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Abstract

Objective: To investigate the current status of emotional labor and management dilemmas in H Hu-
man Resources Service Company, examine the acceptance of different emotional labor management
strategies among human resources practitioners and students majoring in human resource man-
agement, and provide references and suggestions for enterprises to improve emotional labor man-
agement, enhance employees’ mental health and service performance Methods: Taking H Human
Resources Service Company as an example, this study integrates Conservation of Resources Theory
and Emotional Regulation Theory, and adopts a combined approach of semi-structured interviews
and questionnaire surveys. Enterprise management personnel were interviewed to understand the
status of emotional labor management in the company. Questionnaire respondents included com-
pany employees, industry practitioners and human resource management students, with a total of
129 valid questionnaires collected. SPSS 26.0 was used for reliability and validity tests and statisti-
cal analysis. Results: (1) Company H has initially recognized the importance of emotional labor, but
its overall emotional management system is inadequate. Emotional labor is mainly evaluated
through employee self-assessment and superior appraisal, lacking systematic management. (2) The
enterprise is insufficient in collecting employee needs and building communication channels, re-
sulting in a mismatch between emotional labor management strategies and actual employee de-
mands. (3) Current organizational support measures mostly remain at the level of team-building
and welfare activities, which can hardly alleviate employees’ emotional pressure at the root. (4)
Questionnaire results show that respondents expressed relatively high recognition of all three
types of management strategies, with organizational support strategies being the most highly ac-
cepted. Gender differences were also observed in employees’ preference for different strategies.
Conclusion: Human resources service enterprises should improve their emotional labor manage-
ment mechanisms and optimize management in three aspects: the construction of emotional man-
agement systems, employee participation, and organizational support. By establishing scientific
emotional management systems, unblocking employee communication channels, and providing
comprehensive organizational support, enterprises can reduce employees’ emotional labor burden
and promote both employees’ mental health and corporate service performance.
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Table 1. Dimensions for measuring emotional labor strategies
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Table 2. Descriptive statistics of emotional labor strategies
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Table 3. Gender differences in emotional labor strategies
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