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Abstract :

Objective: Frontline employees in service industries act as the contact point between
customers and the organization and are often considered as the source of service
differentiation or competitive advantage for companies. The high number of customers in
the service industries, such as banks and financial institutes, and the high volume of
interactions with customers might make the frontline employees face issues such as low
work passion, work exhaustion, and work burnout. In this study, a dualistic model of passion
was deployed to investigate the role and effects of emotional labor strategies on the
emotional exhaustion of frontline employees of Bank Saderat of Iran in the city of Karaj.

Methods: This study has conducted based on quantitative approach, the goal is practical,
the nature is descriptive and the strategy is correlation. A required sample size of 200
employees was drawn from the population size of 400 using the Morgan table. The
necessary field data for verification of research assumptions was collected by performing a
survey among the sample population. A separate valid survey was used for each variable of
passion, emotional work strategy, and emotional exhaustion. The survey questions were
designed based on the Likert scale including strongly agree, agree, neither agree nor
disagree, disagree, and strongly disagree. The Structural Equation Model was implemented
for analysis of the collected data.

Results: The results of analysis, based on the research assumptions, showed that emotional
exhaustion is observed in the employees with harmonious passion. Employees with
harmonious passion tend to retain a deep acting strategy. Employees with an obsessive
passion more likely tend to adopt a deep acting strategy rather than a surface acting strategy.

Conclusion: employees who have higher harmonious passion, have higher job satisfaction
and their conflict in work environment is lower compared to those who have obsessive
passion. This feeling in long term prevents working exhaustion or delays it. Surface acting
and deep acting have moderating role in this correlation.

Keywords: Harmonious passion, Obsessive passion, Surface acting, Deep acting,
Emotional exhaustion
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