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Abstract 

In the process of service delivery, employees are expected to manage their emotions to ensure customer 
satisfaction. Within the framework of this expectation, employees are required to suppress their negative 
emotions or exhibit the desired emotions determined by the organizations. The effort of employees in this 
process is defined as emotional labor. However, employees may not always be able to control their 
emotional labor and may experience a contradiction between their inner states and exhibited emotions. 
According to self-discrepancy theory, this contradiction results in unintended consequences, such as 
discomfort, guilt or burnout. In the literature review, the impact of emotional labor on burnout was 
discussed. However, the results were contradictory regarding the relationship between emotional 
exhaustion, which is a dimension of burnout, and emotional labor. In this respect, the aim of this study is 
to explore the impact of emotional labor on emotional exhaustion. To this end, data were gathered from 
employees in health sector by survey method and analyzed by multiple regression. The results stated that 
surface acting has a positive, whereas deep acting has a negative impact on emotional exhaustion. Thus, it 
is recommended to lessen emotional exhaustion by increasing organizational support and internalization of 
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