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Abstract

In order to explore the cross-subject relationship and its mechanism of action between customers’
negative emotions and the emotional exhaustion of artificial aftermarket customer service staff,
this paper constructs a regulated mediation model across the subject from the perspective of emo-
tional infection theory, focusing on the mediated role of surface acting and deep acting in the rela-
tionship between the two and the regulating role of emotional arousal. The after-sales customer
service staff were investigated using PANAS Scale, SAM Emotional Self-assessment Scale, Emotion-
al Labor Strategy Scale and Emotional Exhaustion Scale. The results showed that 1) after controlling
gender, age, education and working years, the negative emotions of customers could significantly be
positive in predicting the emotional exhaustion of after-sales customer service staff; 2) Negative
emotion predicts emotional exhaustion through the mediating role played by the surface, but the
deep role does not mediate between the two; 3) Arousal modulates negative emotions through the
surface playing the first half of the path to predict emotional exhaustion. The results of the study
are helpful to further reveal the formation mechanism of emotional exhaustion of after-sales cus-
tomer service, and it has some enlightenment significance to intervene and guide the emotional la-
bor of after-sales customer service staff.
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Figure 1. The proposed moderated mediation model
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Table 1. Means, standard deviations and correlations among variables
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Table 2. A mediation model test of surface and deep acting
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TAERIR -0.112 -0.442 -0.364 -1.078 -0.154 —0.460 0.037 0.175
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Table 3. Decomposition diagram of total effect, direct effect and mediation effect
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Table 4. Moderated mediation model testing
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Figure 2. The moderating effect of arousal between negative emotions and sur-
face acting
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Figure 3. The moderating effect of arousal between negative emotions and deep
acting
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