotional labor based on
external factors such as monetary rewards or supervisors’ sup-
port than by using one’s own psychological factors such as
personal values. Following this line of reasoning, it can be
claimed that emotional regulation is theoretically more rele-
vant to extrinsic motivation than to intrinsic motivation in the
context of this study.

Organizational rewards refer to visible extrinsic rewards
provided by the organization such as pay, bonuses, and fringe
benefits (Mottaz, 1985). Social rewards are defined as extrin-
sic rewards derived from the quality of interpersonal relation-
ships such as friendly, helpful, and supervisory support
(Mottaz, 1985). Service providers with a deep acting strategy
make efforts to feel and display the required emotions
(Ashforth & Humphrey, 1993). Therefore, they try to justify
their actions as relevant to their internal values, loyalty to the
organization, or a demonstration of good faith (Johnson &
Spector, 2007). This implies that motivations for extrinsic
rewards (i.e. organizational rewards or social rewards) can
be even detrimental to them as such extrinsic motivations
dilute their justification of engaging in deep acting.

On the other hand, service providers engage in surface
acting either to receive rewards or to avoid punishment, im-
plying that the locus of their motivation is externalized (Deci
& Ryan, 2000). In other words, they adopt surface acting to
receive compliments or to avoid punishments from people
they are interacting with such as customers, co-workers, or
managers (Sisley & Smollan, 2012). Such motivations are

externalized motivations, which are distinctively different
from internalized motivations. Prior studies show that extrin-
sic rewards such as performance-based rewards have positive
effects on job satisfaction for service providers adopting sur-
face acting because such extrinsic rewards appear to value
emotional labor much more, making such efforts exciting
and relevant to service providers (Eisenberger & Aselage,
2009). The effect of extrinsic motivations relating to organi-
zational rewards or social rewards changes depending on
which emotional labor strategy—surface acting or deep
acting—is utilized. While high levels of extrinsic motivation
can elicit a stronger sense of pleasure toward which service
providers can work harder, the effect can be more prevalent
for those who adopt surface acting than for those who adopt
deep acting strategies. As such, high levels of extrinsic moti-
vations for rewards (i.e. organizational rewards or social re-
wards) attenuate the positive effect of surface acting on burn-
out because those with surface acting are associated with
higher levels of extrinsic motivations. On the other hand, the
low level of extrinsic motivation for rewards amplifies the
negative effect of deep acting on burnout since the primary
motivation for performing their jobs are not related to extrinsic
motivations. Therefore, we hypothesize that:

H5. Frontline luxury service providers’ surface acting will
be moderated by extrinsic motivations for (a) organi-
zational rewards and (b) social rewards on their
burnout.

H6. Frontline luxury service providers’ deep acting will be
moderated by extrinsic motivations for (a) organiza-
tional rewards and (b) social rewards on their
burnout.

Methodology

Data Collection and Sample Characteristics

A web-based online survey was conducted using a nationally
recognized consumer research panel service. Three screening
questions were asked to recruit qualified survey participants
for the study. Only participants who met the following criteria
were selected as the final sample: (1) participant is currently
working as either a full-time or part-time frontline service
provider in the luxury sector, (2) the nature of participant’s
daily job requires some level of interaction with customers,
and (3) those who have consumed any luxury services within
the past 6 months. Those who did not meet our criteria were
eliminated from the study sample. A total number of 283
individuals were recruited to participate in the survey.
Participants answered the questions to examine the effect of
frontline luxury service providers’ emotional labor induced
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burnout on their dysfunctional behaviors (i.e. customer retal-
iatory behavior, organizational deviance, and interpersonal
deviance). Of the 283 participants, 255 participants (90.1%)
work full-time, and 28 participants (9.9%) work part-time in
luxury services industry. In terms of sample demographics,
males comprised 50.2%, and 49.8% were females. Most par-
ticipants (81.3%) were in the age group between 19 and
30 years, followed by 15.2% between 31 and 40 years;
44.5% were single, while 55.5% were married. About 39.6%
of participants indicated their annual household income before
tax as less than $30,000, followed by 30.4% between $30,000
and $60,000, 21.2% between $60,000 and $100,000, and
8.8% more than $100,000. Table 1 presents descriptive statis-
tics (Figs. 1, 2, and 3).

Measures

All measures were adapted to fit our research context from the
existing scales. All items used a seven-point Likert scale (1 =
strongly disagree, and 7 = strongly agree). The scale items
appear in the Appendix. All the survey participants were
asked to respond to the survey questions that were used to
measure burnout, surface acting, deep acting, organizational
deviance, and interpersonal deviance based on their working
experience. To measure surface acting and deep acting, we
used a scale from Brotheridge and Lee (2003) and Grandey
(2003). We adapted a scale from Rutherford et al. (2011) to
measure burnout. To measure organizational deviance and
interpersonal deviance, we used a scale by Jelinek and
Ahearne (2010). The scale for extrinsic motivation for orga-
nizational rewards was adapted from a scale by Verleye
(2015) and extrinsic motivation for social rewards was
adapted from House and Dessler (1974).

To measure customer retaliatory behaviors, a scenario was
provided to the participants to see whether the effect of burn-
out from work can influence another personal domain (i.e.
when they become luxury service recipients). The scenario

described a condition wherein participants received luxury
services that did not meet their service expectations after a
long day of work. After the scenario, customer retaliatory
behavior was captured by adapting a scale by Grégoire and
Fisher (2008). The scenario reads as below:

“After a long day of your work, you went to a store
which has a reputation for high-end upscale premium
services. However, the quality of the service you expe-
rienced did not meet your expectation”

We applied Harman’s single factor test (Podsakoff et al.,
2003) for common method bias. A principal component anal-
ysis of all the items included in the study was performed. No
single factor emerged while the first factor accounted for less
than 50% of the total variance, falling below the critical
threshold. Therefore, we conclude that there is no evidence
suggesting the presence of common method bias in this study.

Results

Structural EquationModeling (SEM) was used to evaluate the
measurement and structural parameters. The data were ana-
lyzed using Amos 22.

Measurement Model Tests

The measurement model was assessed with confirmatory fac-
tor analysis (CFA) using the maximum likelihood estimation.
The results of CFA confirmed good fit indices (χ2 = 106.60
with 75 df; GFI = 0.95; NFI = 0.95; CFI = 0.99; IFI = 0.99;
TLI = 0.98; RMSEA= 0.04) of the measurement model. All
Cronbach’s alpha values for each variable were above the
minimum threshold of .70, suggesting internal consistency
in measurement items (Nunnally & Bernstein, 1994). Factor
loadings for the indicators for each variable were all signifi-
cant and sufficiently higher than the recommended value of
.50 (Nunnally & Bernstein, 1994). The average variance ex-
tracted (AVE) values ranged from .50 to .68, all above .50,
confirming convergent validity (Hair et al., 1998). The AVE
values were greater than the square of correlation between
pairs of constructs, achieving discriminant validity (Fornell
& Larcker, 1981). Table 2 presents the results of CFA.

Structural Model Tests

After confirming that an adequate fit was obtained for the
measurement model, we assessed the structural parameters
with the maximum likelihood estimation. The results of good-
ness of the fit of the structural model showed a good model fit
(χ2 = 128.12 with 82 df; GFI = 0.95; NFI = 0.94; CFI = 0.98;
IFI = 0.98; TLI = 0.97; RMSEA= 0.05). Table 3 presents em-
pirical findings of the hypothesized relationships. Frontline

Table 1 Construct means, standard deviations, and correlations

Mean S.D. 1 2 3 4 5 6

1.SA 5.21 1.23 1.00

2.DA 5.36 1.06 0.51** 1.00

3.BO 5.01 1.18 0.61** 0.36** 1.00

4.OD 5.02 1.49 0.57** 0.44** 0.58** 1.00

5.ID 4.88 1.48 0.66** 0.44** 0.68** 0.80** 1.00

6.CRB 5.05 1.33 0.56** 0.46** 0.48** 0.52** 0.59** 1.00

SA Surface Acting, DA Deep Acting, BO Burnout, OD Organizational
Deviance, ID Interpersonal Deviance, CRB Customer Retaliatory
Behavior
*** p < 0.05, p < 0.01
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luxury service providers’ surface acting had a significant ef-
fect on burnout (β= 0.79, p < 0.001, H1). However, luxury
service providers’ deep acting had an insignificant effect on
burnout (β = 0.07, p = 0.305, H2). In terms of the effect of
burnout on workplace deviance behaviors, burnout positively

influenced both organizational deviance (β = 0.88, p < 0.001,
H3a) and interpersonal deviance (β = 0.95, p < 0.001, H3b).
The effect of burnout on customer retaliatory behavior was
also found to be positive and significant (β = 0.74, p < 0.001,
H4).

Fig. 1 Conceptual model

Fig. 2 Moderating effects of
extrinsic motivation for
organizational rewards
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Fig. 3 Moderating effects of
extrinsic motivation for social
rewards

Table 2 Reliability and validity
tests Variable Indicator Std. estimate t-Value Cronbach’s alpha AVE CR

Surface acting SA1 0.70 – 0.79 0.56 0.79
SA2 0.77 11.36

SA3 0.77 11.36

Deep acting DA1 0.71 – 0.76 0.52 0.76
DA2 0.68 9.47

DA3 0.71 10.11

Burnout BO1 0.61 – 0.64 0.50 0.66
BO2 0.79 9.67

Organizational deviance OD1 0.86 – 0.86 0.68 0.81
OD2 0.80 15.57

Interpersonal deviance ID1 0.80 – 0.87 0.67 0.86
ID2 0.81 15.36

ID3 0.85 16.26

Customer retaliatory behavior CRB1 0.84 – 0.79 0.66 0.80
CRB2 0.79 11.99

Goodness-of-fit: χ2
75=106.60, p< 0.01; GFI=0.95; NFI=0.95; CFI=0.99;

IFI=0.99; TLI=0.98; RMSEA=0.04

Note: AVE (Average Variance Extracted), CR (Composite Reliability)
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Results of Moderation Effects

Amulti-group analysis was performed (Anderson & Gerbing,
1988) to examine the moderating effects of extrinsic motiva-
tion for organizational rewards and social rewards on the re-
lationships between emotional labor and burnout. The survey
respondents were divided into two groups (high vs. low) using
a median split: high (n = 141) and low (n = 141) groups of
extrinsic motivation for organizational rewards; and high
(n = 148) and low (n = 135) groups of extrinsic motivation
for social rewards. The result show that the moderating effects
of extrinsic motivation for organizational rewards on the rela-
tionship between surface acting and burnout (Mlow β = 0.53,
p < 0.001; Mhigh β = 0.75, p < 0.001, H5a) and between deep
acting and burnout (Mlow β = 0.16, p < 0.001;Mhigh β = −0.10,
p < 0.05, H5b) were significantly different between the two
group (see Table 4). Additionally, the moderating effect of
extrinsic motivation for social rewards on the relationship be-
tween surface acting and burnout were significantly different
between the two groups (Mlow β = 0.52, p < 0.001; Mhigh β =
0.80, p < 0.001, H6a). However, on the relationship between
deep acting and burnout, it was not found out to be different
between the two groups (Mlow β = 0.19, p = 0. 072;Mhigh β =

−0.13, p = 0.104, H6b) but was significantly different be-
tween the high and low groups (see Table 5).

Discussion

The study provides theoretical contributes in four distinct
ways: (1) providing a comprehensive theoretical model of
antecedents and consequences of burnout: one within the or-
ganizational context (i.e. frontline service providers’work do-
main) and the other outside of the organizational context (i.e.
frontline service providers’ personal domain: when they be-
come service recipients); (2) extending the scope of domains
of burnout based on the horizontal spillover theory; (3) em-
phasizing a special focus on frontline luxury service pro-
viders; (4) examining the moderating effects of extrinsic mo-
tivations on the relationship between emotional labor strate-
gies (i.e. surface acting and deep acting) and burnout.

First, unlike previous studies that mostly focus on the effect
of only burnout within the same domain (i.e. organizational
context: e.g. Maslach & Goldberg, 1998), this study contrib-
utes to the literature by confirming the negative spillover ef-
fects of burnout from two perspectives, that is, within and
outside the organizational context. As for the negative spill-
over effects of burnout within the same domain, our study
results confirm the link between burnout and organizational
deviance as well as burnout and interpersonal deviance, in line
with the existing studies within the organizational context.
The essence of such effects is rooted in the fact that burned
out employees need to find a way to vent the negative feelings
derived from their job. However, in most cases, employees do
not have control over their workplace situations. This is more
prevalent among frontline service providers as the nature of
their jobs involves sustained interpersonal customer interac-
tions with expectations of consistent delivery of excellent ser-
vice (Dubois et al., 2005; Lee &Ok, 2012; Loureiro &Araujo,
2014; Sherman, 2002). These situations trigger negative feel-
ings such as frustration, lack of autonomy, anger, or anxiety,
thereby leading to the frontline service providers accusing the
organization itself (i.e. organizational deviance behaviors)
and/or co-workers who belong to the organization (i.e. inter-
personal deviance) as the cause of such feelings. In short, our
study confirms the negative spillover effects of burnout.

Second, this study broadens the scope of the domains that
the horizontal spillover effects of burnout can have an impact.
According to horizontal spillover theory, the effect of dissat-
isfaction from the job domain can be carried over to another
domain (Sirgy, 2012; Zedeck, 1992). One of the most fre-
quently studied domains is personal life such as home life
(Leung, 2011), leisure (Furnham, 1991), and recreational sit-
uations (Diener & Larsen, 1984). Yet, the findings from this
study prove that horizontal spillover effects of burnout exist in
other personal domains: when frontline service providers

Table 3 Structural model results

Structural path Std. estimates t-Value

H1: Surface acting → Burnout 0.79 7.61***

H2: Deep acting → Burnout 0.07 1.10a

H3a: Burnout→ Organizational deviance 0.88 10.18***

H3b: Burnout→ Interpersonal deviance 0.95 10.22***

H4: Burnout→ Customer retaliatory behavior 0.74 8.28***

Goodness-of-fit: χ2
82=128.12, p< 0.001; GFI=0.95; NFI=0.94; CFI=

0.98;

IFI=0.98; TLI=0.97; RMSEA=0.05

***a p < 0.001, p = 0.305

Table 4 Moderating effects of extrinsic motivation for organizational
rewards

Path Low extrinsic
motivation for
organizational
rewards (n=141)

High extrinsic
motivation for
organizational
rewards (n=141)

β t-Value β t-Value

H5(a): Surface acting→ Burnout 0.53 4.01*** 0.75 5.30***

H5(b): Deep acting→ Burnout 0.16 4.01*** −0.10 −0.74*

Goodness-of-fit: χ2
164=267.49, p<0.001; GFI=0.89; NFI=0.88; CFI=

0.95;

IFI=0.95; TLI=0.93; RMSEA=0.05

**** p < 0.05, p < 0.001
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become service recipients. To the best of our knowledge, this
is a new context of the personal domain that has received less
attention in the literature. Our findings show that when burned
out frontline service providers become service recipients, they
could more likely engage in customer retaliatory behaviors
after receiving services that are below their expectations.
The rationale behind this could be explained from the hori-
zontal spillover effects of burnout, suggesting that burnout
leads to customer retaliatory behaviors as service recipients.
The finding is noteworthy because our study focuses on the
case when internal stakeholders (i.e. frontline service pro-
viders) become external stakeholders (i.e. service recipients).
Since frontline service providers have a set of high service
standards from their ownwork experience, this transition from
frontline service providers to service recipients becomes more
interesting to examine. For example, would deep actors expect
higher service standards than surface actors in their role as
service receivers? This also negates the possibility that front-
line service providers who are burned out are more under-
standing of other frontline service provider’s work conditions
and quality of service.

Third, this study confirms the effects of emotional labor
strategies on burnout among frontline luxury service pro-
viders. Some scholars stated that both surface and deep acting
ultimately suppress negative emotions (Gradney, 2003), there-
by leading to depletion of emotional resources and workplace
burnout (Söderlund, 2017). However, our findings suggest
that frontline service providers employing not deep acting
but surface acting are likely to experience burnout. This can
be explained by the results pertaining to the relationship be-
tween emotional labor and burnout in the literature.

Lastly, this study enhances our understanding on the mod-
eration effects of extrinsic motivations on the relationships
between emotional labor strategies (i.e. surface acting and
deep acting) and burnout. This study shows that the moderat-
ing effects of extrinsic motivations for organizational rewards
and for social rewards on the relationship between surface
acting and burnout were significant but indicated opposite
directions as we hypothesized. Specifically, the high level of
surface acting is related to higher levels of burnout for front-
line service providers who have a high level of extrinsic

motivations for organizational and social rewards, compared
to counterparts who reported low levels of extrinsic motiva-
tions for organizational and social rewards. It is possible that
frontline luxury service providers adopting surface acting
strategies may feel that they do work for externalized rewards
whether they receive actual extrinsic rewards or not. Studies
find that extrinsic rewards such as financial incentives have a
negative impact on the quantity and quality of motivation
(Deci, 1971, 1972; Ryan et al., 1983). Especially, both types
of rewards selected for this study – organizational rewards
(e.g. financial incentives, direct monetary compensation, and
indirect monetary rewards) and social rewards (e.g. supervi-
sory support) – are categorized as external regulation. As
external regulation is considered the least autonomous type
of extrinsic motivation, this means that service providers are
likely to be motivated to get rewards (i.e. extrinsic organiza-
tional rewards) or avoid punishment by obtaining supervisory
support (i.e. extrinsic social rewards). Simply, the perceived
locus of causality tends to be external rather than internal
(Deci & Ryan, 2000; Ryan & Deci, 2000a, 2002). Since a
high level of extrinsic motivations, particularly the external
regulation type, is related to the decreased level of autono-
mous motivations, those with a high level of extrinsic moti-
vations may experience a severe degree of burnout.
Additionally, a high level of extrinsic expectations means that
these individuals are more likely to burnout if the actual ex-
trinsic rewards do not meet their extrinsic motivations. The
moderating effects of extrinsic motivations for organizational
rewards and for social rewards on the relationship between
deep acting and burnout were interesting and noteworthy.
We found the moderating effects of extrinsic motivations for
organizational rewards on the relationship between deep act-
ing and burnout, but we did not find support for the moderat-
ing effects of extrinsic motivations for social rewards. Our
findings suggest that frontline service providers adopting deep
acting strategies were indeed motivated by extrinsic motiva-
tions for organizational rewards but not impacted by extrinsic
motivations for social rewards. This points to differential ef-
fects of extrinsic motivations for organizational rewards ver-
sus extrinsic motivations for social rewards for those frontline
luxury service providers adopting deep acting.

Table 5 Moderating effects of
extrinsic motivation for social
rewards

Path Low extrinsic motivation for social
rewards (n=135)

High extrinsic motivation for social
rewards (n=148)

β t-Value β t-Value

H6(a): Surface acting→ Burnout 0.52 4.43*** 0.80 5.17***

H6(b): Deep acting → Burnout 0.19 1.80a −0.13 −1.63b

Goodness-of-fit: χ2164=256.52, p<0.001; GFI=0.90; NFI=0.88; CFI=0.95;

IFI=0.95; TLI=0.94; RMSEA=0.05

***ab p < 0.001, p = 0.072, p = 0.104
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Managerial Implications

This study provides a few managerial insights regarding the
management of frontline luxury service providers. First, man-
agers should understand that it may be inevitable for frontline
service providers to experience a high level of burnout due to
higher expectations on service delivery in the luxury services
sector. Managers must acknowledge the potentially detrimen-
tal effect of workplace burnout not only to the organization
and but also to the individual employee’s personal life. In
order to break this negative feedback loop, companies must
recognize and promote the importance of employee well-be-
ing. For instance, companies can offer a routine mental and
physical health support system as a component of employ-
ment benefits. Companies should implement a variety of em-
ployee wellness programs such as counseling services, mind-
fulness practice, meditation, yoga, and emotional labor train-
ing embedded in deep acting strategies, thus building a sup-
portive culture of psychological safety. Second, managers
should acknowledge that just designing an employee reward
system may not guarantee mitigating employees’ burnout.
Instead, managers need to understand that managing each ser-
vice employee’s motivations for rewards can be as important
as the actual rewards system. Therefore, they need to period-
ically examine each employees’ motivations for rewards and
confirm if their actual rewards system is designed to fulfill
employees’ motivations. Additionally, managers should de-
velop an optimal mix of recognition and rewards systems that
can better manage stressful working conditions. Serving high-
end customers in luxury service setting come with certain
degrees of prestige and recognition through access to premi-
um networks and better social acceptance. Also, more well-
designed recognition systems through awards and incentives
based on cultivating customer relationships and satisfaction
could help in more work value.

Limitations and Future Research

This study has limitations that can be addressed in future re-
search. First, this study adopts Bennett and Robinson (2000)s
view on workplace deviance that was classified into two di-
mensions: organizational deviance and interpersonal devi-
ance. Since this study aims to examine frontline luxury service
providers’workplace deviance behaviors in the organizational
context, deviant behaviors toward customers are beyond the
scope of this study. Yet, Jelinek and Ahearne (2006) propose
an additional dimension-frontline deviance, defined as a vol-
untary form of employees’ misbehaviors targeting organiza-
tional outsiders such as customers. This form of workplace
deviance behavior has been studied in different terms such
as service sabotage (Harris & Ogbonna, 2006) or retaliation
(Madupalli & Poddar, 2014). Since this form of behavior is
commonly observed among service settings, as the primary
duty of an employee’s job involve customer interactions, fu-
ture research can adopt three forms of workplace deviance
behaviors: intra-organizational deviance behaviors such as or-
ganizational and interpersonal deviance and inter-
organizational deviance behaviors such as frontline deviance.
Second, to measure customer retaliatory behavior, this study
used a service failure scenario. Instead of focusing only on the
service failure condition, future research can examine if the
same findings hold in neutral and success service conditions.
Although this study focuses only on extrinsic motivation, par-
ticularly the external regulation type, in luxury service indus-
tries, it can be assumed that both extrinsic and intrinsic moti-
vations interact differently depending on different levels of
emotional labor. Additionally, future research can also exam-
ine the moderating effect of all forms of extrinsic motivation
along the varying degree of autonomy: external regulation,
introjected regulation, identified regulation, and integrated
regulation.

Construct Measurement item with indicator
Surface acting Brotheridge and Lee (2003),

Grandey (2003)
SA1. I put on an act in order to deal with customers in an appropriate way

SA2. I resist expressing my true feelings

SA3. I pretend to have emotions that I do not really have

Deep acting Brotheridge and Lee (2003),
Grandey (2003)

DA1. I do work hard to feel the emotions that I need to show to others.

DA2. I make an effort to actually feel the emotions that I need to display to others

DA3. I really try to feel the emotions I have to show as part of my job

Burnout Rutherford et al. (2011) BO1. I feel used up at the end of the workday

BO2. I feel burned out from my work

Organizational deviance Jelinek and Ahearne
(2010)

OD1. I put off work-related duties to attend to personal

OD2. I used company resources (paper, suppliers, fax, copier) for personal purposes

Appendix A
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