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Research on Front-line Server Emotional Labor

WANG Jin
(Yellow River Conservancy Technical Institute, Kaifeng 475004, Henan, China)

Abstract: The quality of front—line server emotional labor is the key factor of service industry. In service
industry, the management present situation of emotional labor is not ideal. The overlook, the inadequate
aftereffect attention and the attention of customers and managers to the server leads to the job burnout,
service damage and high churn rate of front-line server. From education training, salary design, emotion
expression strategy and so on, the manager should improve the emotional labor management and service
level.

Key Words: Front—line server; emotional labor; psychology resource; job burnout; service damage; salary

design; education training
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