


 
Abstract

This three-part assignment critically examines the purpose, role, and value of literature reviews within academic research. Part One explores the significance of literature reviews in establishing the current knowledge base, identifying research gaps, and informing the development of research aims and objectives. It also critically evaluates three common review approaches: traditional literature reviews, systematic reviews, and scoping reviews, highlighting their respective strengths, limitations, and suitability for different research purposes. Part Two presents an annotated bibliography derived from a scoping review of the literature relating to emotional labour within hospitality and workplace contexts. The annotated bibliography provides a critical summary of key studies, their findings, and their relevance to the research topic. Finally, Part Three documents the scoping review process, outlining the search strategy, study selection procedures, and evidence mapping undertaken to identify and synthesise the existing literature. Together, the assignment provides a structured and critical exploration of the current evidence base surrounding emotional labour within the hospitality industry .
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Introduction to literature reviews  

Literature reviews are an analytical overview of an existing body of research that describes, evaluates, clarifies known knowledge about a subject area (Easterby-Smith, et al, 2021). According to Saunders, Lewis and Thornhill (2012) the significance of any research and findings tend to be judged against the prior research and findings of others therefore, demonstrating an understanding of a topic, relevant theories, concepts, current debates and ideas is key. A literature review achieves this by the bringing together, integration and synthesis of existing information on a topic (Thomas, 2025). Rather than a summary of individual articles, the literature review represents a focused body of work demonstrating the researcher’s knowledge of prior work, identification of research gaps, development of precise research questions and therefore, positioning the research with respect for prior literature, all whilst developing a story for the reader (Fernandez, 2019). 

Literature review purpose
The purpose of a literature review is the provision of a map, a sounding board, a backdrop and a scaffold for research (Thomas, 2025). According to Hart (2018) there are a range of twelve purposes inclusive of distinguishing, discovering, synthesising, identifying, establishing, rationalising and enhancing knowledge. Ridley (2012) maintains that one’s own research is a small piece in a much larger jigsaw puzzle to which your literature review serves a purpose of contextualising research enabling the reader to see the wider puzzle and not only the shade of your piece of that puzzle. Easterby-Smith, et al (2021) summarises that literature reviews provide context, refinement in topic, indication of what the research is adding to the field of study as well as justification of why the research is being undertaken and its contribution to the wider subject area. Despite varying levels of depth regards to the literature review’s purpose, there is a consistency within the literature of its relevance, importance and place within research. A good literature review provides an indication of what will be or could be added to the understating of a field (Easterby-Smith, (2021), and provides the opportunity to engage with the relevant theories and body of knowledge to underpin the research whilst, also highlighting weaknesses in the evidence arguing the requirement for further research (Booth, Sutton and Papaioannou, 2012). 



Types of literature reviews 
There are a range of literature review approaches available to assist in achieving the aim and objectives of research, for the purpose of this assignment a focus has been placed on the following approaches.  

Traditional reviews 
A traditional literature review provides a critical synthesis and interpretation of existing research to develop a deeper understanding of a topic and establish a theoretical foundation for further study. Unlike scoping reviews, traditional reviews typically focus on analysing, comparing, and evaluating key theories, concepts, and empirical findings to identify patterns, inconsistencies, and research gaps. This approach enables a more in-depth critical discussion of the literature and supports theory development. However, traditional reviews often lack the systematic search and selection procedures associated with scoping or systematic reviews, increasing the potential for selection bias and reducing transparency and replicability. Consequently, the findings may be influenced by the researcher's interpretation and decisions regarding the inclusion of literature.

Scoping reviews
A scoping review provides a systematic and transparent approach to mapping the breadth and nature of existing literature, making it particularly useful for exploring complex and emerging fields of research. Unlike systematic reviews, scoping reviews aim to identify key concepts, evidence sources, and knowledge gaps rather than evaluate the effectiveness of interventions. However, while scoping reviews offer a comprehensive overview of the available evidence, they typically do not undertake detailed quality appraisal of included studies, limiting their ability to assess the strength or reliability of findings. Consequently, scoping reviews are valuable for identifying research trends and informing future research directions, but their findings should be interpreted with caution when drawing conclusions about causality or evidence quality.

Systematic reviews 
A systematic review is a structured, reproducible review that uses strong search strategies with a strict inclusion and exclusion criteria that conforms to strict rules to minimise bias and increase transparency resulting in a strong evidence-based practice. Post positivist in nature, a systematic review can be time consuming and resource intensive and may exclude qualitative insights. A systematic review is rigorous but lacks flexibility in design.  

To ensure that the review is viewed appropriately the most accurate label is required (Booth, Sutton & Papaioannou, 2016). Castro (2026) maintains that an understanding of the differences between literature review approaches, facilitates the alignment of research objectives with the necessary level of rigour and influences the quality, credibility and coherence of discussions. 

Background of chosen business-related topic 

The requirement for polite and reasonable interactions in the mist of dealing with potentially angry or difficult customers is demanding and extremely taxing (Ford and Sturman, 2025), this especially being the case within the hospitality industry, where regardless of role, sincerity and genuineness of emotions displayed by employees to customers and customer experience is paramount (Kundu, Dutta and Dhir, 2026). Within the competitive hospitality landscape there is an emphasis and expectation of “service with a smile” to manage and exceed customer expectations and satisfaction (Kim, et al, 2012). According to Wood (2015) the core element of emotional labour within hospitality is customer care and that this has been recognised and been cemented into behavioural training models and standard operating procedures throughout an industry reliant upon customer service interactions. To establish a foundation for understanding the current body of knowledge surrounding the phenomenon of emotional labour in the workplace, the following research aim and objectives have been developed to guide the review and exploration of the existing literature.

Aim
To conduct a scoping review of emotional labour research within the hospitality sector, mapping current knowledge of how employees experience and manage emotional labour demands and to explore the contribution of self-regulation theory and the job demands resources (JD-R) model in terms of the development and maintenance of employee self-regulatory capabilities. 


Objectives 
1. To map and synthesis the current literature on the phenomenon of emotional labour within hospitality in terms of how employees experience and manage emotional labour demands. 
2. To explore how self-regulation theory has been applied within emotional labour in terms of self-regulation as a developable capability. 
3. To identify if the JD-R model has been used to explain relationships between emotional labour, self-regulatory capability and workplace resources. 
4. To highlight gaps and opportunities for future research. 
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	Author 
	Design 
	Population, Concept, Context 
	Findings 
	Strengths / Limitations 
	JD-R Used 
	Recommends / Gaps 
	Relevance 

	Abdou (2025)
	Quantitative survey
	442 Saudi hotel employees: leadership, psychological capital and wellbeing
	Psychological and leadership resources enhance wellbeing in demanding hospitality workplaces
	Large sample robust analysis, limited causality / generalisability
	No 
	Explore mediators, longitudinal relationships, hospitality contexts.
	Supporting 

	Abdulmawla et al. (2026)
	Quantitative survey 
	438 Egyptian hotel employees: paradoxical leadership, emotional labour, workplace behaviour
	Paradoxical leadership drives surface acting and counterproductive behaviours
	Large sample, strong theory; limited scope / causality
	No 
	Investigate deep acting emotional intelligence, resilience, psychological safety
	Core 

	Abrian et al. (2024)
	Quantitative survey 
	166 Indonesian hospitality interns: emotional labour, empowerment, purpose, acting
	Personal resources promote deep acting, customer focus, reducing surface acting.
	Hospitality internship insights; limited generalisability and causality.
	No 
	Examine mediators, hospitality sectors and cultural differences
	Core 

	Akarsu et al. (2023)
	Quantative review
	Bibliometric review of 99 hospitality service-failure studies: emotional labour, recovery
	Service recovery research highlights emotional labour and rumination themes.
	Comprehensive review; limited empirical and emotional-labour focus
	No 
	Explore emotional labour, AI, rumination, and service failures
	Review 

	Akdu (2026)
	Integrated theoretical framework
	Tour guides' emotional labour, storytelling and tourist experiences.
	Emotional labour storytelling creates authentic tourist experiences and engagement.
	Theoretically robust; requires testing across tourism contexts
	No 
	Test model, examine culture, moderators and guiding contexts.
	Supporting 

	Balcıoğlu & Altındağ (2026)
	Quantitative sentiment analysis
	Turkish employees: emotional labour, psychological resources and wellbeing.
	Psychological resources improve wellbeing, performance and reduce burnout risks.
	Large sample; limited hospitality-specific emotional labour focus.
	Yes
	Examine hospitality wellbeing interventions and emotional labour
	Low 

	Çelik et al. (2025)
	Systematic review study
	Review of tourism employee wellbeing, support and emotional labour.
	Resources support hospitality wellbeing; emotional labour remains underexplored.
	Comprehensive review; limited emotional labour process coverage.
	Yes
	Explore interactions, wellbeing frameworks and emotional labour.
	Review 

	Chan et al. (2026)
	Qualitative case study
	Hospitality interns: emotional labour socialisation and emotional capital.
	Interns develop emotional capital through deep acting socialisation.
	Rich insights; limited intern-focused cultural generalisability.
	No 
	Investigate emotional capital longitudinally across cultures.
	Supporting 

	Chehab et al. (2023)
	Quantitative SEM survey
	Restaurant employees: motivation, emotional labour and turnover outcomes.
	Job standardisation boosts motivation, reducing emotional labour consequences.
	Strong hospitality evidence; limited causality and scope.
	No 
	Examine motivation types and emotional labour dimensions.
	Supporting 

	Chen et al. (2025)
	Quantitative experimental study
	Drivers' emotional labour, supervision and performance under pressure.
	Deep acting improves performance; surface acting increases arousal.
	Strong causality; requires hospitality-context validation.
	No 
	Test supervision and emotional labour in hospitality.
	Supporting 

	Cheng et al. (2026)
	Quantitative three-wave survey
	Hospitality employees: emotional labour, illegitimate tasks and self-regulation.
	Locus of control shapes emotional labour strategy selection.
	Strong self-regulation evidence; limited cultural generalisability.
	No 
	Explore organisational moderators and cross-cultural influences.
	Core 

	Cheng & Liu (2024)
	Quantitative survey study
	Customer incivility influences emotional labour among frontline employees.
	Customer incivility influences passion and emotional labour strategies.
	Large sample; organisational moderators remain unexplored.
	No 
	Examine moderators and longitudinal emotional labour effects.
	Supporting 

	Correia Leal et al. (2023)
	Quantitative diary study
	Hotel employees: sickness presenteeism, surface acting and exhaustion.
	Surface acting while ill increases exhaustion and resource depletion.
	Novel concept; limited sample and timeframe.
	No 
	Investigate presenteeism, deep acting and social influences.
	Supporting 

	Dangaiso & Mukucha (2024)
	Quantitative SEM study
	Fast-food employees: customer incivility, stress and turnover intentions.
	Customer incivility creates stress, turnover intentions and attrition
	Understudied context; limited causality and perspectives.
	No 
	Explore moderators using mixed-method stakeholder perspectives.
	Supporting 

	Devi & Randhawa (2026)
	Quantitative SEM survey
	Indian hoteliers: cultural intelligence, emotional labour and turnover.
	Cultural intelligence shapes emotional labour and turnover outcomes.
	Strong CQ analysis; limited wellbeing outcome examination.
	No 
	Examine outcomes longitudinally across hospitality contexts.
	Core 

	Fowler & Hertzman (2026)
	Qualitative literature review
	Review of hospitality burnout, turnover and workforce instability.
	Hospitality labour strain cycle links burnout, turnover, shortages.
	Innovative framework; lacks direct empirical validation
	No 
	Test labour strain cycle through longitudinal studies.
	Review 

	Giotis & Bouhagiar (2026)
	Quantitative pilot survey
	Hotel employees: wellbeing, stress, burnout and emotional labour.
	Hospitality demands increase distress; support improves wellbeing outcomes.
	Hospitality focus; limited sample and generalisability.
	Yes
	Conduct larger longitudinal studies evaluating interventions.
	Core 

	Gong & Huang (2026)
	Quantitative dyadic survey
	AI-threat perceptions influence emotional labour and customer outcomes.
	AI threats increase surface acting and dysfunctional customer behaviour.
	Innovative AI focus; limited scope and causality.
	No 
	Explore AI, deep acting and hospitality cultures.
	Supporting 

	Grolleau et al. (2023)
	Conceptual theoretical paper
	Agritourism emotional labour, emotional literacy and hospitality interactions.
	Emotional literacy supports hospitality wellbeing and emotional harmony.
	Novel agritourism perspective; lacks empirical testing.
	No 
	Examine emotional wellbeing within agritourism hospitality.
	Low 

	Gu & Tang (2025)
	Quantitative experiment study
	Luxury hotel staff: customer injustice and emotional labour.
	Coworkers and self-construal influence emotional labour strategies significantly.
	Innovative coworker focus; limited wellbeing examination.
	No 
	Explore social influences across service contexts.
	Supporting 

	Gursoy (2026)
	Conceptual framework paper
	AI-enabled hospitality: emotional labour and customer experience creation.
	AI increases emotional labour importance in hospitality service.
	Strong AI framework; requires empirical validation.
	No 
	Investigate AI-mediated emotional labour and adaptation.
	Supporting 

	Han et al. (2025)
	Quantitative survey study
	Tourism employees: emotional labour, satisfaction and psychological contracts.
	Psychological contracts strengthen emotional labour effects on satisfaction.
	Large sample; limited wellbeing and strategy measures
	No 
	Examine wellbeing, digital environments and hospitality sectors.
	Supporting 

	Hao et al. (2026)
	Qualitative ethnographic study
	Tourism workers: emotional exhaustion, reviews and resource depletion.
	Surveillance and tourist demands drive emotional depletion outcomes.
	Rich insights; limited statistical generalisability overall.
	No 
	Test emotional depletion across tourism contexts.
	Supporting 

	Hight et al. (2026)
	Quantitative SEM survey
	Restaurant servers: emotional labour, role stress and turnover.
	Surface acting increases stress, dissatisfaction and turnover intentions.
	Strong emotional labour focus; limited sample scope
	No 
	Explore personality and regulation across hospitality sectors.
	Supporting 

	Hisano (2025)
	Qualitative historical study
	Historical emotional labour among Japanese restaurant service workers.
	Emotional labour historically supported hospitality commercial success growth.
	Unique historical perspective; limited contemporary applicability.
	No 
	Examine emotional labour history and commercialisation.
	Low 

	Hsu et al. (2024)
	Conceptual review paper
	Review of emotion regulation and emotional labour interactions.
	Emotion regulation underpins emotional labour, wellbeing and performance.
	Strong theoretical synthesis; lacks empirical validation.
	No 
	Investigate dynamic interpersonal emotion regulation processes.
	Review 

	Hu et al. (2026)
	Mixed-method study
	Hotel newcomers: emotions, workplace learning and withdrawal behaviours.
	Appraisals shape emotions, learning, withdrawal and workplace behaviours.
	Strong causal evidence; limited cultural transferability.
	No 
	Examine mediators across cultures and hospitality sectors.
	Supporting 

	Hu et al. (2023)
	Quantitative SEM survey
	Luxury hotel employees: emotional labour and career outcomes.
	Organisational support promotes emotional labour and career development.
	Career-focused contribution; limited sector generalisability.
	No 
	Study emotional labour across sectors and levels.
	Core 

	Jianu et al. (2025)
	Mixed-method study
	Algorithmic management impacts hospitality wellbeing and employee attitudes.
	Algorithmic control reduces wellbeing; managerial support offsets impacts.
	Robust mixed-methods design; indirect emotional labour focus.
	No 
	Explore AI governance, adaptation and wellbeing outcomes.
	Supporting 

	Jones et al. (2024)
	Qualitative interview study
	COVID-era hospitality work: emotional labour, care and wellbeing.
	COVID increased emotional labour, stress and care responsibilities.
	Rich qualitative insights; limited wider generalisability.
	No 
	Investigate inequalities and long-term emotional labour.
	Supporting 

	Nyanjom & Wilkins (2021)
	Qualitative exploratory study
	Hospitality educators: emotional labour skills and curriculum development.
	Emotional labour skills develop through education and socialisation.
	Important educational focus; limited participant perspectives.
	No 
	Integrate emotional labour skills into curricula.
	Low 

	Kilson (2025)
	Systematic review study
	Review of hospitality employer branding, retention and experience.
	Organisational resources support retention, wellbeing and employee loyalty.
	Comprehensive review; indirect emotional labour relevance.
	No 
	Expand employer-branding research beyond hotel settings.
	Low 

	Kim, Gim & Kim (2025)
	Quantitative PLS-SEM survey
	Casino dealers: customer incivility, emotional labour and turnover.
	Customer incivility drives exhaustion, turnover through surface acting.
	Strong theoretical model; limited hospitality transferability.
	Yes
	Explore resilience interventions across hospitality cultures.
	Supporting 

	Kim & Goh (2026)
	Quantitative SEM survey
	Casino employees: personality, engagement and customer orientation.
	Personality influences engagement, commitment and customer orientation outcomes.
	Strong psychological focus; limited contextual generalisability.
	No 
	Investigate cultures, personalities and physiological responses.
	Supporting 

	Kim & Park (2025)
	Quantitative SEM survey
	Flight attendants: psychological capital, trust and citizenship behaviours.
	Trust builds psychological capital, improving positive employee behaviours
	Strong framework; emotional labour not directly examined.
	Yes
	Examine emotional labour and resource development.
	Supporting 

	Klope (2025)
	Qualitative interview study
	Hospitality students: emotional labour socialisation and gender expectations.
	Hospitality students learn emotional labour through vocational socialisation.
	Rich educational insights; limited longitudinal evidence.
	No 
	Explore socialisation and long-term labour consequences.
	Low 

	Kundu et al. (2026)
	Quantitative validation study
	Hospitality emotional labour measurement, assessment and stress outcomes.
	Emotional labour dimensions predict stress across hospitality settings.
	Robust measurement tool; limited outcome investigation.
	No 
	Validate tool across cultures and wellbeing outcomes.
	Core 

	Lam & Cheung (2024)
	Quantitative PLS-SEM survey
	Hong Kong hotels: cultural intelligence, emotional labour, satisfaction.
	Cultural intelligence promotes genuine emotions and job satisfaction.
	Comprehensive framework; limited hotel-context generalisability.
	No 
	Examine CQ, wellbeing and hospitality contexts.
	Core 

	Lavie & Mayer (2025)
	Qualitative comparative study
	Hospitality workers: emotional labour, trust and pandemic experiences.
	COVID intensified emotional labour, uncertainty and wellbeing challenges
	Rich crisis insights; limited intervention analysis
	No 
	Investigate coping, support and crisis impacts.
	Supporting 

	Lechner et al. (2022)
	Mixed-method study
	Emotional display authenticity influences customer confidence and outcomes.
	Authentic emotions outperform fake displays in customer outcomes.
	Strong methodology; primarily customer-focused outcomes examined.
	No 
	Explore digital emotional labour and incivility.
	Supporting 

	Lee et al. (2023)
	Mixed-method study
	Stereotypes influence emotional labour, burnout and service recovery.
	Stereotypes increase emotional regulation demands and employee burnout.
	Strong diversity focus; limited long-term causal evidence.
	No 
	Examine stereotypes using longitudinal workplace studies.
	Core 

	Lei & Kuok (2025)
	Quantitative regression survey
	Hotel employees: emotional intelligence, labour, burnout and engagement.
	Deep acting improves engagement; surface acting increases exhaustion.
	JD-R application; limited sample and scope.
	Yes
	Investigate engagement, burnout and intelligence longitudinally.
	Core 

	Li et al. (2023)
	Quantitative two-wave survey
	Customer incivility shapes emotional labour and workplace outcomes.
	Customer incivility alters passion and emotional labour choices.
	Strong model; limited stressor coverage examined.
	No 
	Explore broader incivility sources and moderators.
	Supporting 

	Lin et al. (2025)
	Quantitative SEM study
	B&B hosts: personality, emotional labour and relationship quality.
	Personality influences relationship quality more than emotional labour.
	Unique context; limited emotional labour effects.
	No 
	Compare hosts and explore moderating influences.
	Low 

	Liu et al. (2025)
	Quantitative longitudinal survey
	Hotel employees: emotional labour, trust and work engagement.
	Emotional labour generates trust, engagement and resource gains.
	Strong resource model; limited mediation support.
	No 
	Examine resilience across sectors using mixed methods.
	Supporting 

	Liu (2024)
	Quantitative SEM survey
	Hospitality employees: work-leisure conflict and emotional labour demands.
	Recovery needs shape emotional labour; support buffers effects.
	Strong resource framework; limited causal inference.
	No 
	Investigate recovery, support and work-life interventions.
	Core 

	Liu et al. (2025)
	Mixed-method study
	Robot failures trigger emotional labour and recovery behaviours.
	Robot stressors influence emotional labour and recovery engagement.
	Innovative robot focus; requires broader replication.
	No 
	Examine robots, technostress and cross-cultural effects.
	Supporting 

	Lv et al. (2023)
	Quantitative field study
	Hospitality job demands influence work and family outcomes.
	Emotional labour demands increase overwork and resource depletion.
	Multi-source data; limited emotional labour strategy analysis.
	No 
	Explore overwork using diary and longitudinal methods.
	Supporting 

	Mann et al. (2023)
	Quantitative time-lagged survey
	Emotional regulation strategies affect exhaustion in service workers.
	Different deep acting forms produce contrasting exhaustion outcomes.
	Theoretical advancement; limited hospitality-specific evidence.
	No 
	Differentiate deep acting types within hospitality.
	Core 

	Marghany et al. (2025)
	Qualitative exploratory study
	Heritage hotel staff: authenticity, storytelling and guest interactions.
	Meaningful heritage work encourages authentic emotional engagement.
	Novel context; limited emotional labour measurement.
	No 
	Explore heritage hospitality wellbeing and storytelling.
	Low 

	Mellors & Gaspar (2025)
	Conceptual discussion paper
	Authenticity, identity work and emotional labour in hospitality.
	Authenticity management influences wellbeing through emotional self-regulation
	Novel authenticity focus; lacks empirical testing
	No 
	Empirically examine authenticity, inclusion and wellbeing.
	Supporting 

	Mo et al. (2026)
	Mixed-method study
	Robot failures influence emotional labour through workplace emotions.
	Robot failures trigger emotions shaping emotional labour strategies.
	Strong causality; limited wellbeing outcome assessment
	No 
	Explore AI adaptation and wellbeing outcomes.
	Supporting 

	Mohamed et al. (2023)
	Quantitative SEM survey
	Egyptian hotel employees: emotional labour, exhaustion and counterproductive behaviours.
	Emotional labour predicts counterproductive behaviours through exhaustion mechanisms.
	Strong behavioural focus; limited contextual scope.
	No 
	Develop measures and examine genuine emotions.
	Supporting 

	Moufakkir (2026)
	Qualitative grounded-theory study
	Expatriates managing emotional labour during homeland crises abroad.
	Cultural resilience supports emotional labour during external crises.
	Unique crisis perspective; limited wider applicability.
	No 
	Examine crisis-related emotional labour and wellbeing.
	Supporting 

	Ngcobo et al. (2022)
	Qualitative interview study
	Racecourse employees: emotional labour, wellbeing and performance outcomes.
	Genuine acting improves wellbeing and performance outcomes significantly.
	Rich insights; very limited sample size.
	No 
	Study coping strategies using larger samples.
	Supporting 

	Nguyen et al. (2026)
	Quantitative dyadic survey
	Hotel employees: supervisor incivility, distress and engagement outcomes.
	Supervisor incivility reduces engagement through learned helplessness.
	Strong design; limited broader wellbeing outcomes
	No 
	Explore leadership, mediators and hospitality contexts.
	Core 

	P.J. S. et al. (2023)
	Bibliometric review study
	Bibliometric review of hospitality service quality and satisfaction research.
	Bibliometric review highlights emotional labour's growing relevance.
	Comprehensive review; limited employee-focused coverage.
	No 
	Investigate employee-focused service quality outcomes further.
	Low 

	Peng & Li (2023)
	Quantitative survey study
	Emotional labour predicts withdrawal behaviours through exhaustion processes.
	Mindfulness buffers emotional exhaustion and withdrawal behaviours effectively.
	Strong model; lacks longitudinal evidence support
	No 
	Examine deep-acting shifts and quiet quitting.
	Core 

	Ponting & Dillette (2023)
	Qualitative duo ethnography study
	Researchers' emotional labour during luxury hotel ethnographic fieldwork.
	Researcher identities shape emotional labour and reflexive practices.
	Novel perspective; highly context-specific findings.
	No 
	Explore researcher wellbeing and emotional labour.
	Low 

	Lam, Cheung & Lugosi (2022)
	Mixed-method study
	Luxury hotel employees: cultural intelligence, emotional labour, satisfaction.
	Cultural intelligence supports genuine acting and job satisfaction.
	Comprehensive analysis; limited luxury-hotel generalisability.
	No 
	Investigate CQ across contexts and identities.
	Core 

	Rajak & Singh (2023)
	Mixed-method study
	Tourism employees: emotional labour, performance and job satisfaction.
	Emotional labour influences performance through job satisfaction pathways.
	Mixed-method insights; limited methodological detail provided.
	No 
	Further examine emotional labour employee outcomes.
	Low 

	Rellon et al. (2026)
	Qualitative exploratory study
	Hospitality professionals: inclusivity, emotional labour and service quality.
	Emotional boundary management supports inclusive hospitality service delivery.
	Novel inclusion focus; lacks quantitative validation.
	No 
	Validate framework and long-term inclusion outcomes.
	Supporting 

	Rughoobur-Seetah (2026)
	Quantitative PLS-SEM survey
	Mauritian hotels: emotional labour, satisfaction and turnover intentions.
	Organisational conditions outweigh emotional labour in employee retention.
	Large sample; limited emotional labour specificity.
	No 
	Explore retention factors through longitudinal research.
	Low 

	Sarmento (2026)
	Qualitative ethnography study
	Hospitality inclusion, dignity and emotional labour among vulnerable groups.
	Emotional labour promotes dignity, inclusion and wellbeing outcomes.
	Rich ethnography; limited commercial hospitality applicability.
	No 
	Investigate dignity creation across service settings.
	Low 

	Shagirbasha et al. (2024)
	Quantitative SEM survey
	Employee emotional intelligence shapes emotional labour strategy selection.
	Emotional intelligence and interactions determine emotional labour strategies.
	Large sample; limited geographical generalisability
	No 
	Explore online emotional labour across sectors.
	Supporting 

	Shin & Shin (2026)
	Quantitative SEM survey
	Spiritual leadership strengthens self-regulation and emotional labour outcomes.
	Leadership builds emotion-regulation efficacy, enhancing service performance.
	Strong framework; limited wellbeing outcome focus.
	No 
	Test mediators, wellbeing outcomes and cultures.
	Supporting 

	Babalola & Nwanzu (2022)
	Quantitative survey study
	Self-monitoring influences emotional labour strategy use among employees.
	Self-monitoring strengthens emotional labour capability and strategy use.
	Novel antecedent; limited hospitality relevance.
	No 
	Investigate personality-emotional labour interactions longitudinally.
	Supporting 

	Swancott & Davis (2023)
	Quantitative survey study
	Emotional intelligence shapes labour, engagement and job satisfaction.
	Engagement predicts satisfaction more strongly than emotional intelligence.
	Hospitality-specific; limited sample and scope
	No 
	Examine emotional intelligence using dynamic methods.
	Supporting 

	Nam (2021)
	Quantitative regression study
	Social media influences emotional labour and burnout outcomes.
	Social media amplifies surface acting's negative burnout effects.
	Innovative digital focus; limited hospitality relevance.
	No 
	Investigate social media effects across hospitality.
	Low 

	Tahir (2026)
	Qualitative interpretive study
	Tourism entrepreneurs: resilience, emotional labour and AI adaptation.
	Resilience supports work-life balance amid emotional labour demands.
	Rich entrepreneur insights; limited workforce applicability.
	No 
	Compare tourism contexts using longitudinal research.
	Low 

	Tan et al. (2026)
	Quantitative PLS-SEM survey
	Eco-resort employees: leadership, rumination and emotional labour outcomes.
	Rumination links emotional labour with workplace misconduct outcomes.
	Innovative rumination model; limited contextual generalisability.
	No 
	Explore resources, justice and cross-cultural differences.
	Core 

	Tang & Gu (2024)
	Quantitative experimental study
	Leaders' emotions influence employee emotional labour behaviours.
	Leader emotional labour influences employee emotional labour behaviour
	Strong causal design; limited real-world validation.
	No 
	Examine culture, fit and emotional motivations.
	Supporting 

	Trivedi et al. (2026)
	Bibliometric review study
	Bibliometric review of emotional labour research trends globally.
	Bibliometric review identifies emotional labour research trends globally.
	Comprehensive trend analysis; lacks causal explanation.
	No 
	Explore training, wellbeing and cultural differences.
	Review 

	Üngüren et al. (2025)
	Quantitative PLS-SEM survey
	Hotel employees: emotional labour, burnout, alienation and support.
	Managerial support buffers burnout and work alienation effects.
	Strong resource model; limited cultural generalisability.
	Yes
	Test interventions across cultures and sectors.
	Supporting 

	Usman et al. (2023)
	Quantitative CB-SEM survey
	Political skill shapes emotional labour and career success.
	Political skill promotes deep acting and career success.
	Novel resource focus; limited organisational analysis.
	No 
	Examine innovation and outcomes across sectors.
	Core 

	Vivas Imparato et al. (2026)
	Integrative review study
	Review of job crafting, wellbeing and emotional labour.
	Job crafting helps manage demands and improve wellbeing.
	Comprehensive synthesis; geographically concentrated evidence base.
	Yes
	Investigate emotional crafting and workforce sustainability.
	Supporting 

	Wan & Miao (2026)
	Quantitative PLS-SEM survey
	Hotel leadership, empowerment and organisational support drive innovation.
	Leadership and empowerment foster innovation through organisational support
	Strong resource model; indirect emotional labour focus.
	No 
	Examine innovation using longitudinal multilevel studies.
	Supporting 

	Wang & Liu (2026)
	Quantitative paired survey
	Customer mistreatment triggers emotional labour and service failures.
	Deep acting protects against customer mistreatment consequences significantly.
	Strong dyadic design; limited wellbeing exploration.
	No 
	Expand contexts and evaluate organisational interventions.
	Core 

	Wu et al. (2023)
	Quantitative two-stage survey
	Work passion influences emotional labour and service quality.
	Passion shapes emotional labour, emotional expression and performance
	Strong framework; limited customer-evaluated outcomes.
	Yes
	Explore leadership influences across hospitality contexts.
	Supporting 

	Wu et al. (2024)
	Quantitative time-lagged survey
	Restaurant employees: emotional labour, fatigue and service quality.
	Deep acting reduces fatigue; support buffers emotional strain.
	Strong design; limited sector-wide generalisability.
	Yes
	Investigate fatigue and emotional labour cross-culturally.
	Supporting 

	Xiong et al. (2023)
	Quantitative longitudinal study
	Hotel interns: emotional labour impacts mental health trajectories.
	Emotional labour predicts anxiety, depression and exhaustion trajectories.
	Strong longitudinal evidence; limited employee diversity.
	No 
	Examine health indicators and emotional labour.
	Core 

	Xiong et al. (2025a)
	Quantitative longitudinal study
	New hotel employees: emotional labour and psychological adaptation.
	Resilience protects cognition from chronic emotional labour stress.
	Innovative trajectories; limited mental-health outcome breadth.
	No 
	Explore resilience, mental health and interventions.
	Core 

	Xiong et al. (2025b)
	Mixed-method longitudinal study
	Emotional labour resilience protects wellbeing among hotel interns.
	Cognitive dissonance explains emotional labour wellbeing and performance.
	Novel cognition focus; limited contextual generalisability
	No 
	Investigate resilience, cognition and causal mechanisms.
	Core 

	Xu, Choi & Wu (2025)
	Systematic review study
	Review linking cognitive dissonance and emotional labour outcomes.
	Resources and deep acting support proactive customer service.
	Comprehensive review; dependent on existing evidence.
	No 
	Conduct longitudinal, cross-cultural dissonance research studies.
	Review 

	Yan, Mansor & Choo (2023)
	Quantitative meta-analysis study
	Review of proactive hospitality service performance antecedents globally.
	Organisational support improves wellbeing, performance and deep acting.
	Strong synthesis; limited wellbeing-specific focus.
	No 
	Examine leadership, satisfaction and cultural influences.
	Review 

	Yan, Zhang & Choo (2024)
	Quantitative meta-analysis study
	Organisational support influences hospitality attitudes, performance and wellbeing.
	Organisational support improves wellbeing, performance and deep acting.
	Robust evidence base; limited causal testing
	No 
	Advance POS research beyond traditional models.
	Review 

	Yoo (2023)
	Quantitative CB-SEM survey
	Hospitality employees: emotional labour, stress and psychological wellbeing.
	Emotional labour reduces wellbeing indirectly through job stress.
	Hospitality-specific model; limited resource examination.
	No 
	Explore stressors, resources and wellbeing outcomes.
	Core 

	Yu, Xu & Li (2023)
	Quantitative experience-sampling study
	Abusive supervision shapes emotional labour, wellbeing and engagement.
	Mindfulness buffers abusive supervision effects on emotional labour.
	Strong diary design; limited generalisability.
	No 
	Investigate supervision effects across hospitality sectors.
	Core 

	Zhang, Deeprasert & Jiang (2024)
	Quantitative SEM survey
	Psychological contracts influence emotional labour and turnover intentions.
	Psychological contracts enhance emotional labour and employee retention.
	Large sample; limited emotional labour detail.
	No 
	Explore turnover mechanisms across hotel categories.
	Core 

	Zhang, Aw & Phau (2026)
	Quantitative multi-phase study
	Customer perceptions of employee emotional labour influence engagement.
	Deep acting strengthens customer engagement and emotional attachment.
	Strong customer perspective; limited sector generalisability.
	No 
	Test engagement pathways across hospitality contexts.
	Supporting 

	Zhang, Yan, Ma & Du (2026)
	Quantitative multi-wave survey
	Job autonomy buffers emotional labour effects on wellbeing.
	Autonomy promotes deep acting and employee wellbeing outcomes.
	Strong longitudinal design; limited wellbeing breadth.
	No 
	Examine wellbeing dimensions using broader data.
	Core 

	Ngcobo et al. (2022)
	Qualitative semi -structured interviews 
	Racecourse employees: emotional labour, support, exhaustion and performance outcomes.
	Genuine acting improves wellbeing; support buffers emotional labour strain.
	Rich insights; limited sample and generalisability.
	No 
	Explore coping, support systems and diverse hospitality samples.
	Supporting 

	Çakar, et al (2021)
	Quantitative survey
	Hotel employees: organisational climate, emotional labour, burnout outcomes.
	Positive climate encourages deep acting, reducing burnout and strain.
	Large sample; limited causality and generalisability.
	No 
	Examine sectors, labour types and burnout mechanisms.
	Core 

	Song and Liu (2020)
	Quantitative survey 
	Call-centre employees: stressors, emotional labour and exhaustion outcomes.
	Customer stressors drive surface acting, causing emotional exhaustion outcomes.
	Strong framework; requires hospitality-context validation.
	No 
	Investigate hospitality interactions, interventions and resource effects.
	Low 

	Lechner & Mathmann (2020)
	Mixed Method experiments
	Hospitality encounters: authenticity, emotional labour and customer outcomes.
	Authentic displays improve customer outcomes; inauthenticity triggers deception perceptions.
	Strong methodology; limited employee wellbeing focus.
	No 
	Explore authenticity across relationships, services and emotions.
	Supporting 

	Knežević, et al (2020)
	Quantitative survey
	Travel agents: emotional intelligence, labour and satisfaction outcomes.
	Emotional intelligence promotes healthier emotional labour strategies and satisfaction.
	Hospitality-specific evidence; limited context and generalisability.
	No 
	Examine mediators across hospitality settings and countries.
	Core 

	Simillidou, et al (2020)
	Qualitative semi-structured interviews 
	Luxury hotel employees: mistreatment, emotional labour and wellbeing.
	Support and emotional intelligence shift employees toward deep acting.
	Rich insights; limited transferability beyond luxury hotels.
	No 
	Compare sectors, genders and recovery outcomes longitudinally.
	Core 

	Johnson & Park (2020)
	Conceptual paper 
	Hospitality employees: mindfulness, emotional labour, wellbeing and performance.
	Mindfulness strengthens self-regulation, improving wellbeing and emotional labour.
	Strong conceptual contribution; lacks empirical validation.
	No 
	Test mindfulness effects across sectors and countries.
	Supporting 

	Khetjenkarn & Agmapisarn (2020)
	Quantitative survey
	Thai hotel employees: emotional labour, burnout, turnover and commitment.
	Deep acting improves wellbeing; resources reduce burnout and turnover.
	Large hospitality sample; limited causality and scope.
	No 
	Explore sectors, emotional experiences and support variables.
	Core 
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Introduction 
To achieve the stated aim and objectives, and in line with the justifications presented within part one, a stand-alone scoping review has been prepared and set out as follows. 

Literature review 
With an initial view of forming a theoretical foundation for the findings of the scoping review and later discussions, emotional labour and strategies, self-regulation theory and the job demands-resources (JD-R) model are firstly presented. 

Emotional labour and strategies 
Referred to as the management of human feelings throughout the labour process and social interaction by Taylor (1998), emotional labour is the regulation of employee’s emotional expressions in line with organisational and customer expectations throughout service encounters (Hochschild 1983) as cited by (Kim, et al, 2025). Emotional labour encompasses the managing of emotions when certain expressions on display to customers are a demand of a job role (Graney, 2000). 

To control observable displays of emotion in the workplace, emotional regulation plays a part choices made by the employee to either reveal, conceal or regulate their own emotions throughout service interactions thus resulting in either a positive or negative experience for the customer (Lee, 2020). In instances where employees’ emotions are not consistent with guest expectations, emotional labour strategies are often deployed in the form of either surface acting consisting of modified body language and facial expressions to meet expectations but not a truly felt emotion or deep acting where employees adjust inner feelings to a degree that authentic emotions are displayed with conviction (Ford and Sturman, 2025). Emotional labour outcomes are dependent on the chosen process of either surface or deep acting by an employee to display the required emotions during service encounters (Humphrey, 2021). According to Lei and Kuok (2025), prolonged surface acting has a negative impact, significantly increases emotional exhaustion and burnout of employees whereas deep acting has a positive effect significantly increasing professional efficacy and work engagement. 

Another key concept associated with emotional labour in the literature is emotional dissonance. According to Abdulmawla, et, at (2026), this is a central concept in hospitality often due to a clash of felt and expressed emotions during difficult service encounters therefore, resulting in higher levels of surface acting unaccompanied by a deeper commitment to organisational norms and display rules. 

Self-regulation theory 
Defined by Vohs and Baumeister (2017) as a capacity to override automatic and natural tendencies or desires in order to follow socially prescribed norms and roles Self-regulation theory aims to understand how individuals resist temptations and carefully weigh options over time choosing optimal courses of action to achieve their goals (Baumeister and Vohs, 2004). According to Cheng, et al (2026), when individuals recognise a discrepancy between demands of a current situation and their current emotional state, a self-regulation process may be initiated as self-regulation theory posits that individuals are motivated to reduce such discrepancies through a control process and regulation of their thoughts, emotions, and behaviours. Self-regulation is dependant upon personal capabilities and may be subject to limited resources and self-control effort which can have a negative effect, according to Hamilton, et al (2011) each act of self-regulation actively consumes resources resulting in a reduced supply available for subsequent attempts at self-regulation therefore, its important to use self-regulation theory to explain why employees engage in either surface or deep acting during service encounters in the workplace. 

Job demands-resources (JD-R) model
Expanding upon the earlier theories of Karasek’s job demands-control model (1979), Job demands-resources (JD-R) model considers a balance between job demands such as workload, emotional pressure and resources such as autonomy, support and training and how when work demands outweigh resources lead to employee burnout (Giotis and Bouhagiar, 2026). Job demands are expanded throughout the literature involving customer mistreatment (Simillidou, et al, 2020), abusive supervision (Yu, et al, 2023), and supervisor incivility (Nguyen, et al, 2026). Personal resources of emotional intelligence, cultural intelligence, mindfulness and resilience also need to be considered when developing employees’ skills in the workplace. 






Methodology 

Following on from earlier choices and justifications the following methodology was adopted to satisfy the requirements of a scoping review in relation to the research aim and objectives. 

An organised list of publications with a focus on journal articles, a bibliographical database (Ridley, 2012) was utilised to retrieve the data, in this case Scopus a abstract and citation database of peer -reviewed research literature (Thomas, 2025) was utilised via a neighbouring university offering open guest access to their resources. According to Fernandez (2019), the decision of how to search for articles, and the parameters of inclusion / exclusion are assisted by the research question remaining at the forefront of the process.  In line with the research aim and objectives and initial search was made using the following string for a broad search: 

TITLE-ABS-KEY (("emotional labour" OR "emotional labour”) AND (hospitality OR hotel* OR resort* OR restaurant* OR foodservice OR "food service" OR tourism)). 

An initial review of the results was undertaken prior to applying filters to test the search prior to refinement. Filters were then applied to include only articles inclusive of a date range of 2022 – 2026, papers in English only, in subject areas relevant to the topic such as business management, social sciences and psychology.  The results were then exported to an EXCEL document where each journal article was screened for to ensure relevance to the research and excluded any studies deemed to be outside the topic areas of emotional labour and hospitality. All journal articles were then sourced and downloaded for inspection. A larger spreadsheet of information was then created with information that was later summarised further to inform the annotated bibliography contained within part two. 

After the broad mapping search was completed based on the results from the original string theory specific searches were then run via two supplementary searches based on self-regulation and JD-R model theories with the following strings: 

Self-regulation 
TITLE-ABS-KEY (("emotional labour" OR "emotional labour”) AND (self-regulation OR "self-regulation" OR self-control OR coping OR resilience) AND (hospitality OR hotel* OR restaurant* OR tourism))
JD-R model theory 
TITLE-ABS-KEY (("emotional labour" OR "emotional labour”) AND ("job demands-resources" OR "job demands resources" OR JDR OR "JD-R”) AND (hospitality OR hotel* OR restaurant* OR tourism)) 

Once combined with the results of the original broad search care was taken to ensure that any duplicate records were removed and the required number of references were achieved. However, in this case the screened results were 17 references short, so a third supplementary search was undertaken with a date range of 2020 to 2022 and the same original string for the search. This then achieved the required number of references for analysis 

A full systematic review process was followed via the PRISMA preferred reporting items for systematic reviews and meta-analyses consisting of a checklist of 27 items covering inclusion and exclusion criteria (Thomas, 2025). Figure One below shows the PRISMA (2020) flow diagram relating to the completed scoping review. 

[image: ]
Figure One: completed PRISMA guidelines based on completed search 
To create the columns for the annotated biography contained within part two consideration was given to the research aim and objectives as well as requirements of foundations for the later discussions. The columns were also guided in eligibility by the inclusion of the Population, Concept and Context (PCC) Framework (Chan, et al, 2024). 

Analysis and discussion 
Prior to the discussion of findings, the following analysis has been compiled to give a brief overview of findings. Throughout the analysis of 101 journal articles the following observations have been made: 

· 60 articles adopted a quantitative research design 
· 17 articles adopted a qualitative research design 
· 6 articles adopted a conceptual framework or discussional design 
· 18 articles adopted a mixed-methods approach
· Minimal direct application of the JD-R model was found 

The articles were grouped in terms of relevance to the aim and objectives with the following outcomes: 

· 28 articles considered as core papers 
· 46 articles considered as supporting papers 
· 8 articles considered as review articles 
· 17 considered as low relevance but still of interest to inform the overall study

Throughout the analysis a series of themes emerged and have been used as a basis for discussion in line with the aim and objectives of the research as follows. 

Workplace Demands and Stressors as Antecedents of Emotional Labour
Several studies demonstrated how workplace demands trigger emotional regulation and influences the selection of emotional labour strategy. Abdulmawla, Khairy and Fayyad (2026) demonstrated that paradoxical leadership increases surface acting and creates emotional dissonance along with a counterproductive work behaviour of employees, also that employees with an increased ambiguity tolerance as a personal resource are less likely to turn surface acting into negative behaviour. Cheng, et al (2026) provides strong empirical evidence that self-regulation processes explain how illegitimate tasks influence emotional labour responses, showing that internal locus of control promotes cognitive reappraisal and deep acting, while external locus of control encourages expressive suppression and surface acting. Whereas Liu (2024) maintains that customer incivility shapes emotional labour strategies through job passion, with reduced harmonious passion encouraging surface acting and increased harmonious passion supporting deep acting. From a supervisory point of view Nguyen, et, al (2026) provides evidence that supervisor incivility reduces work engagement through learned helplessness, highlighting perceived control and psychological resources as key mechanisms linking workplace stressors to employee wellbeing outcomes. According to Zhang, et, al (2026) deep acting enhances customer emotions, emotional attachment, and brand engagement, whereas surface acting weakens emotional attachment and customer engagement outcomes. Collectively these findings demonstrate that stressors such as customer mistreatment, abusive supervisor, illegitimate task and leadership pressure act as emotional labour demands that increase the requirement for self-regulatory efforts and often encourage surface acting. 

Personal Resources Shape Emotional Labour Strategy Selection
Abrian, et, al (2024) demonstrates that personal resources foster deep acting and customer-oriented behaviour, while a strong sense of purpose reduces the negative effects of surface acting. Whereas Cheng, et al (2026) demonstrates that elf-regulation processes shape emotional labour strategies, with internal locus of control encouraging deep acting and external locus of control promoting surface acting. According to Devi & Randhawa (2026) cultural intelligence influences emotional labour strategies and turnover intentions, with higher cognitive and motivational cultural intelligence encouraging deep acting and lower turnover risk, while meta-cultural intelligence is associated with surface acting and greater turnover intentions. This in agreeance with Lam and Cheung (2024) who demonstrates that cultural intelligence influences emotional labour strategies and turnover intentions, with higher cognitive and motivational cultural intelligence encouraging deep acting and lower turnover risk, however meta-cultural intelligence is associated with surface acting and greater turnover intentions. This demonstrating overall that personal resources such as cultural intelligence, emotional intelligence and internal locus of control encourage adaptive regulation strategies that support employees to reappraise encounters positively and engage in deep acting as opposed to relying on surface acting. 

Organisational Resources as Protective Factors
The importance of the role of organisational support in shaping emotional labour experiences, Çakar et al. (2022) demonstrates that a positive organisational climate promotes deep acting and reduces emotional conflict, leading to lower burnout, highlighting deep acting as a protective factor and emotional dissonance as a burnout risk factor. Zhang, Deeprasert and Jiang (2024) maintains that hat relational psychological contracts strengthen emotional labour and reduce turnover intentions, with emotional labour acting as a key mechanism linking organisational support to employee retention. According to Simillidou, et, al (2020) organisational support encourage deep acting and improves employee wellbeing and customer outcomes. This also supported by Hu, et al, (2023) who demonstrates that organisational support enhances emotional labour, career competencies, and career commitment, highlighting emotional labour as a pathway to positive career development outcomes. Collectively these findings reinforce those organisational resources such as organisational support, a positive organisational climate, supervisor support and autonomy can reduce emotional conflict and surface acting or strengthen deep acting with positive effects. 

Emotional Labour Strategies and Employee Wellbeing
A consistent theme across the literature was that emotional labour strategies produce very different wellbeing outcomes. Peng and Li (2023) maintain that surface acting increases emotional exhaustion and withdrawal behaviours, while deep acting reduces both, highlighting mindfulness as a key personal resource that buffers against resource loss and employee disengagement. Yoo (2023) demonstrates that emotional labour reduces psychological wellbeing indirectly through job stress, highlighting stress as the key mechanism linking emotional labour to wellbeing outcomes. Xiong, et, al (2023) provide direct hospitality evidence that emotional labour strategies influence resource depletion, emotional exhaustion, anxiety, and depression, offering strong support for a self-regulation and JD-R perspective on employee wellbeing. Whilst Giotis and Bouhagiar (2026) maintains that that hospitality job demands increase psychological distress and reduce wellbeing, while coping strategies, organisational support, and psychosocial safety climate act as key resources that protect employee mental health. Overall, there is a strong consistency that surface acting is associated with emotional exhaustion, burnout, anxiety, job stress, withdrawal behaviour and lower job satisfaction whereas deep acting is associated with increase engagement and job satisfaction, better wellbeing, professional efficacy and reduced anxiety. However, Xiang et al. (2023) and Mann et al. (2023) suggest the relationship is more complex, showing that some forms of deep acting may also become resource-depleting over time.

Self-Regulation Processes and Mechanisms

There is also explicit support for self-regulation throughout the literature, Cheng, et, al (2026), demonstrates that self-regulation processes influence emotional labour strategies, with internal locus of control promoting cognitive reappraisal and deep acting, while external locus of control encourages expressive suppression and surface acting, whilst providing strong hospitality evidence for self-regulation theory. Mann, et, al (2023) highlights emotional self-regulation as the foundation of emotional labour, demonstrating how employees use attentional deployment, cognitive reappraisal, and emotional suppression to manage workplace emotions through different regulatory strategies. Tan, et, al (2026) frames emotional labour as a form of emotion regulation, where surface acting relies on emotional suppression, deep acting involves cognitive reappraisal, and genuine acting reflects naturally aligned emotions requiring minimal self-regulation. Collectively these studies move beyond describing emotional labour and incorporate the mechanisms through which emotional labour occurs inclusive of Learned helplessness, cognitive rumination, emotional exhaustion and need for recovery combined with adjustments of strategy over time. Overall providing strong support for self-regulation theory as the primary theoretical lens. 

Research gap 
Based on the analysis and discussions a theoretical and empirical gap has been identified that despite considerable recent relevant research on emotional labour, job demands, resources, and employee wellbeing within hospitality, a notable theoretical and empirical gap exists because few studies have integrated Self-Regulation Theory with the Job Demands-Resources framework to explain the self-regulatory mechanisms through which workplace demands and resources influence emotional labour strategy selection and, ultimately, employee wellbeing outcomes. In addition to the theoretical and empirical gap, a contextual gap exists because many hospitality emotional labour studies are conducted within narrow organisational, sectoral, or cultural contexts, limiting the generalisability of findings across the wider hospitality workforce.
Conclusion
In conclusion, the findings were successfully mapped against the study aim and objectives, demonstrating how workplace demands and personal and organisational resources influence self-regulation processes, emotional labour strategy selection, and subsequent employee wellbeing outcomes. The review also identified a notable theoretical, empirical, and generalisability gap, highlighting the need for a more integrated understanding of emotional labour within hospitality through the combined application of Self-Regulation Theory and the Job Demands-Resources framework.
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