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Ever since Hochschild (1983) introduced the concept of emotional labor in the workplace, it has
constantly interested researchers due to its impact on employees well-being as well as organizational
outcomes. However, a thorough understanding of emotional labor and its relationship with various
outcomes in sales people is not yet realized. In a systemic approach to the concept using quantitative
methods is still necessary. The present study treats emotional labor as two factors (e.g. emotive
dissonance and emotive effort). The psychological and behavioral outcomes of each sub-construct of
emotional labor are investigated within a parsimonious framework. The findings suggest that emotional
dissonance affected job satisfaction, while emotive effort had a significant influence on emotional

exhaustion and job performance.
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1. Introduction man decision making processes (Frijda 1986).
In work place settings, the roles of emotions
have recently garnered increasing attention

Emotions play an integral part in general hu- from marketing researchers and service man-
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agement (Fisher and Ashkanasy 2000). In the
past, the notion of emotion was treated in the
broad sense and at most considered an inter-
rupter of rational decision making processes
(Weber 1981). However, recent literature has
delineated emotions of various types and iden-
tified both positive and negative effects of uti-
lizing emotions in the workplace (Kruml and
Geddes 2000). One of the specific topics that
has drawn interest from organizational market-
ing researchers is emotional labor.

The term emotional labor, first coined by
Hochschild (1983) and it is defined as “the
management of feeling to create a publicly ob-
servable facial and bodily display.” In her em-
pirical study on flight attendants, she asserted
that there exist common expectations or “feeling
rules/display rules” that should be abided by
service providers when dealing with emotions
elicited during interaction for service delivery.
For example, employees in retail settings who
was upset for personal reasons would be re-
quired to display smiles to customers in the
store regardless of their true emotional state.
Although it may depend on the nature of the
job or retail sector, it is commonly accepted
that the general display rule for employees is
to provide “service with a smile” (Glomb and
Tews 2004: Pugh 2001).

Using appropriate emotions was indicated to
be critical element in customer-employee inter-
action (Dormann et al. 2002). Well-managed

emotions or positively expressed emotions are
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known to effect value-added outcomes such as
customer satisfaction (Ashkanasy et al. 2002:
Menon and Dube 2000). Given that satisfaction
s positively associated with customer loyalty
(Zeithaml et al. 1996), which is considered an
organization’s ultimate aim (Reichheld 1996),
investigating emotional labor is worthwhile. In
addition, studies utilizing emotional contagion
theory support positive association between front-
line employees positive emotional display and
customers’ future return intention (Hennig-
Thurau et al. 2006: Pugh 2001). Emotional
contagion theory explains the process of peo-
ple's tendency to automatically mimic and syn-
chronize facial expressions, vocalizations, and
movements with those of another person and,
consequently, to converge emotionally (Hatfield
et al.1994). In other words, customers who are
treated by front-line employees with “managed
hearts” are likely to be satisfied with the serv-
ice and return.

While emotional labor delivers value added
outcomes to an organization, it requires em-
ployees to perform “external controls” and
“divisions of labor™ just like physical labor
(Mastracci et al. 2006). Hochschild (1983) con-
tended that expressing or experiencing a “false
nature” of imposed feelings could be deleterious
to service workers. Accordingly, emotional la-
bor has been linked to potential psychological
strains such as emotional exhaustion (Martinex-
Ingo et al. 2007) and job dissatisfaction (Pugliesi
1999) at the individual level. As for the link



between the behavioral aspect of job outcomes
and emotional labors, Diefendorff and Gosserand
(2003) proposed the negative relationship between
job performance and emotional labor. In addition,
it was asserted that emotional labor should be
an important component of the job perform-
ance appraisal process (Mastracci et al. 2006).

Despite its substantial impacts on employees’
psychological well-being and organizational out-
comes, emotional labor has rarely been exam-
ined in a systematic manner within a frame-
work including its consequences. Several em-
pirical studies on emotional labor were con-
ducted in the 1990s, but no consensus has yet
been achieved concerning its nature and out-
comes (Glomb and Tow 2004). To fill the re-
search gap, this present study aims to achieve
the following research objectives: (1) to pro-
vide a parsimonious framework which both in-
cludes psychological and behavioral outcomes
of utilizing emotional labor in the U.S. front-
line retail sales employee context: (2) to iden-
tify different forms of emotional labor using the
conceptualization by Kruml and Geddes(2000)
(e.g. emotive effort, emotive dissonance): and,
(3) to investigate their influences on psycho-
logical (e.g. emotional exhaustion, job satisfaction)
and behavioral outcomes (e.g. job performance)

of retail sales employees.

. Literature Review

2.1 Emotional Labor

Emotions are feelings which are experienced,
interpreted, reflected on, expressed, and man-
aged (Thoits, 1989: Mills and Kleinman, 1988).
Emotional labor is defined by Hochschild as
“the management of feeling to create a publicly
observable facial and bodily display”™ (1983, p.7).
The literature indicates that emotional labor can
have both positive and negative consequences.
It can lead to negative consequences such as
burnout (Kahn, 1993: Morris & Feldman, 1996)
and job dissatisfaction (Grandey, 1999: Wharton,
1993). On the other hand, some studies have
suggested positive consequences for both or-
ganizations and individuals. Positive consequences
include ensuring task effectiveness and service
quality for the organization and increased self
efficacy and psychological well-being for the
employee (Ashforth & Humphrey, 1993: Cho,
et al., 2013).

Ever since sociologist Arlie Hochschild (1983)
introduced the notion of emotional labor, the
topic has continued to gain increased attention
among researchers. She took a dramaturgical
perspective of a service setting, in which serv-
ice is compared to a stage and employees are
seen as actors. The depth and direction of in-
teraction between actors and audiences are de-

cided by “display rules.” Provided that a de-
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sirable goal of service interaction is to satisfy
customers emotionally (Zapf et al. 2001), it is
expected that employees control their emotions
to an organizationally preferable level. Hochschild
(1983) asserted that there exists three forms of
emotional reacting strategies when a service
provider confronts emotional dissonance, which
is experienced when expressed emotions and
truly felt internal feelings do not match. Those
three reacting strategies include surface acting,
active deep acting, and passive deep acting.
Surface acting corresponds to a situation in which
an employee alters his/her outward emotional
expressions to conform to organization norms,
but does not change inner feelings. In compar-
ison, active deep acting occurs when service
providers put effort into shifting outward emo-
tional expression as well as to manage their in-
ner feelings by regulation processes. Also, pas-
sive deep acting is distinguished from the pre-
vious two methods in that a service provider
spontaneously feels and expresses emotions ap-
propriate to a situation.

Although Hochschild (1983) paved the way
for research into emotional labor, subsequent
researchers pointed out the incompleteness of
operationalization of the concept and called for
elaboration (Morris and Feldman 1996). The
term emotional labor was redefined as “the ef-
fort, planning, and control needed to express
organizationally desired emotion during inter-
personal transactions.” They conceptualized emo-

tional labor as four sub-constructs of frequency,
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duration of emotional display, variety of emo-
tions required, and emotional dissonance (Morris
and Feldman 1997).

Meanwhile, other researcher including Krumel
and Geddes (2000) critiqued content validity of
the first three dimensions (frequency, duration,
and variety) contrived by Morris and Feldman
(1996) and attempted reconceptualization of the
construct. Krumel and Geddes (2000) developed
scales for emotional labor based on the three
types of acting. Through a series of factor
analyses, they concluded that there exist two
different dimensions of emotional labor, (1) emotive
dissonance and (2) emotive effort, which re-
flect the original content of Hochschild’s acting
perspective (1983). Emotive dissonance refers
to the size of discrepancy between one's actual
feeling and the emotions required to express on
the job. The term was interchangeably used
with emotional dissonance in another study
(Morris and Feldman 1996). Emotive effort in-
dicates the degree to which employees actively
try to change their internal feelings to match
those they must express to their customers. In
light of Hochschild's work (1983), the dimension
of emotive dissonance captures surface acting
and passive deep acting as two opposite ends
of a continuum. When employees have the higher
the degree of surface acting, they usually have
the higher the emotive dissonance. On the oth-
er hand, active deep acting corresponds to the
dimension of emotive effort. The emotive effort

dimension of emotional labor captures employ-



ees efforts when they are engaged in deep
acting.

Although past studies investigated the rela-
tionship between emotional labor and job out-
comes (Pugliesi 1999: Zapf and Holz 2006), no
research attempted to observe differentiating
effects of the two dimensions of emotional la-
bor (emotive dissonance and emotive efforts)
on job outcomes. The present study adopts the
two dimensional conceptualization of emotional
labor developed by Krumel and Geddes (2000),
and assumes that employees would react dis-
tinctively on the outcomes of emotional labor
as suggested.

As for the link between emotional labor in
general and its outcomes, mixed findings were
found. Pugiliesi (1999) stated that the outcomes
of emotional labor are not necessarily negative.
Some of the existing literature reports that
emotional labor could influence increasing levels
of self-accomplishment, sense of control, and
job satisfaction when job autonomy was granted.
On the other hand, however, it could also lead
to low levels of job satisfaction, emotional ex-
haustion, and psychological distress. Lewig and
Dollard (2001) asserted that emotional labor
can increase task effectiveness by making em-
ployee-customer relationships more predictable,
but can be dysfunctional due to the emotional
dissonance component. Ashforth and Humphrey
(1993) also acknowledged both positive and
negative effects of emotional labor in that it

can contribute to satisfying employees need for

self-expression but also produce emotive dis-
sonance and self-alienation. In a recent study on
emotional labor of front -line employees, Kinman
(2009) also predicted association between emo-
tional labor and a series of negative job out-
comes such as psychological distress, work-life
conflict, and low level of job satisfaction.

We propose that the mixed findings on the
consequences of emotional labor reflect differ-
ent contributions of the two independent di-
mensions of emotional labor (emotive dissonance

and emotive effort) on the results.

2.1.1 Emotive Dissonance

Emotive dissonance is defined as “the struc-
tural discrepancy between which emotions need
to be displayed and what is really felt” (Bakker
and Heuven 2003). A closer look at drawbacks
of emotional labor reveals they are mostly re-
lated to emotive dissonance or emotional dis-
sonance rather than emotive effort. For exam-
ple, Zapf et al. (2001) stated that “display
rules” for employees do not necessarily cause
psychological stress, but may become so via
emotional dissonance. Morris and Feldman (1996,
1997) asserted that emotional dissonance is as-
sociated with emotional exhaustion and job
dissatisfaction. Gross (1998) also argued that
emotional dissonance can contribute to generating
physiological and psychological dysfunctionality.
Subsequently, other researchers found a pos-

itive association between emotional dissonance
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and ill-health (Brotheridge and Grandey 2002:
Grandey 2000).

The reason why employees want to reduce
the level of emotional dissonance might be ex-
plained by conservation-of-resource theory (Hobfoll
1989). The theory proposes a stressor as a loss
of a valuable resource and, in turn, valuable
resource is defined as a source which increases
the likelihood of experiencing pleasure. Emotional
dissonance is likely to have negative impacts
on psychological and behavioral job outcomes
because self- regulating processes can be stres-
sors because it creates an unpleasant state just
like cognitive dissonance (Festinger 1956).

The current research hypothesizes that emo-
tive dissonance or equally termed emotional
dissonance results in negative job outcomes in

general,

2.1.2 Emotive Effort

As mentioned earlier, emotive effort is con-
cerned with active deep acting strategies, with
which employees alter their actual inner feel-
ings to meet the required feeling state. And
service workers intentionally spend time and
energy in order to do that. Hochshild (1983)
originally contended that sustaining a certain
level of emotion requires one to expend energy,
which finally could result in psychological and
physiological drains. According to her research,
employees who cannot separate their “true

self” and “acted self” are more vulnerable to
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emotional exhaustion. Maslach (1981) also found
that individuals are more susceptible to emo-
tional exhaustion when they invest more emo-
tion in the enactment of their helping roles.
Therefore, the present study hypothesizes that
emotive effort is positively associated with
emotional exhaustion, job satisfaction, and job
performance, which are considered to be im-
portant job outcomes. The definitions and de-

tailed discussion of each term follow.

2.2 Emotional Exhaustion

Emotional exhaustion is one of the three di-
mensions of burnout and is often the primary
aspect of salesperson burnout examined (e.g.
Rutherford et al. 2009: Hamwi et al. 2011:
Hollet-Haudebert 2011: Shepherd et al. 2011).
Emotional exhaustion is defined as a state of
depleted energy caused by excessive emotional
demands made on people interacting with cus-
tomers or clients (Saxton, Phillips, and Blakeney
1991). Emotional exhaustion is one of the most
frequently cited consequences of emotional la-
bor (Hochschild 1983: Wharton 1999: Morris
and Feldman 1996: Pugliesi and Shook 1997:
and Kruml & Geddes 2000). The initial re-
search on emotional labor emphasized its neg-
ative consequences, such as self estrangement
(Hochschild 1983), increased psychological dis-
tress and symptoms of depression (Pugliesi and
Shook 1997: Wharton 1999) and emotional ex-
haustion (Morris and Feldman, 1996). This



study focuses on investigating which dimension
of emotional labor is more likely to result in
emotional exhaustion. Past research has con-
sistently demonstrated that different dimensions
of emotional labor have different impacts on
emotional exhaustion.

Specifically speaking, research results showed
that both emotive effort and emotional dis-
sonance are positively associated with emo-
tional exhaustion, Morris and Feldman (1997)
found that dissonance and emotional exhaustion
are positively associated. Although this result
did not confirm Hochschild's view that surface
acting protects employees from becoming emo-
tionally burn-out, consistent results were re-
ported in other studies (Grandey 2000: and
Kruml & Geddes 2000). The role conflict theo-
ry also suggests a positive relationship between
the two constructs (Abraham 1998).Based on
the aforementioned discussion, the following

hypotheses were formulated.

H 1: Emotive dissonance is positively related
to emotional exhaustion.
H?2: Emotive effort is positively related to

emotional exhaustion,

2.3 Job Satisfaction

Job satisfaction is defined as “a pleasurable
or positive emotional state resulting from the
appraisal of the job” (Locke 1976). It is logical
to infer that the appraisal of the job is related

to one’s perception of the job (perceived job
performance) and emotions related to or re-
sultant from the job (emotional exhaustion).
Both positive (Ashforth and Humphrey 1993)
and negative (Pugliesi and Shook 1997: Pugliesi
1999) relationships were found between emo-
tional labor and job satisfaction. As discussed
earlier, no consensus has been reached on whether
job satisfaction was under direct influence of
emotional labor, or if the negative/positive
emotions induced by emotional labor mediate
its effect on job satisfaction. Grandey et al.
(2005) argued a negative relationship between
emotional labor and job satisfaction. Morris and
Feldman (1997) also argued that emotive dis-
sonance that leads to emotional exhaustion,
and in the end, results in low job satisfaction.
On the other hand, Kruml and Geddes (2000)
stated that by deep acting, the employee might
be rewarded with personal accomplishment
that leads to job satisfaction. Further, the link-
age between emotional exhaustion and job sat-
isfaction is document within the retail-based
sales literature (Jaramillo, Mulki, and Locander
2006; Karatape and Tekinkus 2006: Rutherford
et al. 2011a: Rutherford et al. 2011b: Oh, et.
al., 2014). Based on the information in previous
sections and the aforementioned background,

the following hypotheses were generated.

H3: Emotive dissonance 1s negatively re-
lated to job satisfaction.

H4: Emotive effort is positively related to
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Job satistaction.
Hb5: Emotional exhaustion Is negatively re-

lated to job satistaction.

2.4 Job performance

Sales researchers frequently examine pre-
dictors of job performance (e.g. DeConinck 2011:
Jaramillo et al. 2011: Yang et al. 2011).
Employee job performance is defined as behav-
iors that are (1) pertinent to organizational
goals, and (2) under the control of individual
employees (Campbell et al. 1992). The defi-
nition coincides with the concept that emotional
labor (employees performance) is regulated by
the organization’s display rules, yet employees
can control the strategies used when demon-
strating the required emotions.

Despite the fact that emotional exhaustion
can be one of the negative consequences of
performing emotional labor, past research also
discovered positive outcomes of emotional labor.
For instance, research indicated that perform-
ing emotional labor can enhance self-efficacy
and self expression (Pugliesi 1999) that leads
to task effectiveness. This study proposes that
if one is able to regulate one's inner feelings to
be in tune with the desired emotions and dem-
onstrate the emotions during job performance,
it will result in positive perception of one's job
performance and job satisfaction, Grandey (2003)
also found that when deep acting employees

actually try to feel what is expected their neg-
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ative moods and reactions are less likely to be
leveled. On the other hand, by merely express-
ing or faking the required emotions during job
performance will lead to negative perception of
one’s job performance (Grandey et al. 2005). In
addition, Diefendorff and Gosserand (2003)
suggested that emotive dissonance is negatively
related to job performance.

The literature shows that emotional exhaustion
Is negatively associated with job performance
(Singh et al., 1994; Wright & Bonett, 1997;
Wright & Cropanzano, 1998). Emotionally ex-
hausted employees have reduced resources and
energy available, thereby leading to diminished
efforts at work (Singh et al., 1994). Wright
and Cropanzano (1998) found that emotionally
exhausted employees would use avoidance or
withdrawal coping mechanisms, including re-
duced job performance, to help restore or mini-
mize their lost resources. Similarly, Wright and
Bonnet (1997) suggested that intense emotional
exhaustion would interfere with effective job
performance. In addition, it is widely known
that job satisfaction is widely accepted as a
key antecedent of customer loyalty (Zeithaml
et al. 1996). Hence, the following hypotheses

were formulated.

H6: Emotive dissonance is negatively re-
lated to job performance,

H7: Emotive effort is positively related to
Job performance.

H&8: Emotional exhaustion Is negatively re-



{Figure 1) Proposed Conceptual Model for Emotional Labor and Outcome Variables
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Overall, the conceptual framework with all the

hypotheses proposed is presented in Figure 1.

. Methodology

3.1 Data Collection and Sample
Characteristics

To conduct this research, data collection in-
volved an online survey, which was performed
via an independent marketing company with a
nationwide pool of retail employees. A total of

1,000 randomly selected potential respondents

were invited to participate in the study. The
obtained usable respondents were 186. The re-
sponse rate was 186 %.

The retail employee who participated in the
study was 26 years of age on average. Two-
thirds of the respondents had a college degree,
while the remaining 18% had only a high
school degree. The male respondents comprised
373 % and 62.7% of the employees were

females,

3.2 Measurements

All of the constructs were measured with
seven-point Likert-type scales (1=strongly
disagree, 7=strongly agree). Four items for
emotive effort and 2 items for emotive dis-
sonance were adopted from the study conducted
by Kruml and Geddes (2000). To measure

Sales People as Emotional Laborers: Psychological And Behavioral Outcomes 47



emotional exhaustion, 9 items were also adopt-
ed from the previous study by Maslach and
Jackson (1981). Five items were used to meas-
ure job satisfaction taken from past research
by Hackman and Oldham (1975). Job per-
formance was measured with 4 items adopted

from a previous study (Pettit et al. 1997).

IV. Results

4.1 Measurement Model

A confirmatory factor analysis was first per-
formed with a maximum likelihood estimation
method to assess convergent and discriminant
validity. This is the initial phase of the two-
step approach recommended by Anderson and
Gerbing (1988). After first running CFA, items
with low multiple square correlations (less than
0.03) and low factor loadings (less than 0.05)
were deleted to improve internal consistency.
Table 1 provides values for factor loadings, item
reliabilities, Croanbach’'s alphas, and the aver-
age of variance extracted (AVE). The values
of Cronbach’s alpha in each construct exceeded
the suggested cut-off of .70 (Nunnally 1978).
The reliabilities were the following: Emotive
dissonance= 0.76; emotive effort=0.77: emo-
tional exhaustion =0.87: job satisfaction=0.82:
job performance= 0.84. The average variance
extracted (AVE) for the constructs with mul-
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tiple measures all exceed the minimum of .50
suggested by (Fornell and Larcker 1981). All
of the AVE wvalues for each construct ex-
ceeded the minimum criterion. The average of
variance extracted (AVE) of each construct
was larger than shared variances, which sup-
ported discriminant validity of the measure-
ment model. The fit-statistics for the measure-
ment model reached the recommended levels
(2% = 8347 (df=52), p=0.00: x*/df =171:
CFI=096; NFI=091: GFI=092: RMSEA
=0.069). The suggested acceptance level of a
good fit model requires that the obtained CFI,
NFI, and GFI should be greater than or equal
to .90. The recommended value of RMESA is
in the acceptable range from 0.05 to 0 .08
(Hair 2006).

4.2 Structural Equation Model and
Hypotheses Testing

As a subsequent step, the structural equation
model was tested to examine the proposed
model. The model produced acceptable good-
ness-of-fit statistics (Table 3). Overall fit of
the structural model was initially examined
utilizing the x? statistic. In order to compen-
sate for the sensitivity of y? statistic to sam-
ple size, other measures of goodness-of-fit,
such as comparative fit index (CFI), normal-
ized fit index (NFI), goodness of fit index
(GFI), and root mean square error of approx-
imation (RMESA) were additionally investigated.



(Table 1) Reliabilities and confirmatory factor analysis properties

Factor ronbach’

Factors Loading ¢ Alphas ) AVE
Emotional Effort 0.77 0.55
I work at conjuring up the feelings I need to show to 0.62
customers.
I try to change my actual feelings to match those that 0.92
I must express to customers.
When working with customers, I attempt to create certain 0.66
emotions in myself that present.
Emotional Dissonance 0.76 0.66
I show the same feelings to customers that I feel inside. 0.63
The emotions in myself that present the image my company 0.95
desires.
Emotional Exhaustion 0.87 0.69
I feel emotionally drained from my work. 0.85
I feel burned out from my work. 091
I feel like I'm at the end of my rope. 0.71
Job Satisfaction 0.82 0.61
People on this job often think of quitting (R). 0.91
I frequently think of quitting this job (R). 0.69
Most people on this job are very satisfied with their jobs. 0.73
Job Performance 0.84 0.75
How would you rate the quality of your own performance 0.98
in your job?
How would you rate the quantity of your own performance 0.73
in your job?

The produced statistics of the proposed model
revealed that the model was fairly well fitted:
the data displayed the following values: x° =
8847 (df =52), p=000: x%df =171: CFI
=0.96; NFI=091: GFI=0.92: RMSEA=0.069).
This result suggests a good fit for the proposed
model. Simple statistics including means, standard
deviation, and correlations of the proposed model
are summarized in Table 2.

Table 3 summarizes the results from testing
the hypotheses. The results of the path co-

efficients and t-statistics show all the hypoth-
eses to be supported except H1, H4, and H6.
Hypothesisl, which predicted a positive rela-
tionship between emotive dissonance and emo-
tional exhaustion, was not supported. Hypothesis
2, which hypothesized a positive influence of
emotive effort on emotional exhaustion, was
supported (7 =0546, t=3494, p<001). As
expected in hypothesis 3, emotive dissonance
significantly affected job satisfaction in a neg-
ative direction (7 =-0.326, t=-2.359, p<0.05).
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(Table 2) Construct Means, Standard Deviations, and Correlations

Emotional Emotional Emotional Job Job Mean | SD
Effort Dissonance | Exhaustion | Satisfaction | Performance
Emotional
Effort 0.742 452 1.38
Emotional 0,007 0.812 142 | 114
Dissonance
Emotional 0,310 0121 0.830 200 | 164
Exhaustion
Job. 0111 -0.169* 0,583 0.781 169 | 160
satisfaction
Job -0.233 -0.119 -0.307** 0.313** 0.866 6.02 0.87
Performance

Note: *p €0.05, **p<0.01: Square root of average variance extracted (AVE) is shown on the diagonal of the matrix:

inter-construct correlations is shown off the diagonal.

However, emotive effort did not significantly
influence job satisfaction, which led to a re-
jection of hypothesis 4. The significant path
loading from emotional exhaustion to job sat-
isfaction confirmed hypothesis 5 (7 =-0.786,
t=-7536, p<0.01). However, emotive dis-
sonance was not influential in predicting job

performance, which resulted in a rejection of

hypothesis 6. Hypothesis 7, which predicted a
positive relationship between emotive effort
and job performance, was supported as ex-
pected (7 =0.209, t=2.521, p<0.05). Likewise,
the negative relationship between emotional
exhaustion and job performance was confirmed
by supported hypothesis 8(y =-0.133, t=
-1.901, p<0.05). Hypothesis 9, which predicted

Table 3> Structural Models Results

Hypothesis Structural Path Coefficients T-value Test
Results
H1 Emotive Dissonance = Emotional Exhaustion -0.185 - 1.39 Rejected
H2 Emotive Effort 2 Emotional Exhaustion 0.546 3.494** Accepted
H3 Emotive Dissonance = Job Satisfaction -0.326 - 2.359* Accepted
H4 Emotive Effort = Job satisfaction 0.232 1.478 Rejected
H5 Emotional Exhaustion = Job Satisfaction -0.786 - 7536 Accepted
H6 Emotive Dissonance = Job Performance 0.032 0.461 Rejected
H7 Emotive Effort = Job Performance 0.209 2.521* Accepted
HS8 Emotional Exhaustion = Job Performance -0.133 - 1.901* Accepted
H9 Job Satisfaction = Job Performance 0.106 1.803* Accepted

Goodness-of-fit: x%, 8847 =0.00: CFI=096: NFI=091: GFI=092: RMSEA =0.069

Note: *p<0.05, **p<{0.01
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a positive relationship between job satisfaction
and job performance was supported (7 =0.106,
t=1.803, p<0.05)

V. Conclustions and Discussion

Generally speaking, emotional labor has been
considered as a stressor, just like time pressure
or role conflict, which service workers have to
deal with in the workplace. Emotional labor
clearly has negative aspects in terms of its in-
fluences on employees  psychological and phys-
iological soundness. However, the current study
extends a growing body of literature on emo-
tional labor by suggesting possibilities that
emotional labor can be advantageously utilized
by employees so as to achieve organizational
outcomes effectively. Based on the work by
Kruml and Geddes (2000), emotional labor was
conceptualized as having two different types of
emotive dissonance and emotive effort in the
present study. This conceptualization was chosen
because it positively reflected the original
mechanism of the concept by Hochschild (1983).
Then influences of emotive dissonance and
emotive effort on the employees psychological
states (e.g. emotional exhaustion and job sat-
isfaction) and behavioral outcomes (e.g. job
performance) were investigated utilizing the
structural equation model. The conceptual frame-

work was formulated in advance. This aspect

of the current study is another valuable addi-
tion to the existing literature because a systemic
approach to the concept is necessary (Glomb
and Tews 2004).

The analysis results reveal that emotive dis-
sonance and emotive effort were distinguished
in their nature and impact on psychological
and behavioral outcomes. First, the reliability of
emotional labor as one construct was extremely
low, with a value of 0.038. In addition, when
the four-factor model was analyzed instead of
a five-factor model treating emotional labor as
one construct at the measurement model phase,
the model was not successfully loaded with in-
adequate model fit indices. This implies that
future studies should treat emotional labor as
having the two different qualities as suggested
(Kruml and Geddes 2000).

To summarize the study results, emotive dis-
sonance had a direct influence on job satisfaction
in the negative direction, but not on emotional
exhaustion and job performance. One probable
reason for no direct association between emo-
tive dissonance and emotional exhaustion could
be attributed to the nature of emotion. In other
words, unlike cognitive dissonance, emotive
dissonance may not necessarily be related to
the unpleasant state depending on a particular
situation in job settings, because other factors
such as the level of employee-customer inter-
action or job involvement or required job re-
sponsihility could affect the path between emotive

dissonance and emotional exhaustion. For in-
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stance, the unpleasant feeling caused by emo-
tive dissonance could be offset by a pleasant
interaction between a service worker and a
customer or by compensation of salary. This is
subject to further investigation. On the other
hand, emotive effort directly impacted on emo-
tional exhaustion and job performance, but not
on job satisfaction. This indicates that emotive
effort may be related to task effectiveness rather
than emotive dissonance as discussed earlier. In
addition, the positive association between emo-
tive effort and emotional exhaustion implies
that sustaining a certain level or type of emo-
tion could be tiring for service workers,

The present study delivers some managerial
implications. First, the reported differential ef-
fects of emotive dissonance and emotive effort
on the psychological and behavioral outcomes
suggest that the emotive effort variable should
be weighted in the job performance appraisal
process when including emotion work components.
Second, the negative significant relationship
between emotive dissonance and job satisfaction
suggests that organizational support programs
such as worksite health promotion, which can
enhance other aspects of job satisfaction, should
be provided in order to decrease the negative
effect of emotive dissonance on employees’
psychological well-being.

Despite its valuable contributions to the liter-
ature, this study also had some limitations. First,
the present study was conducted without con-

sidering specific types of jobs. The level, form,

52 ASIA MARKETING JOURNAL Vol. 16 No. 04 January 2015

and duration of emotional work required by an
organization may vary by job types: thus, the
effect strength and direction of emotive dis-
sonance and emotive effort on organizational
outcomes may not be consistent from one job
to another. Second, the level of an employee
should also be examined in future studies be-
cause a novice or entry level employee could
be more influenced by performing emotion
work regardless of its type compared to an ex-
perienced worker.,

(Received August 18. 2013)
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