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Abstract In the context of the transition from an industrial economy to a service economy, motivating deep acting of frontline service



workers rather than surface acting is an important way for service-oriented organizations to enhance customer experience and realize
emotional value. According to the emotional labor causality model proposed by Grandey, leadership style is an essential antecedent of
emotional labor strategies. However, the relationship between inclusive leadership and emotional labor strategy choice has not been
clearly illustrated in the existing literature. To fill this gap, this paper selects inclusive leadership as a potential antecedent to address
whether, how, and when inclusive leadership affects frontline service workers’ deep acting and surface acting.

A model with mediated moderating effects is constructed to reveal the mechanism and boundary conditions of inclusive leadership on
the emotional labor of frontline service employees. According to social cognitive theory, emotional labor strategies are the responses
of social perceptions formed by individuals’ processing of external information. Due to the traditional bureaucratic culture and Con-
fucianism influence, frontline service workers tend to understand and evaluate external stimuli from a political perspective and adopt
corresponding attitudes and behaviors. Therefore, organizational political perception is chosen as a mediating variable. According
to the leadership contingency theory, there are obvious variations in the leadership effectiveness of any leadership style on different
subordinates. Under Chinese culture, there are many traditional cultural attributes as part of personality traits reflected in modern
Chinese people, among which traditionality better mirrors Chinese value system. Thus, employee traditionality is chosen as the mod-
erating variable.

Questionnaire survey method was used to collect data from frontline service personnel of ten banking companies in Beijing, Shang-
hai, Shenzhen, Changsha and Xi’an. There were 452 valid questionnaires, involving positions such as account managers, integrated
tellers, lobby managers and telephone consultation. The results of the reliability test showed that the variables were measured with
good validity and reliability; the results of Harman’s one-factor test and latent variable error control method showed that there was no
significant common method bias effect and the relationship between the variables was credible. Finally, according to the mixed model
testing procedure proposed by Ye and Wen (2013), the hypotheses were tested by using Mplus 7.0 software for data processing.
Research results demonstrate that inclusive leadership can inspire frontline service employees to play more deep acting and less
surface acting. As the bridge associating inclusive leadership with emotional labor strategy, perception of organizational politics has
wholly mediator effect between inclusive leadership and surface acting but partly mediator effect between inclusive leadership and
deep acting. Employee traditionality plays a moderating role between inclusive leadership and emotional labor strategy; and the di-
rect effect of inclusive leadership on deep acting or surface acting is significantly weaker when employee traditionality is higher. The
moderating effect of employee’s traditionality is realized through the mediating function of subordinates’ perceptions of organization-
al politics. The more traditional the subordinate is, the less the negative influence of inclusive leadership on perceptions of organiza-
tional politics is.

This paper extends the examination of inclusive leadership effectiveness to emotionally intensive service contexts. The adoption of
frontline service workers’ emotional labor strategies as an outcome variable enriches the consequences of inclusive leadership and is
a beneficial addition to Grandey’s theoretical model. The mediating effect of organizational political perception extends the frame-
work of Larder-Phillips’ POP theory, revealing that emotional labor is both an emotional and a cognitive state and providing evidence
to support the dual processing theory. The moderating effect of employee traditionality echoes the academic call for exploring local
conditions for deepening leadership effectiveness, and provides strong evidence for the double-edged sword effect of employee tradi-
tionality.

Key Words Frontline Employee; Inclusive Leadership; Emotional Labor Strategy; Perception of Organizational Politics; Employee

Traditionality



