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Abstract

In this study, two representative measures in the job-focused approach and the employee-focused approach

of emotional labor are explored to examine dimensionality and the predictability of each emotional labor

measure on key consequences that include job stress, customer orientation, and job satisfaction. Data obtained

from 193 department store apparel saleswomen were submitted for analysis. The results show that the

emotional dissonance and emotional effort of the Kruml and Geddes measure are good predictors for job

stress, customer orientation, and job satisfaction. In a test of the Davies measure, job stress is predicted by

emotional dissonance and frequency while customer orientation is predicted by duration, variety, and the

frequency of emotional expression in jobs. Duration is also a key predictor for job satisfaction. The result

confirm the dimensionality and predictability of two emotional labor measures as well as suggests the need for

the careful selection and refinement of appropriate measures according to consequences.
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I. Introduction

As competition in the service industry becomes se-

vere, organizations are increasingly concerned about

the control of employees' emotions and behaviors at

workplace. Quality of service is influenced by the

customers' interaction with the service provider, there-

fore, the management of service organization is more

willing to control the interaction between employees

and customers. Key component of the job performed

by service workers is the expression of emotions that

are desired by the organization. These expectations

on emotional display of service workers are often ado-

pted by retail companies. Many retailers spend time

and expenditures on training their salespeople in terms

of expression of their emotions in a desirable way

while interacting with their customers.

Increasing attention of the researchers has been given

to how employees express and is expected to express

emotions in diverse working situations (Sutton, 1991).

For example, flight attendants are supposed to appear

friendly whereas funeral directors are supposed to

appear somber (Ashforth & Humphrey, 1993). Sales

personnel at the retail shops are expected to be kind

and cheerful while serving their customers.

Emotional labor is defined as the act of expressing

organizationally desired emotions during service trans-

actions. In the work field, emotional expression is

often subject to external direction, enhancement, and

suppression (Ashforth & Humphrey, 1995). If people

who experience emotional congruence between their

own felt emotions and the emotions required by the

job are likely to expend less effort ensuring that the

felt positive emotion is actually displayed in desir-

able forms than if their felt emotions conflicted with

the required emotions (Tolich, 1993). The more atten-

tiveness to display rules required by jobs, the more

psychological energy and physical effort the job will

demand from employees as called as “labor”. The

emotional expression is a part of the service itself,
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but control of feelings in addition to behaviors is bur-

densome for some workers.

Emotional labor is one of the important research

issues in the field of human resources. Recently, an

increasing number of research (Choo et al., 2010;

Kim, 2006; Lee & Chung, 2008) has been devoted to

the emotional labor in apparel retailing. One of the

most representative job contents involved with the

emotional labor is sales in apparel retailing. Apparel

is the product category that is engaged in the severe

competition of customer service because of rapid

change in fashion trends and diversification of cus-

tomer tastes. Therefore, the service level expected for

apparel salespeople is higher than ever. In this market

condition, emotional labor problems in apparel sales-

people would be serious, however, there has not suf-

ficient research in the issue.

It is meaningful to confirm the construct of exist-

ing emotional labor scales and to explore the predict-

ability of emotional labor on several dependent vari-

ables that are often used in research related to human

resource management of apparel salespeople. For this

study, the Kruml and Geddes (2000) measure and the

Davies (2002) measure of emotional labor are exam-

ined in terms of its constructs and predictability on

key consequences. These two measures are selected

since they are considered as more inclusive of key di-

mensions in the job-focused approach and the emplo-

yee-focused approach (Brotheridge & Grandey, 2002).

Pugliesi (1999) identified key consequences of emo-

tional labor as job stress and job satisfaction. In addi-

tion, customer orientation is considered as another

important consequence of emotional labor of apparel

salespeople (Lee & Chung, 2008). The goal of the

study is to examine the predictability of two emotional

labor measures on crucial consequences such as job

stress, customer orientation, and job satisfaction.

II. Literature Review

1. Constructs of Emotional Labor Scales

Emotional labor concept is based on the idea that

many jobs have not only physical and mental require-

ments but also emotional requirements (Hochschild,

1983). It is much required in the customer service

industry including apparel retailing. Most of jobs

require a certain level of emotional labor, however,

concept of emotional labor has often been inconsis-

tently used in the previous studies. Since Hochschild

(1983) postulated the concept of emotional labor, a

series of studies investigated the antecedents, corre-

lated variables, and consequences. But still the emo-

tional labor construct has not been adequately defined

or measured (Davies, 2002). 

Hochschild (1983) provided a definition of emo-

tional labor as “the management of feeling to create a

publicly observable facial and bodily display”. She

suggested that emotional labor was provided by mem-

bers of the organization interacting with customers,

emphasizing the intensive emotional labor in the cus-

tomer service situation. In her study, a uni-dimen-

sional model was suggested as a construct of emo-

tional labor, focusing on the frequency of emotional

regulation. In her model, emotional dissonance was

considered as an outcome of emotional labor, not

included as one of dimensions within the model.

Hochschild (1983) indicated two methods for an indi-

vidual to fill the gap between the experienced emo-

tion and the emotion regulations required by the

organization. First, it can be achieved through “sur-

face acting” as the individual acts differently than

what they feel although feeling remains as it is. Sec-

ond, the gap can be filled through “deep acting” as

the individual deceives not only others but also the

self by changing feelings to match the requirements

for the situation. Since Hochschild's research (1983),

interest in emotional labor has rapidly increased over

the past decades in diverse fields.

By reviewing the related literature, Brotheridge

and Grandey (2002) restructured emotional labor into

two categories such as the job-focused approach or

the employee-focused approach. The job-focused ap-

proach emphasizes job characteristics (frequency, dur-

ation, variety, and intensity of emotional expression

to customers) inherent in emotional labor jobs. On

the contrary, the employee-focused approach focuses

on the emotion management process. The employee-

focused approach has received more attention of re-

searchers since it is based on Hochschild (1983) model.
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Kruml and Geddes (2000) developed an emotional

labor measure reflecting surface acting and deep act-

ing and identified two dimensions such as ‘emotional

dissonance’ and ‘emotional effort’. In the dimension

of emotional dissonance, surface acting is inclusive,

reflecting the degree to which an employee's expressed

emotion aligns with his or her true feelings while in

the dimension of emotional effort, the concept of deep

acting is represented, indicating an employee's effort

to achieve the right emotion for work (Chu & Mur-

rmann, 2006).

In relation to job-focused approach, Morris and

Feldman (1996) developed a multi-dimensional model

including frequency of interactions, attentiveness to

display rules, variety of emotional expressions, and

emotional dissonance, defining emotional labor as

“the effort, planning, and control necessary to express

emotions desired by the organization during service

transactions”. Morris and Feldman (1997) again modi-

fied the model as the 9-item Likert scale measuring

frequency of interaction, duration of interaction, and

emotional dissonance. In 2002, Davies developed a

26-item measure assessing emotional labor with five

dimensions such as frequency, intensity, duration,

variety of emotional expression, and emotional dis-

sonance based on the intensive review of the litera-

ture and multi-level tests with qualitative and quan-

titative data. Using this structure, Ahn (2003) also

confirmed these five dimensions of emotional labor

of service employees.

2. Predictability of Emotional Labor

1) Effect of Emotional Labor on Job Stress

Salespeople experience stress in the work place.

Feeling rules governing the management of experi-

enced emotions will be a cause of job stress. Burnout

and job exhaustion have been considered as similar

concepts to job stress (Singh, 2000). Some research-

ers found the relationship between emotional labor

and burnouts or job exhaustion. 

Hochschild (1983) and Ashforth and Humphery

(1993) suggested the effect of emotional labor on

burnout at work. Lee and Kim (2011) and Kim (2010)

empirically confirmed that emotional labor signifi-

cantly influenced on job stress of school food service

people. More specifically, the emotional dissonance

dimension of emotional labor is considered as an

important factor increasing job stress since emotional

dissonance is expected to lead to higher strain of em-

ployees (Bono & Vey, 2005). Mann (2004) and Park

et al. (2009) found the positive relationship between

emotional dissonance and job stress. Consistently,

Kruml and Geddes (2000) reported the effect of emo-

tional dissonance on emotional exhaustion (β = .341,

p<.05). Tews and Glomb (2000) also reported that

emotional exhaustion was significantly correlated to

emotional dissonance (r = .31). 

There have been some research supporting the

relationship between other dimensions of emotional

labor and job stress. Chu et al. (2012) found that emo-

tional effort negatively influenced on emotional ex-

haustion of hotel employees. As people make more

efforts to align their expressed feeling and expected

feeling, they feel less stress in their jobs. 

Found was an inconsistent evidence supporting the

relationship between other dimensions of emotional

labor and job stress. Park et al. (2009) found the fre-

quency of emotional expression positively influenced

on job stress of hotel employees. Conversely, Morris

and Feldman (1997) failed to find a supporting result

for the relationship between frequency and emotional

exhaustion. Kim (2008) also could not find the effect

of frequency, variety, duration of employee-customer

interactions on job exhaustion. The inconsistency in

results calls attention to the need of further investiga-

tion in the given issue.

2) Effect of Emotional Labor on Customer Ori-

entation

Salespeople tend to be the only representative of

the retail company that a customer contacts, so cus-

tomer-oriented selling of salespeople is crucial in

customer service. The salesperson's customer orien-

tation is considered as a key influencer on perfor-

mance in sales (Saxe & Weitz, 1982). An individual

salesperson adopts customer orientation as a result of

organizational and marketing management practices

(Widmier, 2002). Customer orientation is the degree

to which salespeople engage in customer-oriented
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selling by trying to help their customers make pur-

chase decisions that will satisfy customers' needs

(Saxe & Weitz, 1982). Customer orientation is an im-

portant concept influencing the long-term performance

of salespeople. Customer orientation is focusing more

on keen perception on and responses toward custom-

ers' needs than on sales, therefore, emotional efforts

would be further needed in the customer service.

Researchers have shown that positive and affective

displays in service interactions including smiling and

showing friendliness, are positively related to out-

come at the customer service (Grandey, 2003). Though

service providers do not always feel positively, they

are expected to display positive emotions to custom-

ers all the time. 

Although there has not been much research focus-

ing on the effect of emotional labor on customer ori-

entation, several researchers provide the evidence

supporting the relationship. Lee and Chung (2008)

found that emotional labor negatively influenced on

customer-oriented selling of salespeople of fashion

products since employees suffering much emotional

dissonance may feel difficulties in orienting to their

customers. 

On the other hand, emotional effort which is per-

sonal effort to control themselves to behave as com-

pany's rules may be a factor positively affecting cus-

tomer orientation. As people make more emotional

efforts, they may be able to more easily oriented to

their customers. According to Widmier (2002), em-

pathy concern of salespeople is positively correlated

to customer orientation (r = .32). Salespeople who are

high in empathy concern share customer emotions,

resulting in more engagement in emotional labor. It

may imply that emotional effort dimension affects

customer orientation. 

Little research was found in the effect of fre-

quency, variety, intensity and duration of emotional

expression on customer orientation. However, these

factors can be positively or negatively related to cus-

tomer orientation. More frequent, various, intense,

and durable emotional interactions with customers

may result in job exhaustion, therefore, they may not

be able to concentrate on customer service. Or, more

exposure to customer-employee interactions may allow

employees to better expect customers' needs and bet-

ter to respond to them, resulting in good customer-

oriented behaviors. These relationships should be fur-

ther examined in empirical tests.

3) Effect of Emotional Labor on Job Satisfac-

tion

The relationship between emotional labor and job

satisfaction has been supported in several studies.

Job satisfaction is defined as a positive and pleasant

emotional state, resulting from the employees' ap-

praisal of their jobs (Locke, 1976). Adelmann (1989)

found that workers in jobs requiring high amount of

emotional labor reported significantly lower job sat-

isfaction. It implies that the frequency or duration of

emotional labor may cause dissatisfaction in jobs.

Conversely, Morris and Feldman (1996) predicted

that frequency and variety of emotional labor may

not influence job satisfaction whereas they found that

emotional dissonance had a negative relationship with

job satisfaction (β = −.376, p<.001). Several resear-

chers reported the negative relationship between emo-

tional dissonance and job satisfaction. Abraham (1998)

found a significant direct effect of emotional disso-

nance on job satisfaction (r = −.28). Davies (2002)

also found a significant negative correlation between

emotional dissonance in his emotional labor measure

and job satisfaction (r = −.16, p<.01). In the same

study, Davies (2002) also found that a negative corre-

lation between dissonance in Kruml and Geddes

(2000) measure and job satisfaction (r = −.27, p<.01).

On the other hand, several researchers indicated

the positive relationship between the emotional labor

and job satisfaction, differently from the studies pre-

viously discussed. Specifically, the emotional effort

dimension of emotional labor is positively influenced

on job satisfaction of service employees (Chu et al.,

2012). In another study (Choo et al., 2010), deep act-

ing which is inclusive of emotional effort concept

was positively related to job satisfaction of depart-

ment store salespeople. 

About the positive relationship, Ashforth and Hum-

phrey (1993) explained that emotional labor may

make interactions with customers more predictable

and help workers to avoid embarrassing interpersonal
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problems. So, repetitive performing of emotional labor

may help employees to feel positive. Therefore, more

exposure to emotional labor may reduce job stress

and increase job satisfaction. Based on the notion, it

is predicted that duration of interactions with custom-

ers may positively influence job satisfaction. These

inconsistency in results calls the need of further

investigation in the given issue.

3. Research Questions

Research problems of this study were developed

based on the literature and as follows. It is examined

dimensions of two emotional labor measures of Kruml

and Geddes (2000) and Davies (2002). Explored was

the effect of each dimension on job stress, customer

orientation, and job satisfaction. 

1) Examine dimensions of the two emotional labor

measures. 

2) Explore the effect of each dimension of the two

emotional labor measures on job stress. 

3) Explore the effect of each dimension of the two

emotional labor measures on customer orienta-

tion. 

4) Explore the effect of each dimension of the two

emotional labor measures on job satisfaction. 

III. Research Methods

Emotional labor was measured with Davies (2002)

scale with 17 items and Kruml and Geddes (2000)

scale with 8 items. Only 17 items out of 26-item in

Davies scales were selected for this study, consider-

ing high factor loadings and understandability when

it is translated to Korean. The 8 items of Kruml and

Geddes scale were the same with items used in the

original study. Five items of job stress measures were

obtained from Parker and DeCotis (1983). Customer

orientation was measured with five items adopted

from Saxe and Weitz (1982) while five items of job

satisfaction measures were adopted from Comer et

al. (1989) and Kim (2006). All items were measured

using 6-point Likert scales anchored by “strongly

agree” (6) to “strongly disagree” (1). Six-point scales

were used because information retrieval can be max-

imized by using 6 or 7 response categories (Green &

Rao, 1970), and social desirability bias can be mini-

mized by eliminating mid-pont as 6-point scale (Gar-

land, 1991). Questionnaires pretested with 25 clothing

saleswomen were used for the main survey.

Through snow-sampling method, 200 saleswomen

from three department stores in Daegu city were sur-

veyed in June, 2008 to explore their emotional labor,

job stress, customer orientation, and job satisfaction.

By excluding insufficient data, a total of 193 responses

were submitted for analysis. All respondents were

engaged in sales of apparel products. 

The mean age of respondents was 33, ranging from

19 to 51 years old. Fifty one percent of the sample

were married. In terms of education level, 44 percent

of the sample were high-school graduates while 39%

of the sample graduated two-year colleges. Respon-

dents had work experiences of 1−4 years (30%), 5−9

years (36%), 10−14 years (21%), and 15−19 years

(8%). Data were analyzed through factor analysis,

correlation, and structural equation modeling using

AMOS 20.0.

IV. Results

1. Dimensions of the Emotional Labor 

1) Kruml and Geddes Scale

Exploratory factor analysis with varimax rotation

was conducted to identify and confirm the underly-

ing structure of the items as summarized in <Table

1>. Kruml and Geddes (2000) measure of emotional

labor is constructed with two factors including emo-

tional dissonance (K1) and emotional effort (K2)

with 64.549% of variance explained. It is the same

construct as what was confirmed in the original study

of Kruml and Geddes' (2000) second sample test

(p. 32). Out of original 8 items, one item was deleted

because of lack of consistency. The two-factor struc-

ture is consistently confirmed by Chu and Murrmann

(2006) and Chu et al. (2012). Among these two fac-

tors, emotional dissonance is consisted of 41.73% of

total variance, dominated in the emotional labor con-

cept. Factor loadings were in an acceptable range

from .660 to .901 on these two factors. Reliability of

– 605 –



24 Journal of the Korean Society of Clothing and Textiles Vol. 36 No. 6, 2012

items for each factor was .821 for emotional disso-

nance and .717 for emotional effort.

AMOS 20.0 was executed to confirm validity of the

construct through confirmatory factor analysis. Sev-

eral model fit indexes (Chi-square = 23.337; CMINDF =

1.765; NFI = .945; CFI = .974; RMSEA = .064) were

checked (Fig. 1). According to Bollen (1989), cutoff

values of less than 3.0 for the normed chi-square

(CMINDF) are considered as reasonable fit. Hu and

Bentler (1999) indicated the root mean square error

of approximation (RMSEA) value between 0.06 and

0.08 as well as comparative fit index (CFI) greater

than 0.90 as acceptable fit. Based on these values, the

model fit was considered as acceptable. Standardized

regression weights of each variable were significant

(p<.001) indicating acceptable construct validity. 

2) Davies Scale

Exploratory factor analysis was conducted for Davies

(2002) scale as summarized in <Table 2>. Davies

(2002) measures indicated factor loadings of greater

than .50, with 63.995% of the variance explained.

Five factors of emotional labor were emerged as dura-

tion of emotional expression (D1), emotional disso-

nance (D2), variety of emotional expression (D3), in-

tensity of emotional expression (D4), and frequency of

emotional expression (D5). First factor which is vari-

ety of emotional expression had 13.872% of variance

explained and .803 of reliability. Emotional disso-

nance also had a similar level of variance explained as

the variety, indicating 13.682% of variance explained

with .733 of reliability. Variety of emotional expres-

sion had 13.407% of variance explained with .696 of

Cronbach's alpha. Finally, intensity of emotional expre-

ssion had 11.594% of variance explained with .693 of

good reliability while frequency of emotional expres-

sion had 11.441% of variance explained with .658 of

Table 1. Exploratory factor analysis of Kruml and Geddes scale

Scale Factor Item Factor loading

Eigen value

Variance

Cum. variance

Reliability

Kruml and

Geddes

(2000)

scale

Emotional

Dissonance

(K1)

I show feelings to customers that are different from

what I feel inside. (K1_1)
.660 .089

2.921

41.731%

41.731%

.821

I have to cover up my true feelings when dealing with

customers. (K1_2)
.789 .097

I fake the emotions I show when dealing with custom-

ers. (K1_3)
.803 .055

The emotion I show the customer does not match what

I truly feel. (K1_4)
.769 .123

When working with customers, I attempt to create cer-

tain emotions in myself that present the image my

company desires. (K1_5)

.765 .118

Emotional

Effort

(K2)

I try to talk myself out of feeling what I really feel

when helping customers. (K2_1)
.027 .901 1.597

22.818%

64.549%

.717
I work at conjuring up the feelings I need to show to

customers. (K2_2)
.207 .858

Fig. 1. Confirmatory factor analysis of Kruml and

Geddes scale.
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reliability. Factor loadings were in an acceptable range

from .525 to .891 on these five factors. It is also the

same construct as what was suggested in the original

study of Davies (2002).

Confirmatory factor analysis was conducted to con-

firm validity of the construct. Several model fit in-

dexes (Chi-square = 220.532; CMINDF = 2.023; NFI =

.791; CFI = .876; RMSEA = .073) indicated accept-

able model fit (Fig. 2). Standardized regression wei-

ghts of each variable were significant (p<.001), indi-

cating acceptable construct validity.

2. Description of Research Variables

Based on exploratory factor analysis, the validity

and reliability of multiple items measuring job stress,

customer orientation, and job satisfaction were con-

firmed. All these measures generated a single factor

with eigen value of 2.585 for job stress, 3.125 for

customer orientation, and 3.315 for job satisfaction.

Table 2. Exploratory factor analysis of Davies scale

Scale Factor Item Factor loading

Eigen value

Variance

Cum. variance

Reli-

ability

Davies

(2002)

scale

Duration of

Emotional

Expression

(D1)

I spent much time with customers. (D1_1) .731 .064 .113 .077 .218

2.358

13.872%

13.872%

.803

My typical expressions of emotions at work

are not very long (R). (D1_2)
.874 −.040 −.059 −.107 .011

My displays of emotions are brief at work

(R). (D1_3)
.838 .065 −.010 −.260 .035

Emotional

Dissonance

(D2)

I display emotions that differ in some way

from my feelings at work. (D2_1)
−.076 .758 .167 −.032 −.067

2.326

13.682%

27.554%

.733

The emotions I express are often quite dif-

ferent than the emotions I am experienc-

ing. (D2_2)

.006 .825 .013 .011 .052

I often express emotions that differ from

how the situation makes me feel. (D2_3)
.230 .570 .078 −.096 .293

I often choose to express emotions to cus-

tomers that are different than the emotion

I feel. (D2_4)

.028 .777 −.118 .082 .106

Variety of

Emotional

Expression

(D3)

I display many different emotions when

interacting with customers. (D3_1)
.442 .044 .525 −.047 .008

2.279

13.407%

40.961%

.696

I display many different kinds of emotions.

(D3_2)
−.170 .166 .548 .019 −.009

I express many different emotions to cus-

tomers. (D3_3)
.122 −.063 .857 .211 .026

I display a wide variety of emotions in re-

action to customers. (D3_4)
.055 −.025 .891 .141 .046

Intensity of

Emotional

Expression

(D4)

I provide strong emotional displays. (D4_1) −.123 −.210 .294 .622 .136

1.971

11.594%

52.554%

.693

I usually express intense emotions at work.

(D4_2)
−.147 .036 .070 .836 −.067

My emotional displays are very intense at

work. (D4_3)
−.013 .079 .038 .836 .009

Frequency of

Emotional

Expression

(D5)

I frequently express emotion at work. (D5_1) .079 .091 −.041 −.062 .804

1.945

11.441%

63.995%

.658

I frequently use emotional expression at

work. (D5_2)
.108 −.044 −.019 .114 .731

During interactions with customers, I dis-

play emotions very often. (D5_3)
.015 .189 .121 .015 .765

(R): Reverse coding
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Cronbach's alpha was above .75, indicating .759 for

job stress, .843 for customer orientation, and .869 for

job satisfaction. Based on internal consistency in scales,

means of multiple items were calculated for each fac-

tor. Before examining the predictability of emotional

labor, mean, standard deviation, and correlations of

each measure were assessed (Table 3). 

In result, apparel saleswomen in the department

store were suffering a great deal of job stress but

indicated a relatively high level of customer orienta-

tion and job satisfaction with means higher than 4.0

in the 6-point scale measure. In the Davies (2002)

measure, emotional dissonance and frequency of emo-

tional expression had higher means than other factors

while variety of emotional expression had the lowest

mean score. It points out that variety of emotional

expression of saleswomen in the department store is

likely to be less severe.

In the correlation analysis, two dimensions of

Kruml and Geddes' (2000) emotional labor scale are

correlated. In Davies's emotional labor scale, dura-

tion is positively correlated to variety of emotional

expression whereas emotional dissonance is posi-

tively correlated to intensity of emotional expression.

Fig. 2. Confirmatory factor analysis of Davies scale.

Table 3. Description of variables: Mean, SD, correlations coefficient

Variable Mean S.D. K1 K2 D1 D2 D3 D4 D5
Job

Stress

Customer

Orientation

Job

Satisfaction

Emotional
Dissonance (K1)

3.638 .997 1.000

Emotional
Effort (K2)

4.166 .991 .267** 1.000

Duration of
Emotional

Expression (D1)
3.750 .848 .012 .128 1.000

Emotional
Dissonance (D2)

4.550 .741 .253** .289** .091 1.000

Variety of
Emotional

Expression (D3)
2.600 .857 .143* .053 .265** −.073 1.000

Intensity of
Emotional

Expression (D4)
4.069 .967 .140 .309** .087 .188** .041 1.000

Frequency of
Emotional

Expression (D5)
4.450 .797 −.213** .123 .137 .023 −.220** .210** 1.000

Job Stress 4.210 .856 .418** .239** .015 .200** .076 .168* −.102 1.000

Customer
Orientation

4.972 .543 −.115 .329** .168* .211** −.067 .286** .368** .134 1.000

Job
Satisfaction

4.740 .796 −.310** .136 .118 .130 −.074 .216** .383** −.069 .528** 1.000

*p<.05, **p<.01
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Variety is negatively correlated to frequency of emo-

tional expression whereas intensity is positively rela-

ted to frequency of emotional expression.

Job stress is positively related to emotional disso-

nance and emotional effort of the Kruml and Geddes

(2000) measure as well as emotional dissonance and

intensity in the Davies (2002) measure. Customer

orientation is positively related to emotional effort of

the Kruml and Geddes (2000) measure while it is

positively related to emotional dissonance, intensity,

and frequency of the Davies (2002) measure. Job sat-

isfaction is negatively related to emotional dissonance

of the Kruml and Geddes (2000) measure while it is

positively related to intensity and frequency of emo-

tional expression. Also, emotional effort is positively

related to customer orientation and job satisfaction

whereas all factors other than intensity of emotional

expression are related to the customer orientation and

job satisfaction. 

3. Predictability of Emotional Labor Dimen-

sions

1) Predictability of Dimensions in Kruml and

Geddes Scale

Structural equation model test using AMOS was

executed to explore the predictability of each dimen-

sion in two emotional labor measures. In <Table 4>,

three models indicating the effect of emotional labor

on job stress, customer orientation, and job satisfac-

tion showed good fit to data with CMINDF value

between 1 and 3 and favorable CFI. In these models,

emotional dissonance and emotional effort of Kruml

and Geddes (2000) measure significantly affected job

stress, customer orientation, and job satisfaction.

As emotional dissonance increases, job stress also

increases while customer orientation and job satis-

faction decrease. The result of the positive effect of

emotional dissonance on job stress was consistent

with Mann (2004) and Park et al. (2009). The nega-

tive relationship between emotional dissonance and

customer orientation is accorded with prior research

(Lee & Chung, 2008). Also, the negative effect of

emotional dissonance on job satisfaction is consistent

with Abraham (1998) and Davies (2002).

Alternatively, job stress, customer orientation, and

job satisfaction increase as emotional effort increases.

The positive relationship between emotional effort

and job stress was different from Chu et al. (2012)

finding a negative relationship. It can be explained

that people may feel more stress when they make

more efforts to align the expected feeling to the expe-

Table 4. Predictability of dimensions of the Kruml and Geddes measure

 Dependent

variable

Standard

coefficient
C.R. S.E. Model Fit Index 

Job

Stress

Emotional Dissonance → Job Stress .430 3.896*** .130

Chi-square = 97.513

(df = 51, p = 0.000)

CMINDF = 1.912

NFI = 0.867

CFI = 0.929 

RMSEA = .069

Emotional Effort → Job Stress .180 2.348* .127

K1_1 → Emotional Dissonance .568 - -

K1_2 → Emotional Dissonance .726 7.082*** .183

K1_3 → Emotional Dissonance .734 7.134*** .203

K1_4 → Emotional Dissonance .733 7.131*** .188

K1_5 → Emotional Dissonance .703 6.965*** .130

K2_1 → Emotional Effort .527 - -

K2_2 → Emotional Effort 1.098 2.882** .940

JST1 → Job Stress .625 6.401*** .111

JST2 → Job Stress .598 6.221*** .154

JST3 → Job Stress .709 6.899*** .136

JST4 → Job Stress .577 6.073*** .130

JST5 → Job Stress .607 - -
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rienced feeling. On the other hand, it can be also

inferred that when they have more abilities to make a

harmony between the expected feeling and the expe-

rienced feeling, they feel less strain. The inconsis-

tency in results call a need for further research in the

relationship.

Besides, emotional effort had a positive relation-

ship with customer orientation, supporting the notions

of Widmier (2002). The positive effect of emotional

effort on job satisfaction was the same result in Chu

et al. (2012). Based on results, it is concluded that

emotional dissonance and emotional effort dimen-

sions of Kruml and Geddes (2000) had good predict-

ability on job stress, customer orientation, and job

satisfaction.

2) Predictability of Dimensions in Davies Scale

Test results of three models with Davies measure

are summarized in <Table 5>. These three models

also showed good fit to data with CMINDF value

between 1 and 3 and favorable CFI. In result, emo-

tional dissonance and frequency positively affected

Table 4. Continued

 Dependent

variable

Standard

coefficient
C.R. S.E. Model Fit Index 

Customer

Orientation

Emotional Dissonance → Customer Orientation −.315 −3.115** .055

Chi-square = 113.218

(df = 51, p = 0.000)

CMINDF = 2.220

NFI = 0.879

CFI = 0.928 

RMSEA = .080

Emotional Effort → Customer Orientation .539 4.211*** .062

K1_1 → Emotional Dissonance .552 - -

K1_2 → Emotional Dissonance .741 6.943*** .196

K1_3 → Emotional Dissonance .732 6.905*** .216

K1_4 → Emotional Dissonance .728 6.891*** .199

K1_5 → Emotional Dissonance .706 6.775*** -

K2_1 → Emotional Effort .814 - .188

K2_2 → Emotional Effort .711 6.015*** .184

CO1 → Customer Orientation .793 6.796*** .222

CO2 → Customer Orientation .833 6.922*** .221

CO3 → Customer Orientation .789 6.782*** .195

CO4 → Customer Orientation .700 6.423*** .182

CO5 → Customer Orientation .503 - -

Job

Satisfaction

Emotional Dissonance → Job Satisfaction −.506 −4.408*** .122

Chi-square = 90.606

(df = 51, p = 0.000)

CMINDF = 1.777

NFI = 0.905

CFI = 0.955

RMSEA = .064

Emotional Effort → Job Satisfaction .297 3.016*** .113

K1_1 → Emotional Dissonance .562 - -

K1_2 → Emotional Dissonance .743 7.117*** .188

K1_3 → Emotional Dissonance .727 7.037*** .206

K1_4 → Emotional Dissonance .737 7.094*** .192

K1_5 → Emotional Dissonance .694 6.860*** .176

K2_1 → Emotional Effort .679 - -

K2_2 → Emotional Effort .852 4.410*** .369

JSA1 → Job Satisfaction .635 7.642*** .088

JSA2 → Job Satisfaction .784 9.182*** .106

JSA3 → Job Satisfaction .827 9.588*** .116

JSA4 → Job Satisfaction .878 9.983*** .118

JSA5 → Job Satisfaction .672 - -

*p<.05, **p<.01,
 

***p<.001
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Table 5. Predictability of dimensions of the Davies measure

 Dependent

variable

Standard

coefficient
C.R. S.E. Model Fit Index

Job

Stress

Duration → Job Stress −.131 −1.287 .060

Chi-square = 362.316

(df = 194, p = 0.000)

CMINDF = 1.868

NFI = 0.745

CFI = 0.856

RMSEA = .067

Emotional Dissonance → Job Stress .241 2.315* .180

Variety → Job Stress −.085 −.883 .060

Intensity → Job Stress .101 .870 .107

Frequency → Job Stress .257 2.341* .091

D1_1 → Duration .539 7.473*** .079

D1_2 → Duration .854 11.435*** .087

D1_3 → Duration .921 - -

D2_1 → Emotional Dissonance .676 5.118*** .386

D2_2 → Emotional Dissonance .805 5.269*** .388

D2_3 → Emotional Dissonance .455 - -

D2_4 → Emotional Dissonance .626 5.118*** .317

D3_1 → Variety .427 5.600*** .077

D3_2 → Variety .344 4.488*** .087

D3_3 → Variety .906 - -

D3_4 → Variety .833 9.613*** .098

D4_1 → Intensity .537 5.770*** .154

D4_2 → Intensity .783 6.520*** .171

D4_3 → Intensity .664 - -

D5_1 → Frequency .749 5.348*** .210

D5_2 → Frequency .427 4.525*** .169

D5_3 → Frequency .688 - -

JST1 → Job Stress .684 - -

JST2 → Job Stress .545 6.181*** .183

JST3 → Job Stress .734 7.614*** .165

JST4 → Job Stress .540 6.149*** .155

JST5 → Job Stress .596 6.665*** .190

Customer

Orientation

Duration → Customer Orientation .241 2.642** .064

Chi-square = 385.001

(df = 194, p = 0.000)

CMINDF = 1.985

NFI = 0.768

CFI = 0.864

RMSEA = .072

Emotional Dissonance → Customer Orientation .172 1.944 .130

Variety → Customer Orientation .234 2.694** .048

Intensity → Customer Orientation −.112 −1.104 .085

Frequency → Customer Orientation .229 2.405* .074

D1_1 → Duration .548 7.680*** .079

D1_2 → Duration .858 11.879*** .085

D1_3 → Duration .915 - -

D2_1 → Emotional Dissonance .672 5.405*** .360

D2_2 → Emotional Dissonance .795 5.580*** .359

D2_3 → Emotional Dissonance .473 - -

D2_4 → Emotional Dissonance .632 5.277*** .298

– 611 –



30 Journal of the Korean Society of Clothing and Textiles Vol. 36 No. 6, 2012

Table 5. Continued

 Dependent

variable

Standard

coefficient
C.R. S.E. Model Fit Index

Customer

Orientation

D3_1 → Variety .429 5.665*** .078

Chi-square = 385.001

(df = 194, p = 0.000)

CMINDF = 1.985

NFI = 0.768

CFI = 0.864

RMSEA = .072

D3_2 → Variety .342 4.479*** .088

D3_3 → Variety .895 - -

D3_4 → Variety .844 9.992* .096

D4_1 → Intensity .529 5.717*** .156

D4_2 → Intensity .799 6.469*** .178

D4_3 → Intensity .653 - -

D5_1 → Frequency .779 5.327*** .231

D5_2 → Frequency .442 4.679*** .178

D5_3 → Frequency .651 - -

CO1 → Customer Orientation .801 - -

CO2 → Customer Orientation .829 12.008*** .083

CO3 → Customer Orientation .777 11.196*** .076

CO4 → Customer Orientation .707 10.031*** .077

CO5 → Customer Orientation .515 6.995*** .096

Job

Satisfaction

Duration → Job Satisfaction .356 3.539*** .063

Chi-square = 318.879

(df = 194, p = 0.000)

CMINDF = 1.644

NFI = 0.803

CFI = 0.908

RMSEA = .058

Emotional Dissonance → Job Satisfaction .049 .554 .118

Variety → Job Satisfaction .104 1.166 .044

Intensity → Job Satisfaction −.059 −.559 .078

Frequency → Job Satisfaction .125 1.273 .067

D1_1 → Duration .539 7.473*** .079

D1_2 → Duration .854 11.435*** .084

D1_3 → Duration .921 - -

D2_1 → Emotional Dissonance .676 5.118*** .374

D2_2 → Emotional Dissonance .805 5.269*** .372

D2_3 → Emotional Dissonance .455 - -

D2_4 → Emotional Dissonance .626 5.118*** .309

D3_1 → Variety .428 5.603*** .077

D3_2 → Variety .343 4.482*** .087

D3_3 → Variety .907 - -

D3_4 → Variety .832 9.627*** .097

D4_1 → Intensity .529 5.717*** .155

D4_2 → Intensity .795 6.454*** .177

D4_3 → Intensity .657 - -

D5_1 → Frequency .767 5.111*** .236

D5_2 → Frequency .450 4.680*** .181

D5_3 → Frequency .654 - -

JSA1 → Job Satisfaction .650 8.750*** -

JSA2 → Job Satisfaction .776 9.249*** .161

JSA3 → Job Satisfaction .837 9.457*** .177

JSA4 → Job Satisfaction .867 7.816*** .179

JSA5 → Job Satisfaction .674 - .188

*p<.05, **p<.01,
 

***p<.001
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job stress. The relationship between emotional disso-

nance and job stress was the same as confirmed with

the emotional dissonance dimension in Kruml and

Geddes measure.

The relationship between frequency of emotional

expression and job stress was consistent with Park et

al. (2009) but was different from some prior studies

(Kim, 2008; Morris & Feldman, 1997) finding no rela-

tionship. Furthermore, duration, variety and frequency

of emotional expression positively affected customer

orientation. As emotional expression required by the

job is more durable, various, and frequent, employ-

ees may have more chances to learn about services

that customers want. In addition, more exposure to

interactions with customers may help salespeople to

better predict situations embarrassed by customers so

that they can better respond to those. On the other

hand, duration of emotional expression is only a fac-

tor positively influencing on job satisfaction. As sales

job requires emotional expression for a long time,

salespeople are more satisfied with their jobs.

Based on results, it is concluded that emotional dis-

sonance and frequency of emotional expression are

good predictors of job stress while duration, variety,

and frequency of emotional expression are good pre-

dictors of customer orientation. Job satisfaction is pre-

dicted by duration of emotional expression in job.

V. Discussion and Conclusions

This study is to explore the constructs of two dif-

ferent measures of emotional labor and to compare

the predictability of emotional labor measures on job

stress, customer orientation, and job satisfaction by

surveying saleswomen working in the department

stores.

Important results are as follows. First, explanabil-

ity of emotional labor concept is equivalent, inferred

from that variance explained by Kruml and Geddes

(2000) measure is almost same as variance explained

by Davies (2002) measure. In the result of factor

analysis, the emotional labor measure of Kruml and

Geddes (2000) is constructed with two dimensions

including emotional dissonance and emotional effort

whereas the Davies (2002) measure is consisted of

five factors including emotional dissonance, variety,

intensity, frequency, and duration of emotional expre-

ssion in interaction with customers.

Second, in the test of predictability of dimensions

in Kruml and Geddes (2000) measure, more emo-

tional dissonance raises job stress but lessens cus-

tomer orientation and job satisfaction. As salespeople

perceive more discrepancy between the expected

emotions and the felt emotions, they are likely to feel

more job stress, to feel more difficulties in orienting

to customers, and to be less satisfied with their jobs.

Alternatively, as salespeople make more emotional

efforts, they have more job stress but they can be

more oriented to customers and more satisfied with

their job. Both the two dimensions of Kruml and

Geddes (2000) are important predictors for job stress,

customer orientation, and job satisfaction.

Third, in the test of predictability of dimensions in

Davies measure, some out of five dimensions influ-

ence on job stress, customer orientation, and job sat-

isfaction. As salespeople need to deal with more fre-

quent emotional expression and feel more discrep-

ancy between the expected emotions and the felt emo-

tions, they are likely to feel more stress in their jobs.

On the other hand, as salespeople are exposed to

more durable, various, and frequent emotional ex-

pressions in jobs, they tend to be more oriented to

their customers. Also, as salespeople work in the sit-

uation requiring more durable emotional expression,

they tend to be more satisfied with their jobs. Based

on finding, it is concluded that emotional dissonance

and frequency are predictors for job stress whereas

duration, variety, and frequency of emotional expres-

sion are predictors for customer orientation. Also,

duration is a predictor for job satisfaction.

In this study, it is explored the effect of multi-

dimensions in emotional labor measures on job stress,

customer orientation, and job satisfaction. In Kruml

and Geddes measure, emotional dissonance is supe-

rior in predicting job stress, customer orientation, and

job satisfaction. However, when it is used as one

dimension out of five dimensions in Davies measure,

the predictability of emotional dissonance decreases.

Rather, frequency and durableness of emotional ex-

pression are other important predictors for some vari-
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ables. As salespeople are engaged in more frequent

or durable emotional works, they may learn how to

deal with those emotional dissonance in themselves,

resulting in no effect of emotional dissonance on cus-

tomer orientation and job satisfaction. It implies that

predictability of emotional labor dimensions on key

consequences can be different by measures selected

by researchers. Therefore, diverse dimensions in mul-

tiple measures can be used in the same study to

achieve more precise findings in research. This study

suggests the possibility to generate different results

by selecting different scales of the same concept.

Therefore, interpretation on research findings should

be careful by considering scales used for the study.

This result confirms differences in predictability of

each emotional labor factor and suggests the needs

for careful selection and refinement of appropriate

measures by variables to predict. For the future stud-

ies, other measures of emotional labor can be tested

with data obtained from diverse job categories engaged

in excessive emotional labor. In the field of apparel

retailing, saleswomen from diverse retail categories

including discount stores, off-price retailers, specialty

stores, etc. can be surveyed to compare with current

data. Also, gender difference can be a variable influ-

encing the relationship, so emotional labor of sales-

men can be explored to generate further implications

widely applicable to the real world of retailing.
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