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Emotions and organizations’ are inseparable. Keeping in view this 

employees’ creativity with emotional exhaustion as a mediator. Since, 

g

acting and employees’ creativity. Moreover, the mediated role of 

employees’ 

employees’ creativity re

1983

thus organizations’ needs to take appropriate measures to enhance 

organizations’ image by projecting appropriate emotions. In view of the 

perform. In this context organizations’ need to ensure proper display of 
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organizations’ and this form of labor is referred to as emotional labor. 

workers’ are becoming incredibly important for organizations (Smith, 

theoretical justifications of Hobfoll’s (1989) conservation of resource 

(COR) theory; employees’ have limited cognitive resources. n 

situations where workers’ do not handle self as well as others’ emotions, 

is performed regularly workers’ becomes emotionally exhausted 
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study is going to explore whether frontline female employees’ emotional 

creatively. Creativity has been referred to as “producing novel as well 

useful ideas” (George & Zhou, 2002). But it is not just a straight forward 

(2003) demonstrated vital role of emotions regarding employees’ 

Furthermore, individuals’ perceive positive 

cognitive resources to deploy which may impair employees’ cognitive 

consumes enough resources that may harm surface actors’ creativity. 
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1

2

customers (Miao & Evans, 2013). Thus, managing service providers’ 

service providers’ less like interacting with customers; indeed they 

In fact, the way service providers’ exhibit their 

emotions is significant aspect concerning customers’ evaluation of an 

ine service providers’ perform 

related outcomes like employees’ creativity. For 

workers’ (surface actors) cognitive performance. Similarly, as per 

re consumed at higher level which damage surface actors’ (employees) 

creativity.  On contrary, deep actors’ felt and displayed emotions are 

Thus 

3

4
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, 2008

culture/context. Thus organizations’ needs to provide inclusive work 

kers’ display deeply felt, authentic emotions.

. 

5

.

6

banks come across difficult as well demanding customers. But banks’ 
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made with frontline females’ service providers working in their 

as masculinity. The participants’ instead of 

mobile numbers (assigned code). Moreover, respondents’ were 

A formal list was maintained regarding employees’ codes with the help 

dyads as employees’ creativity component was filled out b

respondents’ were approached after six weeks who gave their responses 
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1

on employees’ creativity was supported (B = 0.24, p ≤ 0.01). H2

predicted the positive influence of deep acting on employees’ creativity 

≤ 0.001). H3

≤ 0.0

surface acting and employees’ creativity became non
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4

supported, as the relationship between deep acting and employees’ 

5

6

and employees’ creativity as well confirmed positive relation between 

deep acting and employees’ creativity which confirmed H1 2

3 4

5

6

they need not to sacrifice national cultural norms and values but banks’ 

the probability of workers’ to positive
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acting) on employees’ creativity. Thus the study supports to expand the 

employees’ where employees’ need not to alter inner feeling and 
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