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Phases of emotional labor: A focus on surface acting, deep acting, and secondary processing
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Bunkyo 112-0012, Japan)
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The present study discusses actual examples of surface acting, deep acting, and the subsequent

impact of emotion work on leisure time. In compiling a collection of real examples of emotion work,
eight full-time workers (aged from their late 20s to early 30s) were interviewed. Based on their
emotion work experiences, it is possible to classify surface acting into hiding emotions and faking
emotions consistent with Lee and Brotheridge (2006), with workers often employing both styles
concurrently. Moreover, it was found that some individuals experience what may be called incomplete

emotion work, where they may fail in terms of surface acting or deep acting depending on the

circumstances. In terms of subsequent recall of job-related incidents, respondents in high-stress
jobs reported difficulties in detaching from their jobs, which tends to create negative states. As a
consequent, they re-experience job-related stress even during their private off-job time. These >ndings

suggest the importance of focusing attention not only on the emotion work itself, but also on the
subsequent impact of emotional labor as secondary processing.
Key words: emotional labor, emotion work, surface acting, deep acting, secondary processing.
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