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Abstract: The development of service enterprises largely depends on the quality of interaction between
employees and customers. During service delivery, employees not only complete their work tasks but also
regulate their emotions according to organizational requirements in order to present behaviors that meet service
standards. Emotional labor has become an important part of the daily work of employees in service enterprises.
Appropriate emotional labor can improve customer experience and enhance service competitiveness, while
excessive reliance on emotional control may lead to emotional exhaustion, increased work pressure, and
decreased occupational identification among employees. Based on a literature review of emotional labor
theories, this paper analyzes the problems existing in emotional labor management among employees in service
enterprises, including unclear boundaries of emotional labor requirements, insufficient organizational support,
limited emotional regulation abilities of employees, and excessive emphasis on customer experience in
management practices. This paper argues that service enterprises should optimize emotional labor management
through institutional design, employee training, organizational support, and adjustments in management
concepts, so as to establish a more balanced relationship between employees’ emotional investment and
enterprise service objectives.
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