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Abstract

The paper is designed for an in-depth understanding of the psychological consequences of emotional labor
that are particularly relevant to the call center industry wherein the idea of customer satisfaction via scripted
emotional responses is a critical success factor. It is a systematic literature review that is following an
investigator triangulation method of qualitative research. The paper has developed an initial theoretical
framework which is than by the help of investigator triangulation validated into final theoretical framework.
The paper proposes that by the use of effective employee emotional facilitation centers the psychological
consequences of emotional labor can be mitigated to a great extent, given the dynamic customer centric
environments and a competition to thrive is in customer services. Contemporary organizations might not
be in a position to compromise the customer services by an inch, managing the employees effectively
anyhow remains a crucial yet an unaddressed issue, the paper is an attempt to offer psychological
facilitation to the employees to combat the negative consequences of emotional labor and it thereby offers
a valuable construct for organizations. The paper is a novel attempt to facilitate the researchers as well
as the professional in the field of study and operations to deploy a supportive theoretical framework. The
developed framework backed by 4 propositions are original
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with organizational display norms and effectively

1: Introduction

Emotional labor has been described as the
management of both feelings and expressions to
support an organizations and its aims' display
norms (Ashtar et al. 2021). Employees in the

services industries do emotional labor to comply

preserve a service-oriented culture for clients
(Hameed et al. 2022). With firms focused on
customer-employee service quality interactions
and increased study interest in organizations’
attempts to control and steer employee emotional
displays, literature addressing the impact and
influence of emotional labor has garnered interest
since the early 1990s (Shin and Hur 2020).



Emotional labor intersects with a number of ideas
and notions, including emotion regulation,
emotion  regulation  techniques,  emotion
management, and impression management
(Wang et al. 2021). However, three major groups
of emotional labor theory have helped define and
explain emotional labor, as well as its
determinants and results, throughout the years
(Humphrey 2021a). First,it was claimed that
because service jobs include regular encounters
with consumers, employees must not only
regulate their emotions but also have their
emotions imposed and supervised Dby
management (Martin, Alvarez, and Taly 2021).
Employees can engage in emotional labor under
these situations. It was later proposed that
emotional work is manifested via two pathways:
surface acting and deep acting (Mattar 2021).
Surface acting occurs when individuals repress
underlying negative feelings while presenting
anticipated positive reactions, resulting in
emotional dissonance between what they feel
and portray. Employees, on the other hand,
participate in deep acting by adjusting their
moods in order to elicit true good emotions.
Second, the definition was modified by include
impulsive and real emotion, including the effects
emotional labor could have on task efficacy
(Mattar 2021). Since deep and surface acting are
emotion - focused coping tactics often used
conform to show regulations, employees can
indeed show emotion that are already in
accordance to display rules naturally without
needing to change actual feelings (ibid). A front-
desk staff, for example, may already be feeling
optimistic and happy, and therefore their

emotional display is already in compliance with
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the display regulations while engaging with a
client. As a result, definition of emotional work
covers situations where employee emotions are
shown without much effort. Third, it was
elaborated upon that emotional labor concept by
arguing that a critical piece of emotional work is
the organization's expectation for employee—
customer interactions (Ayers and Gonzales
2020a). Employee emotional labor is heavily
influenced by factors such as how frequently, how
long, and how intense each employee—customer
encounter effects an employee (Yang and Jang
2022). Furthermore, organizational display
standards heavily govern anticipated employee
expressiveness and have an impact on emotional
labor (Zhang et al. 2020). These early studies of
emotional work not only helped to shape it, but
also sparked a significant increase in the corpus
of literature. Despite the vast amount of
knowledge on emotional labor, there are several
limits in the literature on customers’ services
(Zhou, Ji, and Jiao 2021). A comprehensive
evaluation of the research is should have shown:
what causes emotional labor; how emotional
labor significantly influences attitudes and
actions; and the mediators and regulators of the
occupational stress linkages. For researchers
remarked that, while emotional labor has
captured the interest of many scholars, it lacks an
overall framework and paradigm for future
research (Li et al. 2021).

Also there is a paucity of uniform
conceptualizations and descriptions of emotional
work in the research (Ayodeji and Rjoub 2021).
Some academics, for illustration, utilize concept
labels such as emotional regulation, while others

concentrate only on role ambiguity or emotional



effort as emotional labor constructions (ibid). As
a result, the current systematic review aims to
provide an exhaustive review of emotional labor
research from the customer services literature by
outlining the theories used in examining
emotional labor, the situational factors and
consequences of emotional labor, and the
mechanisms underlying (i.e. mediators and
moderators) of emotional labor (Doshi 2021).
Furthermore, this paper will conduct a
comprehensive examination of the examined
material, highlighting gaps and weaknesses in
the customer services literature (Heinze 2020).
This study aims to look at the many meanings,
conceptual frameworks, and measures of
emotional work in order to establish a consistent
understanding of what emotional labor is and is
not. Third, this study proposes a model that
provides a complete framework for research by
detailing the numerous antecedents,
consequences, mediators, and moderators of
emotional labor, as well as matching
propositions. Finally, we address the theoretical

and practical ramifications (Zhang et al. 2020).

2: Literature Review

2.1: Understanding Emotional Labor

The founder of the term emotional labor, Arlie
Hochschild in her book The Managed Hearts
pioneered the idea of excessively devastation
negative consequences of emotional labor for
workers (O’Brady and Doellgast 2021). The
consequences are directly associated to both
rewards as well as costs in both economic and

noneconomic domains of existence (ibid). The

GMJACS, Spring 2022, Volume 12(1)

study is anyhow derived from the idea of
exploration of psychological consequences of the
individuals excreting emotional labor in any given
environment or conditions (Kumar et al. 2022).
The most commonly studied and discussed
consequences of emotional labor as discussed in
multiple researches is burnout and job
satisfaction, which via prism of psychological
categorization can only be the tip of the iceberg
since the actual consequences are rooted deep
into the psychological existence of the workers
(van den Boogaard and Santoro 2022). The need
of the hour is the understanding and application
of cost and value analysis that may offer the
workers to decide for themselves that whether
becoming a part of such a labor affect them in
longer run or not and is it worth compromising
there psychological well-being or not (Klingaman
et al. 2022). This will serve as the empirical
question throughout the research paper.

2.2: Psychological Consequences of

Emotional Labor

In order to develop legit insights about the
psychological consequences of emotional labor,
an in-depth understanding of the term emotional
labor is required that might latter support the
psychological underpinning of the phenomenon
(DeBaylo and Michel 2022). Certain elements
have been incorporated in order to operationalize
the definition of emotional labor that will serve to
direct the findings of the research. Each
component of the definition is elaborated in the
following section (Huang et al. 2021).

First component is drawn on to the distinction

between emotional labor and discrete work



related feelings. According to multiple
researchers it has been conclude that work
related feelings are emergent and spontaneous
in nature and are an inevitable outcome of social
interactions workers have in the organization, on
the flip side of the same coin emotional labor is a
deliberate effort of an employee to instrument-
alize the emotional and non-emotional responses
(Ozkul, Bilgili, and Kog 2020). Via the view of the
same lens other researches made further
distinctions between emotional labor and
emotional expression. Emotional expression is
regarded as an unpremeditated showcase of
emotions. In event and explaining the spectrum
of work feelings it is critical to identify that the
premise of work feelings is limited to the social
interactions one experiences at the workplace,
emotional labor anyhow is devoid of this element
(Nguyen, Quach, and Thaichon 2022).

Having said that the second unanimously radical
distinction is the discrepancy between the felt and
displayed emotions. As a matter of fact
organizational members are required to adhere to
the display rule authenticated by the organization
in accordance with the organizational culture and
services being offered to the customers
(Magrizos and Roumpi 2020). The point of
psychological consequences automatically fills in
the aura of customer services organizations’
where workers do not have the basic autonomy
to display their genuine emotions and work
feelings (Els, Meyer, and Ellis 2022). The role of
emotional management to regulate the emotional
expression therefore is used as a buffer or
cosmetic term to make workers comfortable with
the rationale of managing their emotions or even

suppress there genuine emotion to suffice the

GMJACS, Spring 2022, Volume 12(1)

need of the organization. Sociologist in the field
of study have long held the idea that many
individuals have a natural capability of cascading
their emotions and fitting into a new or
organization specified emotion, but the narrative
is naive for the other workers that lack this
capability of adapting artificial emotions (Monroe
2020). The type of workers that might not be able
to suffice the organizations need of artifice
emotions are the one that are the subject of the
research since psychological consequences are
more quickly observed and takes longer time to
wear off in the said sample of people (Olivas

Osuna, Kiefel, and Gartzou Katsouyanni 2021).

The traditional researchers in the field of study
are seen emphasizing on the specific jobs that
have to be emotionally uniform and
standardization is primitive (Faria et al. 2021).
The entire scope of the researchers than rotate
around how emotions are changing with different
job requirements and there effects on the
performance of the employees, since those jobs
are highly standardized, the workers have no or
little autonomy to exercise their unique emotions.
The idea of the said research begins with the
concept of how and why emotional labor is
importance, how it has been shaping certain
organizations to out-perform others at the
expense of its employees well-being (ibid). The
psychological consequences are often
experienced at the latter stages by the workers
therefore it holds comparatively lesser
significance in modern and academic literature.
Other supportive concepts like work-life balance
and employee emotional facilitation is often

discussed but seldom seen being implemented in



the organizations that call for rigid standardization
in emotional responses by the workers (Silard
and Dasborough 2021). The research paper is all
together an attempt to initiate the psychological
underpinning of the concept via prism of emotive
well-being and the need of workers psychological
facilitation and job autonomy (Macintosh 2022).
This leads towards the development of the first
proposition:

P1. High level job standardization results in
negative psychological consequences resulting
into compromised service quality of the service

provider

2.3: The psychology of Emotional Labor and

its deeper consequences

Based on the initial red flag raised by Hochschild
in 1983, regarding the long term and penetrating
effects of emotional labor, she emphasized the
consequences that are experienced at the early
stages to the most profound and hard to eliminate
consequences experienced by workers when
emotional labor comes into play (Hamama et al.
2022). The negative consequences start taking
roots from the moment a worker experiences a
lack of control onto its emotions and hence the
state of self-alienation develops since the worker
over a passage of time becomes afflicted by the
organizations mandated display rules (Seth
2022). Rationally there are certain jobs and
industries that may want a standard emotional
response by the employees and hence making
workers abide by the display rule might not sound
alarming as long as the employers and the
organizations are giving required level of

autonomy to the workers to exercise their
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discretion, within the contextual framework of the
organization services is not compromised
(Ayalon and Shinan-Altman 2021). Two central
approaches that makes the idea of endorsing
display rules a value laden existence on to the
employees is the fact that (firstly, the
standardization of emotions pose a greater
challenge for the employees since mitigating their
natural sense of uncertainty handling dwindles
and is suppressed by the organizations desire of
emotional and service standardization (ibid). The
second critical factor is the conflict of interest
since the employer is guided by his interest of
satisfying customer and creating a uniformity in
the service for the clients and the employee is
persuaded by his personal achievement and
standardization of input might suppress is sense
of competing to excel his co-workers by putting
their best foot forward (Tsogas 2020). As a matter
of fact in the short run organization wins but in the
longer run employee and well as the employer

fails.

P2: the interpersonal conflict of interest that
arises as a result of service standardization have
adverse consequences on employees’

psychological stability

Mapping the aforementioned debate with the
contemporary organization literature the job
demand and job resource theory has made an
attempt to model this disparity (Mao et al. 2021).
When organization offer job without ensuring the
provision of the required resources to the
employees a subtle sense of disparity begins to
emerge and hence make workers uncomfortable

within the organization in the environment of felt



deprivation (Browne-Yung et al. 2022). The
higher the job demand the greater will be the
audacity of the workers to question the resources
available to perform the given job, the irony of the
situation is the fact that employees often question
the physical resources and organizational
infrastructure along with the monetary benefits
associated to each task (Gjergji, Lazzarotti, and
Visconti 2022). The idea of questioning the
psychological facilitation tools of the workers is
often seen hindering behind the aura of physical
resources (Rowan et al. 2021). To make the
situation worse workers are never encouraged to
question the employer regarding such resources
and hence the idea of employee facilitation in jobs
that call for tremendous emotional drainage
(Sanusi and Johl 2020). The psychological
aspects of what a job demands against the
resources it provides is never the part of an
employee formal contract or any orientation
session (ibid). In issues like this three probable
conditions emerge, initially there is a set of
workers that readily takes up to the job and in
their commitment with the job and the desire to
excel and outperform others manage to
immaculate the job requirements (Bolivar 2021).
In second case the workers are seen drawing
themselves in the aura of self-alienation it is when
they depart from there true self as well as the job
role assigned to them, under such circumstances
the service quality along with the individual
workers capacity is compromised to confront the
challenges posed (Coetzer et al. 2022). The third
rather the least affective scenario is noted when
workers that experience negative consequnces

of emotional labor manage to protect themselves
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from the psychological traumas but compromise

there overall performance on job.

Paradoxically, while employers and customers
may favor employees who appear to be sincere
in their emotional displays, workers' genuineness
may raise their risk of burnout in the long run. This

aids in the development of third proposition

P3: employee and job role synchronization
seems desirable but results in employee burnout
overtime

P4. the extent of emotional disparity is directly
associated with exposure to uncertainty while
dealing with customers

Figure 1: initial Theoretical Framework
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3: Research Methodology

The following section of the paper shall be
focusing on the acute strategies needed to
validate the initial theoretical model presented in
the preceding section. In order to mandate the
aforementioned theoretical model investigator
triangulation has been used. Investigators
triangulation is one of the five types of
triangulations. The input and conclusions by
various researchers shall be used to manifest
workability of the derived initial model (Marchand
and Hilpert 2020).



Since the research paper is a qualitative attempt
to isolate the structure of emotional facilitation in
the service industry the input from various
researchers would add value and hence facilitate
the research paper’s agenda. Since the research
is relying heavily on to the researchers
interpretation of reality investigators
triangulations would serve as a way control
validity and reliability (Sanchez Sanchez,
Martinez, and Jackson 2020).

The case of systematic literature review
developed in the paper shall be aligned by the

literature input and investigator triangulations.

4: Data Analysis

4.1: Experiential Emotional Labor

As a matter of fact the very idea composed by
Hochschild has been well applied onto the
practical aspects of five discrete quantitative and
qualitative research horizons (Legood et al.
2022), (1) identifying and mapping the
experiences of different people exercising
emotional labor: (2) Developing a set of
differences between individuals that conform to
the display rule contrasted by the non-conformers
of emotional labor via display rule; (3) the positive
and negative outcomes of emotional labor and
how they are termed positive or negative by
certain environmental stimuli; (4) level of
variations seen amongst the workers in terms of
their ability to condition their responses and
exercise emotional labor; and (5) the diffusion of
the consequences of emotional labor in family life
of the workers (Wani, Malhotra, and Clark 2021).
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4.2: Analyzing Emotional Labor Actors versus

Non Actors

Comparing emotional labor performers for
anyone whose professions entail little or no
emotional work is one method to study the larger
psychosocial repercussions of emotional labor
(Spitzer 2022). These research can assist answer
the issue of whether professions that need
emotional labor are more mentally taxing than
other types of employment (ibid). This study
provides a systematic technique to analyze the
repercussions of emotional labor by looking at the
impact of emotional labor on various outcomes
while controlling for other job and worker factors.
This avenue of inquiry has produced some
unexpected
Radhakrishnan 2021). Researches, showed that

individuals in professions that required a lot of

outcomes (Curran and

emotional labor were no more susceptible than
other workers to develop job-related burnout after
adjusting for a number of personality and
occupational factors (Richardson 2022). Similar
findings were obtained using a different measure
of emotional labor (ibid). More traditional
employment qualities, such as autonomy and
amount of hours worked, were found to be
stronger predictors of worker burnout than
emotional labor in general. Employees who did
emotional labor were also much happier with their
occupations than other workers, despite the fact
that they were no more likely than others to
experience job burnout (Peffers, Tuunanen, and
Niehaves 2018). Similar findings were found in
research on emotional work among table waiters.
This shows that attractive tasks, which also

happen to entail greater amounts of emotional



labor, create high work satisfaction, as Adelman
says (ibid). It's also possible that appealing
professions lead to higher job satisfaction, which
pushes people to put in a lot of emotional effort.
In any instance, it shows that emotional labor is
not highly linked to job responses, -either
favorably or adversely. Further researches
looked into the consequences of emotional labor
on workers' sentiments of inauthenticity un
subsequent studies. Remember how Hochschild
in 1983 suggested that one possible outcome of
the emotive dissonance associated with
emotional work is emotions of inauthenticity.
Workers' experiences of themselves as
significant and authentic may be harmed by jobs
that necessitate the frequent expression of
emotions, independently is not about whether
these displays are genuine (LeMahieu 2021).
Ones that involve emotional labor, in this opinion,
put workers at a higher risk of untrustworthiness
than jobs that do not need the exhibition of certain
emotions (ibid). Researches further examined
inauthenticity using a two-item scale examining
how often participants feel they couldn't be
genuine at work or had to pretend how they truly
felt at work, using same data as the previous
research on burnout (Bennett 2021). Emotional
labor was broken down into three dimensions:
public interaction, time spent interacting with
people on the workplace, and how vital it was for
workers to "handle people properly." Only one
aspect of emotional labor—handling people
well—was shown to be positively connected with
employees' sentiments of inauthenticity at work,
according to this study (Roberts and Krueger
2021). Furthermore, workers in public-contact

occupations were no more likely than other
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workers to feel inauthentic at work, but individuals
in positions that needed a large degree of human
connection were much less likely (Davidson and
Stryker 2020). In other words, it is the demand
that employees deal with others effectively that
promotes sentiments of inauthenticity, not the
quantity of engagement with coworkers or public
contact (Davidson and Stryker 2020).

These findings add to our understanding of the
effects of emotional work. First, the assessments
of burnout, job satisfaction, and inauthenticity
imply that the qualitative literature reviewed
earlier, which indicated how employees
effectively cope with the demands of emotional
labor, is correct. The qualitative and quantitative
findings do not necessarily disprove Hochschild's
worries about emotional labor's possible negative
repercussions, but they do show that these
negative implications may arise only under
specific circumstances, not most of which have
been recognized (Yang and Guy 2021). Second,
in compared to certain other forms of
employment, assessments between actors and
non-actors of emotional labor reveal that
occupations requiring emotional labor may offer
certain rewards as well as hazards for
employees. Occupations that enable employees
to engage with people on the workplace, although
these encounters are modest, appear to be
somewhat more gratifying to employees than jobs
that offer for less human connection (Cottingham
2022). Employees see a variety of excellent aim
of performing emotional labor according to further
researches, and one is its propensity to boost
employees' impression that they will be executing
their tasks successfully. Furthermore, workers'

emotions of inauthenticity diminish as the number



of hours spent engaging with others at work
grows (Holliday and Squires 2021).

Although  professionals' relationships  with
coworkers might cause unhappiness and misery
in certain cases, these work environments, on the
whole, provide more potential for fulfilment than
other employment (Toprak and Savas 2020).
Other characteristics of such employment may
also contribute to the greater levels of pleasure
seen among people who conduct emotional
labor. For illustrate, in tasks that involve
emotional labor, either management or workers
hiring practices may have been more productive;
consequently, the match among both job needs
and worker traits may be better in these
professions than in jobs where emotional labor is
not required. This improved fit would also lead to
increased levels of pleasure (ibid). The best
evidence that emotional labor is harmful to
employees comes from a study that found that
persons who work in occupations that need them
to deal with others well feel more inauthentic than
others. People-handling abilites may be
necessary in a larger range of occupations than
those involving interaction with clients or
customers, despite the fact that they were
substantially more likely to be found in public-
contact jobs than others (Sy and van
Knippenberg 2021). Limiting our focus on the
latter type of employment may restrict our
knowledge of the various ways in which people
may be needed to regulate their emotions at work
(Davidson and Stryker 2020).

4.3: Assessing the Consequences of

Emotional Labor
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The researches further looked into whether the
distinct variables lead to burnout and job
satisfaction between these two types of
employees, in relation to the abovementioned
comparisons involving actors and nonperformers
of emotional labor. Those findings imply that,
although emotional workers do not experience
higher degrees of burnout than other employees,
the origins of burnout and the elements that assist
to mitigate it may differ slightly. These findings
shed light on the circumstances in which
emotional labor might result in work burnout
(Feeny et al. 2021). For example, among
nonperformers of emotional work, high levels of
job participation were linked to decreased levels
of burnout, but job involvement failed to reduce
burnout among emotional labor performers (ibid).
Whenever jobs demand emotional labor, as
Hochschild hypothesized, excessive degrees of
workplace participation may be hazardous to
workers. Job participation, on the other hand,
somehow doesn't place this very same
expectations on non-performers of emotional
labor; consequently, for this group, higher
degrees of burnout should be related with lower,
rather than higher, levels of job involvement
Furthermore, evidence shows that the
importance of interpersonal skills in preserving or
increasing vulnerability to burnout at work differs
between performers and nonperformers of
emotional labor (Xu, Pang, and Xia 2021).
Workers who score high on self-monitoring—
defined as the ability to monitor and react to the
social environment—are better equipped to
prevent burnout than those who do not. Self-
monitoring abilities, on the other hand, lead to

burnout in non-performers of emotional work



(Tober and Krolgkke 2021). Such findings draw
attention to the fact that, whereas practitioners
and nonperformers of emotional labor may have
similar chances of burnout, the mechanisms that
cause this outcome may differ. In line with the
findings previously stated, the elements that
promote job satisfaction appear to differ for
performers and nonperformers of emotional labor
(Feldman et al. 2022). Job autonomy, in
particular, appears to have a bigger impact on the
contentment of emotional labor performers than
nonperformers, whereas job engagement
appears to have a greater impact on the
satisfaction of emotional labor nonperformers
(ibid).

The findings regarding job autonomy reflect
notion that emotional labor is troublesome for
employees when their productivity is controlled by
their supervisors (Sun, Li, and Liu 2021).
Although workplace autonomy is a significant
predictor of job satisfaction for all types of
workers, further study reveals that it is especially
crucial for workers who perform emotional labor.
These employees benefit from job autonomy
because it allows them to avoid the pitfalls that
emotional labor may bring (ibid). In terms of
workplace participation, it appears that workers
whose professions entail emotional labor do not
get the same psychological advantages as
nonperformers (Bruhn and Oliveira 2022). While
high degrees of workplace participation are
pleasant for all sorts of employees, being overly
committed in one's profession poses a risk of
burnout for workers whose occupations entail
emotional labor (Fessehaye Sium et al. 2021).
These findings provide additional to our

knowledge of emotional labor and its
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ramifications. For starters, they aid in the
explanation of some qualitative study findings.
Emotional labor is not always painful or
disappointing to employees (Costa 2020).
Emotional labor does not create burnout or low
job satisfaction on aggregate when individuals
have some influence well over circumstances of
their work, avoid overly high levels of workplace
engagement, and have some self-monitoring
abilities. Indeed, as previously said, employment
demanding emotional labor may provide certain
benefits when compared to other forms of work
(ibid). A significant aspect of this study would be
that it suggests whether jobs involving emotional
labor could be unique from those other forms of
employment in certain ways. Self-monitoring
skills, for instance, appear to be a much more
valuable psychological resource for emotional
labor performers than for employees whose tasks
do not need it. Not only can professions
demanding emotional labor differ from others in
terms of the factors that contribute to burnout and
job satisfaction, but they may also have their own
set of psychosocial costs and advantages for

employees (Yeh et al. 2021).

4.4: Consequences of Paid versus Unpaid

Emotional Labor

At least two risks are linked to the juggling of
various responsibilities, according to research on
work-family relationships (Kusimba 2020). Work-
family role eccentric contraction when the
sequences with involvement in one institution are
in disagreement with participation in another
group, and work-family role problems occur when

the significant impact with membership in one



organization are in conflict with membership in
another group (Cox and Bachkirova 2020).
Emotional labor on the workplace, to the degree
that employees' family obligations are similarly
dictated by emotional expectations, would appear
to put workers at risk of both types of work-family
stress (Xu et al. 2020). The repercussions of
numerous emotional roles are just now beginning
to be understood by researchers. The majority of
this study has focused on employees in
interactive service occupations, which involve the
same kind of emotional labor on the workplace
that women and, to a smaller degree, men in
households are required to perform. Wharton, for
example, looked at whether married workers in
professions that needed emotional labor were
more susceptible to burnout than other workers
(Furness 2021). This hypothesis was not
supported by the facts. Being married, on the
other hand, may be a poor indicator of how much
emotion work employees do outside of the job.
Furthermore, no consideration was given to
putative relationships between married status
and gender in this investigation (Nadelson 2021).
Women workplace burnout was raised once they
did greater degree of emotional emotion work, but
that emotional labor on the job had no influence
on burnout levels. As a result, it appears that
women's workplace well-being is endangered
more by their engagement in home emotion work
than by performing emotional labor on the job
(Nesher Shoshan and Venz 2022). This
association, too, doesn't really apply in all
situations. The relationship amongst women's
family emotional exhaustion and workplace
burnout was lessened by their partners'

performance in family emotion work. The
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favorable  connection between  women's
accomplishment of certain emotional labor at
work and their engagement of family emotion
household duties was an amazing achievement
in this research (Sanders and Galindo 2019).
Women whose occupations did not demand any
emotional labor and those whose employment did
require a lot of this behavior, on the other hand,
did much less familial emotion work. Do women
who work in occupations that entail a modest
degree of emotional labor learn interpersonal
tactics that they may use to their home
relationships? Do women who conduct high
amounts of family emotion work, on the other
hand, seek out occupations that allow them to put
their abilities to use? (DeMartini et al. 2021)
These are still unanswered questions. Overall,
the findings imply that the relationships between
the kind and quantity of emotional Ilabor
performed at work and the type and amount of
emotional labor performed at home are more
complicated than previously thought. Qualitative
researchers have indeed aided our knowledge of
how emotional labor affects employees' lives
outside of work. Smith and Kleinman, for
example, looked at how male and female medical
students learnt the emotive style of affective
impartiality needed of healthcare professionals
and other professions in a 1989 research
(Cheung, Wong, and Chiu 2021). Medical
students of all genders acquired techniques to
deal with the emotions triggered by their
experiences with human bodies, according to
these researchers. While medical training is
beneficial professionally, Smith and Kleinman
point out that for certain students, it may be

problematic since new connotations for the body



and for physical contact follow them home at
night. Though it was not the authors' intention,
this study demonstrates how the emotional effort
necessary on the job might clash with the
emotional labor required to maintain personal

relationships in private life (Yeh et al. 2021).

5: Towards the Research Agenda- Final

Theoretical Framework

Burnout and job satisfaction are the most
commonly studied and discussed consequences
of emotional labor, which can only be the tip of
the iceberg when viewed through the lens of
psychological categorization because the actual
consequences are deeply rooted in the
psychological existence of the workers (Kim, Kim,
and Byun 2020). The understanding and
implementation of cost and value analysis is
critical, as it allows employees to determine
whether or not participating in such a job would
effect them in the long run, and whether or not it
is worth jeopardising their psychological well-
being. Throughout the study article, this will act
as the empirical question (Hammiat and Shamsi,
2021).

An in-depth explanation of the phrase emotional
labor is essential in order to gain legitimate
insights into the psychological implications of
emotional work, which may later support the
psychological underpinnings of the phenomena.
Certain features have been included to
operationalize the notion of emotional work,
which will help to guide the study findings (Jola-
Sanchez 2022).

The separation between emotional labor and

distinctive work-related sensations is the first
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component. Multiple researchers have concluded
that work-related feelings are emergent and
spontaneous in nature, and that they are an
unavoidable result of social interactions that
employees have in the workplace (Hammiat and
Shamsi, 2021). On the other hand, emotional
labor is a deliberate effort by an employee to
instrumentalize emotional and non-emotional
responses. Other studies, using the same lens,
discovered further differences between emotional
work and emotional expressiveness. Emotional
expression is defined as an unplanned display of
feelings. In order to understand and explain the
range of work feelings, it's important to recognize
that the premise of work feelings is confined to
the social contacts one has at work; emotional
labor, on the other hand, is devoid of this aspect
(Volckmar-Eeg and Vassenden 2022) .

After then, the gap between felt and shown
emotions is the second unmistakably radical
contrast. In reality, organizational members are
obligated to follow the organization's display
guideline, which is in conformity with the
organization's culture and the services it provides
to clients. The air of customer service firms,
where individuals lack the basic autonomy to
express their actual emotions and job sentiments,
is inevitably filled with the point of psychological
effects (Pozharliev et al. 2021). As a result, the
job of emotional management is utilized as a
buffer or cosmetic phrase to make workers
comfortable with the reasoning of regulating or
even suppressing their actual feelings in order to
meet the needs of the corporation (ibid). Many
individuals have a natural capacity to cascade
their emotions and fit into a new or organization-

specific mood, according to sociologists in the



field of research, but the story is naive for the
other employees who lack this ability to adapt to
manufactured emotions. The sort of workers that
may not be able to meet the organization's
requirement for fabricated emotions are the ones
who are the focus of the study, as psychological
effects are more noticeable and take longer to
wear off in this group of people (Franzese and
Seigler 2020). Traditional field researchers are
viewed stressing certain professions that must be
emotionally consistent, and uniformity is
primitive. The researchers' whole purview is
around how emotions change with varied job
requirements and their effects on employee
performance. Because those jobs are largely
standardized, people have little or no autonomy
to express their individual feelings. The study's
thesis starts with the idea of how and why
emotional labor is important, and how it has
shaped certain firms to outperform others at the
price of their employees' well-being (Nicholas et
al. 2021). Because employees generally face
psychological implications later in their careers, it
is given less attention in contemporary and
academic literature. Other helpful notions such as
work-life balance and employee emotional
facilitation are frequently mentioned but seldom
observed in firms that demand tight homogeneity
in workers' emotional responses. The study
article is an attempt to introduce the concept's
psychological underpinnings via the lens of
emotional well-being and the need for
psychological facilitation and job autonomy

among workers.

GMJACS, Spring 2022, Volume 12(1)

Figure 2 Final Theoretical Framework

6: Discussion

Hochschild highlighted the early stages to the
most severe and difficult to eradicate
repercussions experienced by employees when
emotional labor comes into play, based on the
original red flag raised by Hochschild in 1983
regarding the long-term and penetrating impacts
of emotional labor (Macary et al. 2020). The
negative repercussions begin to take root the
instant a person loses control over his or her
emotions, and therefore the condition of self-
alienation grows as the individual gets plagued by
the organization's compulsory display regulations
over time. Rationally, certain vocations and
sectors may demand a standard emotional
reaction from employees, therefore requiring
workers to follow the display rule may not seem
scary as long as the employers and organizations
provide the workers with the necessary amount
of liberty to use their choice, within the contextual
framework of the organization services is not
compromised (Humphrey 2021b). The fact that,
first, the standardization of emotions poses a
greater challenge for employees because

mitigating their natural sense of uncertainty



handling dwindles and is suppressed by the
organizations desire for emotional and service
standardization, makes the idea of endorsing
display rules a value-laden existence on the
employees (ibid). The second critical factor is the
conflict of interest, which arises when the
employer's interest is to satisfy customers and
create uniformity in service for clients, while the
employee's interest is to achieve personal
success, and standardization of input may
suppress the employee's desire to outperform his
coworkers by putting their best foot forward. In
reality, in the short run, the organization triumphs,
but in the long run, both the employee and the
company fail (Ayers and Gonzales 2020b).

The work demand and job resource theory has
attempted to describe this gap by mapping the
aforementioned  discussion  with  modern
organizational literature. When a company offers
a position without guaranteeing that the
necessary resources are provided to the
employees, a subtle sense of inequality emerges,
making workers feel uneasy within the business
in an environment of perceived deprivation
(Hammiat 2020). The irony of the issue is that
employees  frequently  question  physical
resources and organizational infrastructure, as
well as the monetary incentives connected with
each activity, as the job demand increases (ibid).
Questioning employees' psychological facilitation
tools is frequently perceived as a hindrance
behind the aura of physical resources. To make
matters worse, employees are seldom
encouraged to query their boss about such
resources, leading to the concept of employee
facilitation in occupations that need a lot of

emotional drain. An employee's legal contract or
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any orientation session never includes the
psychological components of what a job
demands vs the resources it gives (Browne-Yung
et al. 2022). In situations like these, three
possible scenarios occur. First, there is a group
of workers that get right into the task and, by their
dedication to the job and desire to succeed and
exceed others, manage to flawlessly complete

the job requirements.

7: Conclusion

Emotional labor is becoming a need of an
increasing number of vocations, according to all
indications. Soft skills, interpersonal skills, or
simply people work are all terms that suggest that
the profession entails some emotional labor
(Baghai et al. 2021). Hochschild's key work kick-
started the process of conceptualizing these
employment needs. The purpose of this article
was to look at how later scholars have looked into
some of her theories, rather than to judge
whether or not her statements were correct. This
study uncovered the extent to which jobs impose
emotional demeanor requirements on workers,
as well as some of the psychological
repercussions of these expectations (Matus and
Veale 2022). While more research is needed to
understand how these expectations become
linked to, or disconnected from, employees'
identities and sense of self, evidence shows that
these processes are occurring. In fact, because
emotional labor appears to directly engage the
self, it's probable that employees' participation
with emotional labor affects them in ways that
present research only hint at. Hochschild

contends in her most recent book that work is



becoming a more important arena in people's
lives. If this is the case, emotional labor's
influence on and off the job is expected to
increase. As a result, understanding the
implications of emotional work will continue to be
a hot issue in the future (Bensliman, Casini, and
Mahieu 2021).

References

Ashtar, Shelly, Galit B. Yom-Tov, Navot Akiva,
and Anat Rafaeli. 2021. “When Do
Service Employees Smile? Response-
Dependent Emotion Regulation in
Emotional Labor.” Journal of
Organizational Behavior 42(9):1202-27.
doi: 10.1002/job.2562.

Ayalon, Liat, and Shiri Shinan-Altman. 2021.
“Tension between Reality and Visions:
Lessons from an Evaluation of a
Training Program of Paid Elder Care
Workers.” Health & Social Care in the
Community 29(6):1915-24. doi:
10.1111/hsc.13305.

Ayers, David F., and Leslie D. Gonzales. 2020a.
“‘Emotional Labor and Midlevel
Leadership.” New Directions for
Community Colleges 2020(191):43-55.
doi: 10.1002/cc.20405.

Ayers, David F., and Leslie D. Gonzales. 2020b.
“Emotional Labor and Midlevel
Leadership.” New Directions for
Community Colleges 2020(191):43-55.
doi: 10.1002/cc.20405.

Ayodeji, Yusuf, and Husam Rjoub. 2021.
“Investigation into Waiting Time, Self-
Service Technology, and Customer
Loyalty: The Mediating Role of Waiting
Time in Satisfaction.” Human Factors
and Ergonomics in Manufacturing &
Service Industries 31(1):27—41. doi:
10.1002/hfm.20867.

Baghai, Ramin P., Rui C. Silva, Viktor Thell, and
Vikrant Vig. 2021. “Talent in Distressed
Firms: Investigating the Labor Costs of
Financial Distress.” The Journal of

GMJACS, Spring 2022, Volume 12(1)

Finance 76(6):2907-61. doi:
10.1111/jofi.13077.

Bennett, Christopher. 2021. “How and Why to
Express the Emotions: A Taxonomy of
Emotional Expression with Historical
lllustrations.” Metaphilosophy
52(5):513-29. doi: 10.1111/meta.12512.

Bensliman, Rachida, Annalisa Casini, and
Céline Mahieu. 2021. “Squeezed like a
Lemon’: A Participatory Approach on the
Effects of Innovation on the Well-Being
of Homecare Workers in Belgium.”
Health & Social Care in the Community
n/a(n/a). doi: 10.1111/hsc.13506.

Bolivar, Andrea. 2021. “Nothing Feels Better
than Getting Paid’: Sex Working Trans
Latinas’ Meanings and Uses of Money.”
Feminist Anthropology 2(2):298-311.
doi: 10.1002/fea2.12057.

van den Boogaard, Vanessa, and Fabrizio
Santoro. 2022. “Co-Financing
Community-Driven Development
through Informal Taxation: Evidence
from South-Central Somalia.”
Governance n/a(n/a). doi:
10.1111/gove.12678.

Browne-Yung, Kathryn, Diana O’Neil, Ruth
Walker, Megan Corlis, Alison Smyth,
Peter Putsey, Kate E. Laver, Elizabeth
Fernandez, and Monica Cations. 2022.
“Perspectives of Professionals on the
Safety and Accessibility of Aged Care
for Care Leavers and Forgotten
Australians.” Australasian Journal on
Ageing 41(1):42-49. doi:
10.1111/ajag.12948.

Bruhn, Sarah, and Gabrielle Oliveira. 2022.
“Multidirectional Carework across
Borders: Latina Immigrant Women
Negotiating Motherhood and
Daughterhood.” Journal of Marriage and
Family 84(3):691-712. doi:
10.1111/jomf.12814.

Cheung, Millissa F. Y., Chi-Sum Wong, and
Warren C. K. Chiu. 2021. “Effect of
Conflict-Outcomes: Moderating Role of
Psychosocial Mentoring and Emotional
Intelligence.” Asia Pacific Journal of



Human Resources n/a(n/a). doi:
10.1111/1744-7941.12292.

Coetzer, Alan, Janice Redmond, Jalleh
Sharafizad, and Judy Lundy. 2022.
“Enhancing Learning in Small
Businesses.” Human Resource
Management Journal n/a(n/a). doi:
10.1111/1748-8583.12438.

Costa, Karen. 2020. “The ACE Women’s
Network Is on a Mission.” Women in
Higher Education 29(6):13-15. doi:
10.1002/whe.20860.

Cottingham, Marci. 2022. “The Impartial Judge:
Judging and Emotional Labor.” Symbolic
Interaction n/a(n/a). doi:
10.1002/symb.595.

Cox, Elaine, and Tatiana Bachkirova. 2020.
“Coaching with Emotion.” Coaching
Researched 167-81. doi:
10.1002/9781119656913.ch9.

Curran, Georgia, and Mahesh Radhakrishnan.
2021. “The Value of Ethnographic
Research on Music: An Introduction.”
The Asia Pacific Journal of
Anthropology 22(2-3):101-18. doi:
10.1080/14442213.2021.1913511.

Davidson, Elsa, and Rachael Stryker. 2020.
“Exploring Children and Young People
as Emotional Suspects.” Children &
Society 34(4):239—44. doi:
10.1111/chs0.12404.

DeBaylo, Paige, and Jesse S. Michel. 2022.
“Identifying Energy and Emotion-Based
Conflict: Development of a Refined
Work-Life Conflict Scale.” Stress and
Health n/a(n/a). doi: 10.1002/smi.3148.

DeMartini, Sarah E., Martin |. Gallegos, Deborah
B. Jacobvitz, and Nancy L. Hazen.
2021. “Toddlers’ Emotional
Overregulation: Relations With Infant
Temperament and Family Emotional
Climate.” Family Relations 70(4):1073-
89. doi: 10.1111/fare.12580.

Doshi, Vijayta. 2021. “Symbolic Violence in
Embodying Customer Service Work
across the Urban/Rural Divide.” Gender,

GMJACS, Spring 2022, Volume 12(1)

Work & Organization 28(1):39-53. doi:
10.1111/gwao.12571.

Els, Renier (RC), Helen (HW) Meyer, and Suria
(S) Ellis. 2022. “A Measurement Scale
Developed to Investigate the Effect of
Leaders’ Perceptions Regarding
Attitudes towards and Commitment to
Quality Management of Training.”
International Journal of Training and
Development 26(1):120—44. doi:
10.1111/ijtd.12243.

Faria, Caroline, Jovah Katushabe, Catherine
Kyotowadde, and Dominica Whitesell.
2021. “You Rise Up ... They Burn You
Again’: Market Fires and the Urban
Intimacies of Disaster Colonialism.”
Transactions of the Institute of British
Geographers 46(1):87-101. doi:
10.1111/tran.12404.

Feeny, Simon, Alberto Posso, Ahmed Skali,
Amalendu Jyotishi, Shyam Nath, and P.
K. Viswanathan. 2021. “Child Labor and
Psychosocial Wellbeing: Findings from
India.” Health Economics 30(4):876—
902. doi: 10.1002/hec.4224.

Feldman, Guy, Yael Itzhaki-Braun, Ruth
Frankenburg, and Gal Friedman-
Hauser. 2022. “Let’s Talk about Our
Feelings: Emotional Labour of
Community Practice in Times of
Pandemic.” Social Policy &
Administration n/a(n/a). doi:
10.1111/spol.12788.

Fessehaye Sium, Abraham, Don Eliseo Lucero-
Prisno, Mekitie Wondafrash, Lemi Belay
Tolu, and Matiyas Asrat Shiferaw. 2021.
“Late Request for Safe Abortion Care at
a Tertiary Hospital in Ethiopia; the Role
of Emotional Factors: A Cross-Sectional
Study.” International Journal of
Gynecology & Obstetrics n/a(n/a). doi:
10.1002/ijgo.14065.

Franzese, Alexis T., and Carolina P. Seigler.
2020. “Gratitude.” The Wiley
Encyclopedia of Personality and
Individual Differences 441-45. doi:
10.1002/9781118970843.ch338.

Furness, Ella. 2021. “How Participation in
Ecological Restoration Can Foster a



Connection to Nature.” Restoration
Ecology 29(7):e13430. doi:
10.1111/rec.13430.

Gjergji, Rafaela, Valentina Lazzarotti, and
Federico Visconti. 2022.
“Socioemotional Wealth, Entrepreneurial
Behaviour and Open Innovation Breadth
in Family Firms: The Joint Effect on
Innovation Performance.” Creativity and
Innovation Management 31(1):93—108.
doi: 10.1111/caim.12478.

Hamama, Liat, Ibtisam Marey-Sarwan, Yaira
Hamama-Raz, Bothaina Nakad, and
Ahamd Asadi. 2022. “Psychological
Distress and Perceived Job Stressors
among Hospital Nurses and Physicians
during the COVID-19 Outbreak.” Journal
of Advanced Nursing 78(6):1642-52.
doi: 10.1111/jan.15041.

Hameed, Filza, Muhammad Mudassar Anwar,
Tayyaba Bashir, Khan Qurrahtulain, and
Zafar Igbal. 2022. “Performing in Bank
Means Performing Emotional Labor: A
Case of Front-Line Female Service
Providers in Public Sector Banks.”
Journal of Public Affairs 22(1):e2344.
doi: 10.1002/pa.2344.

Hammiat, Tosiq. 2020. “DIFFUSING
EMOTIONS THROUGH THE
ADMINISTRATIVE RATIONALITY OF
CALL CENTER MANAGERS.”
International Journal of Business
Reflections 1(2).

Hammiat, Tosiq, and Dr Aamir Feroz Shamsi.
n.d. “EMOTIONAL LABOR IN
CUSTOMER SERVICES JOBS, A
MYSTERIOUS CASE OF SOCIAL
IDENTITIES.” 12.

Heinze, Lisa. 2020. “Fashion with Heart:
Sustainable Fashion Entrepreneurs,
Emotional Labour and Implications for a
Sustainable Fashion System.”
Sustainable Development 28(6):1554—
63. doi: 10.1002/sd.2104.

Holliday, Nicole R., and Lauren Squires. 2021.
“Sociolinguistic Labor, Linguistic
Climate, and Race(lsm) on Campus:
Black College Students’ Experiences
with Language at Predominantly White

GMJACS, Spring 2022, Volume 12(1)

Institutions.” Journal of Sociolinguistics
25(3):418-37. doi: 10.1111/josl.12438.

Huang, Guo-hua, Yong Zhang, Xiaomeng
Zhang, and Lirong Long. 2021. “Job
Insecurity, Commitment and Proactivity
towards the Organization and One’s
Career: Age as a Condition.” Human
Resource Management Journal
31(2):532-52. doi: 10.1111/1748-
8583.12322.

Humphrey, Nicole M. 2021a. “Emotional Labor
and Employee Outcomes: A Meta-
Analysis.” Public Administration n/a(n/a).
doi: 10.1111/padm.12818.

Humphrey, Nicole M. 2021b. “Emotional Labor
and Employee Outcomes: A Meta-
Analysis.” Public Administration n/a(n/a).
doi: 10.1111/padm.12818.

Jola-Sanchez, Andres F. 2022. “How Does
Warfare Affect Firms’ Productivity?”
Production and Operations
Management n/a(n/a). doi:
10.1111/poms.13658.

Kim, Jiyeon, Sunho Kim, and MiKyong Byun.
2020. “Emotional Distancing in Nursing:
A Concept Analysis.” Nursing Forum
55(4):595-602. doi: 10.1111/nuf.12475.

Klingaman, Elizabeth A., Alicia Lucksted, Eric S.
Crosby, Samantha M. Hack, Amanda D.
Peeples, Yelena Blank, and Elana
Schwartz. 2022. “How Do US Military
Veterans with Serious Mental lliness
Manage Insomnia? A Phenomenological
Analysis.” Journal of Sleep Research
n/a(n/a):e13570. doi: 10.1111/jsr.13570.

Kumar, Mayank, Jang Bahadur Singh, Rajesh
Chandwani, and Agam Gupta. 2022.
“Locating Resistance to Healthcare
Information Technology: A Bourdieusian
Analysis of Doctors’ Symbolic Capital
Conservation.” Information Systems
Journal 32(2):377—-413. doi:
10.1111/isj.12357.

Kusimba, Sibel. 2020. “Embodied Value:
Wealth-in-People.” Economic
Anthropology 7(2):166—75. doi:
10.1002/sea2.12182.



Legood, Alison, Lisa van der Werff, Allan Lee,
Deanne den Hartog, and Daan van
Knippenberg. 2022. “A Critical Review
of the Conceptualization,
Operationalization, and Empirical
Literature on Cognition-Based and
Affect-Based Trust.” Journal of
Management Studies n/a(n/a). doi:
10.1111/joms.12811.

LeMahieu, D. L. 2021. “Eric Sevareid and the
Emotional Registers of Liberal
Masculinity.” Gender & History n/a(n/a).
doi: 10.1111/1468-0424.12570.

Li, Shuwen, Ruiqgain Jia, Juergen H. Seufert,
Wenan Hu, and Jinlian Luo. 2021. “The
Impact of Ability-, Motivation- and
Opportunity-Enhancing Strategic Human
Resource Management on
Performance: The Mediating Roles of
Emotional Capability and Intellectual
Capital.” Asia Pacific Journal of Human
Resources n/a(n/a). doi: 10.1111/1744-
7941.12293.

Macary, Manon, Marie Tahon, Yannick Estéeve,
and Anthony Rousseau. 2020. “AlloSat:
A New Call Center French Corpus for
Satisfaction and Frustration Analysis.”
Pp. 1590-97 in Proceedings of The 12th
Language Resources and Evaluation
Conference.

Macintosh, John. 2022. “Fictions of Work and
Labor.” The Encyclopedia of
Contemporary American Fiction 1980—
2020 1-10. doi:
10.1002/9781119431732.ecaf0241.

Magrizos, Solon, and Dorothea Roumpi. 2020.
“Doing the Right Thing or Doing Things
Right? The Role of Ethics of Care and
Ethics of Justice in Human Resource
Management of Social Enterprises.”
Strategic Change 29(4):485-96. doi:
10.1002/jsc.2359.

Mao, Jianghua, Song Chang, Yaping Gong, and
Jia Lin Xie. 2021. “Team Job-Related
Anxiety and Creativity: Investigating
Team-Level and Cross-Level Moderated
Curvilinear Relationships.” Journal of
Organizational Behavior 42(1):34—47.
doi: 10.1002/job.2489.

GMJACS, Spring 2022, Volume 12(1)

Marchand, Gwen C., and Jonathan C. Hilpert.
2020. “Complex Systems Approaches to
Educational Research: Introduction to
the Special Issue.” The Journal of
Experimental Education 88(3):351-57.
doi: 10.1080/00220973.2020.1746625.

Martin, Lydia, Julian Alvarez, and Antoine Taly.
2021. “Serious Games for Vocational
Training: From Emotional Labor to
Knowledge Transfer.” Digital
Transformations in the Challenge of
Activity and Work 57-70. doi:
10.1002/9781119808343.ch5.

Mattar, Dorine M. 2021. “How Do Mistreated
High-Status Service Providers
Compensate?” Global Business and
Organizational Excellence 41(1):46-67.
doi: 10.1002/joe.22138.

Matus, Kira J. M., and Michael Veale. 2022.
“Certification Systems for Machine
Learning: Lessons from Sustainability.”
Regulation & Governance 16(1):177-96.
doi: 10.1111/rego.12417.

Monroe, Kristin V. 2020. “Masculinity, Migration,
and Forced Conscription in the Syrian
War.” Cultural Anthropology 35(2):264—
89. doi: 10.14506/ca35.2.08.

Nadelson, Louis S. 2021. “Makerspaces for
Rethinking Teaching and Learning in K-
12 Education: Introduction to Research
on Makerspaces in K-12 Education
Special Issue.” The Journal of
Educational Research 114(2):105-7.
doi: 10.1080/00220671.2021.1914937.

Nesher Shoshan, Hadar, and Laura Venz. 2022.
“Daily Deep Acting toward Coworkers:
An Examination of Day-Specific
Antecedents and Consequences.”
Journal of Organizational Behavior
43(1):112-24. doi: 10.1002/job.2555.

Nguyen, Tuyet-Mai, Sara Quach, and
Patamaporn Thaichon. 2022. “The
Effect of Al Quality on Customer
Experience and Brand Relationship.”
Journal of Consumer Behaviour
21(3):481-93. doi: 10.1002/cb.1974.

Nicholas, Jason C., Lowell Ackerman, Linda
Wasche, Peter Weinstein, Kara M.



Burns, Suzanne Russo, Michael R.
Dicks, Mark J. McGaunn, and Gary
Block. 2021. “Practice Management
Considerations.” Pet-Specific Care for
the Veterinary Team 773-855. doi:
10.1002/9781119540687.ch10.

O’Brady, Sean, and Virginia Doellgast. 2021.
“Collective Voice and Worker Well-
Being: Union Influence on Performance
Monitoring and Emotional Exhaustion in
Call Centers.” Industrial Relations: A
Journal of Economy and Society
60(3):307-37. doi: 10.1111/irel.12286.

Olivas Osuna, José Javier, Max Kiefel, and Kira
Gartzou Katsouyanni. 2021. “Place
Matters: Analyzing the Roots of Political
Distrust and Brexit Narratives at a Local
Level.” Governance 34(4):1019-38. doi:
10.1111/gove.12545.

Ozkul, Emrah, Bilsen Bilgili, and Erdogan Kog.
2020. “The Influence of the Color of
Light on the Customers’ Perception of
Service Quality and Satisfaction in the
Restaurant.” Color Research &
Application 45(6):1217-40. doi:
10.1002/col.22560.

Peffers, Ken, Tuure Tuunanen, and Bjorn
Niehaves. 2018. “Design Science
Research Genres: Introduction to the
Special Issue on Exemplars and Criteria
for Applicable Design Science
Research.” European Journal of
Information Systems 27(2):129-39. doi:
10.1080/0960085X.2018.1458066.

Pozharliev, Rumen, Matteo De Angelis, Dario
Rossi, Simona Romani, Willem
Verbeke, and Patrizia Cherubino. 2021.
“Attachment Styles Moderate Customer
Responses to Frontline Service Robots:
Evidence from Affective, Attitudinal, and
Behavioral Measures.” Psychology &
Marketing 38(5):881-95. doi:
10.1002/mar.21475.

Richardson, Alasdair. 2022. “Introduction: Close-
to-Practice Research in Holocaust
Education.” Holocaust Studies 0(0):1—
14. doi:
10.1080/17504902.2022.2058724.

GMJACS, Spring 2022, Volume 12(1)

Roberts, Tom, and Joel Krueger. 2021.

“Loneliness and the Emotional
Experience of Absence.” The Southern
Journal of Philosophy 59(2):185-204.
doi: 10.1111/sjp.12387.

Rowan, Katherine E., Allison Engblom, Julia

Hathaway, Rebecca Lloyd, lan Vorster,
Erin Z. Anderson, and Karen L. Akerlof.
2021. “Overcome the Deficit Model by
Applying the CAUSE Model to Climate
Change Communication.” The
Handbook of Strategic Communication
225-61. doi:
10.1002/9781118857205.ch16.

Sanchez Sanchez, Virginia, Emilly K. Martinez,

and Diane L. Jackson. 2020. “Double
Syringe!’: Using a Popular TV Show
Argument to lllustrate the Differences of
Objective and Interpretive Paradigmatic
Perspectives in Action.” Communication
Teacher 34(3):175-79. doi:
10.1080/17404622.2019.1662069.

Sanders, Mavis, and Claudia Galindo. 2019.

“Introduction: Research for a New Era of
Full-Service Community Schools.”
Journal of Education for Students
Placed at Risk (JESPAR) 24(3):193-96.
doi: 10.1080/10824669.2019.1615918.

Sanusi, Fasilat Aramide, and Satirenijit Kaur

Johl. 2020. “A Proposed Framework for
Assessing the Influence of Internal
Corporate Social Responsibility Belief
on Employee Intention to Job
Continuity.” Corporate Social
Responsibility and Environmental
Management 27(6):2437—-49. doi:
10.1002/csr.2025.

Seth, Nitin. 2022. “The Organizational

Importance of Human Connection in the
Age of Atrtificial Intelligence.” Leader to
Leader 2022(104):53-58. doi:
10.1002/1t1.20632.

Shin, Inyong, and Won-Moo Hur. 2020. “How

Are Service Employees’ Perceptions of
Corporate Social Responsibility Related
to Their Performance? Prosocial
Motivation and Emotional Labor as
Underlying Mechanisms.” Corporate
Social Responsibility and Environmental



Management 27(6):2867-78. doi:
10.1002/csr.2008.

Silard, Anthony, and Marie T. Dasborough.
2021. “Beyond Emotion Valence and
Arousal: A New Focus on the Target of
Leader Emotion Expression within
Leader—Member Dyads.” Journal of
Organizational Behavior 42(9):1186—
1201. doi: 10.1002/job.2513.

Spitzer, Denise L. 2022. “Working Intimacies:
Migrant Beer Sellers, Surveillance, and
Intimate Labor in Cambodia, Laos, and
Thailand.” Gender, Work & Organization
29(3):906-21. doi:
10.1111/gwao.12646.

Sun, Rui, Shu Wen Li, and Wei Liu. 2021.
“Linking Organizational Emotional
Capability to Innovation Performance in
High-Tech Innovating Firms.” Asia
Pacific Journal of Human Resources
n/a(n/a). doi: 10.1111/1744-7941.12280.

Sy, Thomas, and Daan van Knippenberg. 2021.
“The Emotional Leader: Implicit
Theories of Leadership Emotions and
Leadership Perceptions.” Journal of
Organizational Behavior 42(7):885-912.
doi: 10.1002/job.2543.

Tober, Diane, and Charlotte Krolgkke. 2021.
“Emotion, Embodiment, and
Reproductive Colonialism in the Global
Human Egg Trade.” Gender, Work &
Organization 28(5):1766—86. doi:
10.1111/gwao.12637.

Toprak, Mustafa, and Ahmet Cezmi Savas.
2020. “School Headmasters’ Emotional
Intelligence and Teachers’ Job
Satisfaction: Moderation Effect of
Emotional Labor.” New Horizons in
Adult Education and Human Resource
Development 32(2):4-18. doi:
10.1002/nha3.20282.

Tsogas, George. 2020. “Transnational Labor
Regulation—Where to Next?” Journal of
Labor and Society 23(2):143-79. doi:
10.1111/wusa.12474.

Volckmar-Eeg, Maria Gussgard, and Anders
Vassenden. 2022. “Emotional
Creaming: Street-Level Bureaucrats’

GMJACS, Spring 2022, Volume 12(1)

Prioritisation of Migrant Clients ‘Likely to
Succeed’ in Labour Market Integration.”
International Journal of Social Welfare
31(2):165-75. doi: 10.1111/ijsw.12510.

Wang, Karyn L., Helena Nguyen, Anya Johnson,
and Markus Groth. 2021. “Caught out!
The Role of Customer Emotional
Intelligence and Dual Thinking
Processes in Perceptions of Frontline
Service Employees’ Inauthentic Positive
Displays.” Psychology & Marketing
38(12):2191-2208. doi:
10.1002/mar.21567.

Wani, Deepa, Manoj Malhotra, and Jonathan
Clark. 2021. “Strategic Service Design
Attributes, Customer Experience, and
Co-Created Service Choice: Evidence
from Florida Hospitals.” Production and
Operations Management 30(1):210-34.
doi: 10.1111/poms.13264.

Xu, Jingjing, Maria Baldonedo-Mosteiro, Sara
Franco-Correia, and Maria Pilar
Mosteiro-Diaz. 2020. “Spanish
Oncology Nurses: Assessment and
Relationship between Resilience and
Emotional Labour Status.” European
Journal of Cancer Care 29(5):13256.
doi: 10.1111/ecc.13256.

Xu, Xiaobo, Weiguo Pang, and Mengya Xia.
2021. “Are Emotionally Intelligent
People Happier? A Meta-Analysis of the
Relationship between Emotional
Intelligence and Subjective Well-Being
Using Chinese Samples.” Asian Journal
of Social Psychology 24(4):477-98. doi:
10.1111/ajsp.12445.

Yang, Kyunguk, and Heeeun Jang. 2022.
“Mechanisms Linking Emotional Labour
and Emotional Exhaustion: Combining
Two Different Perspectives.” Asian
Journal of Social Psychology n/a(n/a).
doi: 10.1111/ajsp.12530.

Yang, Seung-Bum, and Mary E. Guy. 2021.
“Comparing Public Servants’ Behavior in
South Korea and the United States:
How Emotional Labor Moderates the
Relationship between Organizational
Commitment and Job Performance.”
Public Administration n/a(n/a). doi:
10.1111/padm.12794.



GMJACS, Spring 2022, Volume 12(1)

Yeh, Te-Feng, Yu-Chia Chang, Ya-Hui Hsu, Li-
Ling Huang, and Cheng-Chia Yang.
2021. “Causes of Nursing Staff Burnout:
Exploring the Effects of Emotional
Exhaustion, Work—Family Conflict, and
Supervisor Support.” Japan Journal of
Nursing Science 18(2):e12392. doi:
10.1111/jjns.12392.

Zhang, Zhongfei, Ting Qu, Hao Li, and George
Q. Huang. 2020. “Study on the Scheme-
Design Framework and Service-
Business Case of Product Service
System Oriented by Customer Value.”
IET Collaborative Intelligent
Manufacturing 2(3):132—41. doi:
10.1049/iet-cim.2020.0006.

Zhou, Feng, Yangjian Ji, and Roger Jianxin Jiao.
2021. “Emotional Design.” HANDBOOK
OF HUMAN FACTORS AND
ERGONOMICS 236-51. doi:
10.1002/9781119636113.ch9.



