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Il Abstract |l

In today’s hectic world that witnessed the augmentation of service
economy and cut-throat competition, organizations strive hard to build and
develop strong service brand. Owing to the emergent recognition of service
quality and customer satisfaction, service organizations are more cautious
and pay great attention to ensure a commendable interface with their
customers. As the customer interface employees represent the organization,
they are directed and controlled to create a desirable demeanour to the
customers during service interactions. Emotions gained ample significance
recently, as it play a critical role in service interactions particularly in health
care service. Emotionally supportive relationships are imperative to enhance
the encounter satisfaction in healthcare service delivery. So it would be worth
investigating on the emotional element involved in service interactions termed
as emotional labour, one of the key domains in the research of workplace
emotions. Emotional labour is the expression of organizationally desired
emotions during interactions which may have perverse effects if not

properly addressed and managed.

The objective of this study is to conduct an in depth research on
Emotional display rules and Emotional labour strategies as antecedents of
Stress related outcomes among the customer interface employees in the
allopathic private hospitals in Kerala. Data was collected from three districts
of the state of Kerala. The population of the study is the customer interface
employees comprising of nurses, other paramedical staff and front desk
employees of allopathic private hospitals in Kerala with 100 or more beds.
Statistical Package for Social Sciences and Structural Equation Modeling
(SEM) were used for data analyses to get descriptive statistical output, t-test,
f-test, correlation and regression values. Structural Equation Modeling using

IBM AMOS software was used for factor structure confirmation and for



testing the integrated model. Subsequently, the general model fit was
evaluated by analyzing the goodness-of- fit indices. Further, mediation
effect of Stress was tested using Sobel, Aroian and Goodman tests and
moderation effect of Stress management was analyzed by using the two way

moderation interaction effect.

This research on Emotional display rules, Emotional labour strategies
and its Stress related outcomes among the customer interface employees in
the private allopathic hospitals of Kerala provided an understanding on the
antecedent role of Emotional display rules and Emotional labour strategies
on their Stress related outcomes. Results of this research identified the
influence of Emotional display rules that determine in utilizing various
Emotional labour strategies and its enduring effects on customer interface
employees in terms of Emotional dissonance, Stress and Emotional
exhaustion. The findings outlined the means to avert the causes and mitigate

the effects of Stress related outcomes on customer interface employees.

The results have various theoretical and practical implications. The
findings facilitate organizations to equip their workforce with emotional
competence to provide quality services and thereby gain competitive
advantage and accrue benefit. The theoretical contributions of this research
extend the extant literature and are deemed to provide a platform to further
this line of inquiry into copious promising studies.

Keywords: Emotional display rules, Emotional labour strategies, Customer
interface employees, Stress related outcomes, Health care sector
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The opening chapter of this thesis begins with the introduction to the
research and rationale of the research. The chapter comprises of preliminary
study and objectives of the study. Subsequently, the chapter illustrates

significance of the study and concludes with chapter scheme.

1.1 Introduction to the Research

The paradigm shift of the global economy, and the unprecedented
pace with which services become the central focus of any industry, has
triggered many changes in the business world. In today’s hyper connected
world, services and service management have become an integral part of

every business and crucial in the development of any economy.
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The drastic growth and the significant developments associated with the
service economy activate stiff competition among the service providers. The
desire for ‘quality’ in everyday life has made it mandatory for every
organization, to consider it as an essential component, in order to thrive in the
dynamic business environment. Customer service has grown to encompass
every interaction with a customer, and it is now the key part of the promise that
any product or service offers to the customer. Service organizations consider
high quality customer service as a strategic tool for sustaining competitive
advantage. For every service organization, the interpersonal interactions with its
customers are very crucial in today’s highly competitive scenario. Efficient and

quality services make organizations reach global standards.

Among the various service sector organizations, health care sector is
sensitive and health care profession is very much exigent, because of the
complexity of the nature of its prime customers-the patients. The intense
competition has increased the value of patients in medical service industry.
It has become more challenging, to cater to the individual needs and specific

requirements, in order to satisfy the patients.

There are numerous empirical studies showing the association that
exist between competition and health care quality (Chassin, 1997; Enthoven,
1993; Kassirer, 1995) and patient satisfaction (Brook & Kosecoff, 1988;
Miller, 1996). Many of the empirical studies have noted correlation between
high quality service encounters and success and survival of an organization
in the health care sector (Chowdhury, 2014). Also employers of the health
care organizations have found the significance of the quality of service
delivered, in satisfying the patients, and thereby gaining competitive advantage.

Employers always consider that smiling faces of the employees is associated

School of Management Studies CUSAT
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with increasing profits (Ash, 1984; Peters & Austin, 1985; Rafaeli & Sutton,
1989).

Presenting a positive image to customers or clients has become a
defining attribute of a customer facing employees which involves the
managing of complex emotional process. Service quality includes various
dimensions and always depends on, or is influenced by emotions, and the
fact is, every customer interface has an emotional element. Employees
interacting with customers, especially with the patients, need multifaceted

emotional competencies that satisfy their diverse needs.

In order to cope with the challenges of modern day service shift,
organizational participants of health care strive hard in managing emotions
and pretending as per the socially desirable expectations. Mazhindu (2003)
stressed on the importance and comprehensiveness of emotional dimensions
of caring that are critical to organizational issues like employee retention,
job satisfaction, patient satisfaction, professional development and service
delivery. According to Smith and Gray (2001), new models of learning to
care are required for enabling nurses to cope better with the emotional
demands of their work. By enhancing the service concepts, employers in the
health care industry are trying hard to create compassionate and caring

organizations.

Growing attention towards service quality and customer service has
led to many new innovations and practices in which customers are served.
This mounting focus and surge of interest in delivering quality service by
managers and practitioners stirred the interest of academicians to conduct more

research and thereby contributing to the academic and business literature.
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1.2 Rationale of the Research

Health care, being one of the largest employers in India arouse the
need of taking care of the backbone of the industry - its workforce. The
strong emergence of medical tourism shows growing strength of the country
in health care delivery. The private health care sector is responsible for the
mainstream of health care in India, and by way of embracing innovative
delivery models, to ensure quality service, they are striving hard to build
and develop strong service brand. By equipping employees with emotional
competence, in providing quality service to customers, organizations,
always gain advantage and accrue benefit. In the interactive service
occupations, the link between services encounters and customer satisfaction
plays a critical role in the success of the organization. Employers are very
keen in keeping their employees well trained to deliver quality and delightful

service to their customers.

The upsurge of competition in the private health care coupled with the
increase in patient awareness and availability of options pose huge challenges
for hospitals. With the mounting demand and expectations for quality
services, it is the need of the hour to take care of each and every part of the

service delivery with utmost caution.

Health care, being one of the most intrinsically stressful sector, demand
workers to be competent, empathetic, compassionate and ethical while
dealing with patients and their bystanders. Muddling through the increased
emotional demands, situational pressure and deadlines, which create
uniqueness to this particular sector, subsequently results in occupational stress

and burnout.
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Hence, to deal with variety of situations during customer interface and
present a pleasing service demeanor, it is axiomatic that the practitioners
should adopt strategies to manage emotions, because emotional experiences
of the workers have its impact on various important outcomes that affect the
members and in turn the organizations. In this context, the phenomenon of
Emotional labour obviously warrants attention. Based on these observations,
the researcher, decided to conduct a preliminary study on Emotional labour

to check the feasibility of a detailed research on this topic.

1.3 Preliminary Study

The researcher conducted a preliminary study among 30 nurses in
Ernakulam district to verify whether there was relationship between Emotional
labour, Stress and Emotional exhaustion. The study revealed that majority
of them were stressed and exhausted while suppressing their emotions. It
showed the possibilities for an in-depth research on Emotional labour and

related outcomes among the health care employees.

Therefore, it was decided to conduct an extensive research with the
purpose of investigating the relationship between Emotional display rules,
Emotional labour strategies and Stress related outcomes of the employees
involved in customer interaction with reference to allopathic private hospitals

in Kerala.
1.4 Objectives of the Study
Following are the general and the specific objectives of the study.

The general objective of the research is to explore and explain the role

of Emotional display rules and Emotional labour strategies as antecedents of
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Stress related outcomes among the customer interface employees in the

allopathic private hospitals in Kerala.

The specific objectives were formulated based on the general
objective. They are to study the relationship among the Emotional labour
strategies, to study the relationship between Emotional display rules and
Emotional labour strategies; Emotional labour strategies and Emotional
dissonance; Emotional dissonance and Stress; Emotional dissonance and
Emotional exhaustion and between Stress and Emotional exhaustion. It also
focused on depicting the strategies to manage Stress and ascertain whether
Emotional labour strategies vary across the demographic variables such as

age, gender, marital status, education and experience of the respondents.

Based on literature review and formulation of general and specific
objectives corresponding hypotheses were formulated to find relationships

between the variables.

1.5 Significance of the Study

Over the past few decades, the philosophy of workplace emotions

have undergone noticeable changes.

The research on Emotional labor is important because it is a part of
any job that demands inter-personal contact and it may impact on many
individual and organizational outcomes. As Emotional labor is considered
to be related to such individual and organizational effects, and have far
reaching implications, further studies on Emotional labor in the Indian
context is required. The need to recognize Emotional labor in the service

sector, particularly in the health care sector is on the rise. Stress and
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Emotional exhaustion are the silent partners in many human service

occupations involving Emotional labour.

Further to the psychological and physical toll that Emotional labor
may take on employees, it will affect the organizations as well. Stressed,
dissatisfied and exhausted employees need extra sick time, and incur
related costs due to absenteeism. They are therefore not successful in
managing their customers. Stressed out employees not only show low
morale but also lead to the decrease in the morale of their co workers,
thereby affecting the performance and productivity of the organization.
Studies have showed the association among Emotional labor, Emotional
exhaustion and employee turnover which in turn results in the increase of
hiring and training costs. Emotional labour which plays a crucial role in
key organizational outcomes, especially when the focus is on human
interaction has emerged as an interesting and researchable topic in social and

organizational psychology.

This research may be valuable for both customer interface employees
and patients facing the increasingly fragmented and technological world of
modern medicine. Also this research serves as an eye-opener for health
care organizations that strive hard to present a desirable demeanor through
exceptional quality of service delivery. A study on Emotional display
rules, Emotional labor strategies, and Stress related outcomes in the
private allopathic hospitals of Kerala may reveal how multifaceted and
imperative the emotional dimensions of caring are, in the present competitive

scenario.
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1.6 Chapter Scheme

The thesis is organized into 7 chapters.

Chapter 1:

Chapter 2:

Chapter 3:

Chapter 4:

Chapter 5:

Introduction

This chapter comprises of the following sections: Introduction
to the research, Rationale of the research, Preliminary study,
Research objectives, Significance of the study and the Organization

of chapters.

Review of Literature
This Chapter deals with explanation of concepts, in-depth
literature review, research gap and formulation of the conceptual

model.

Health Care Sector in India

This chapter describes health care sector in India, health care
sector in Kerala, customer interface employees in health care
and the reasons for choice of this particular sector for conducting

the research.

Research Methodology

This chapter provides details on relevance of the study,
statement of the problem, research design, sample design, data
collection, analysis design, questionnaire development, reliability

and validity analysis, and limitations.

Profile Analysis
This chapter comprises of sample distribution, comparative
analysis of customer interface employees, profile analysis of

the data and its interpretation.
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Chapter 6: Hypotheses Testing and Analysis of Conceptual Model

This chapter includes the details of confirmatory factor analysis,

hypotheses testing and analyses of the conceptual model.

Chapter 7: Findings, Implications and Conclusion

This chapter gives an overview of the thesis, summary of
findings, discussion of the findings and the theoretical and
practical implications. It discusses the scope for further

research in this area leading to the conclusion of this research.
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Researchers gain insights and dwell upon accessing the available
accumulated knowledge in the form of literature review. The structure of
this chapter is built on the famous statement by Woodrow Wilson: “I not

only use all the brains that I have, but all that [ can borrow”.

The primary goal of this chapter is to review and summarize relevant
and related literature that lays the foundation for this research work. This

chapter starts with explanation of concepts and theories and provides an in
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depth review of literature on the antecedents and outcomes of Emotional
labour. The chapter then proceeded to explain Emotional labour research in
India. The last section of this chapter describes the research gap based on
the review of literature that culminates to the formulation of the conceptual

model.

2.1 Introduction to Concepts

Emotions play a very important role in work life. They are neglected
and not discussed, earlier in the human life. Emotion is a powerful universal
concept which is considered to be private, intangible, transient, unmanageable
and in some senses unknowable (Sturdy, 2003) and unrecognized. Emotions
are neglected and are not taught or discussed in academia or practice for
many years. Emotions are often ignored though it decides the mood, attitude,

thinking, and behaviour of an individual.

But recently emotions are discussed as a critical aspect of job. The
enormous contributions of academicians and practitioners worldwide to the
organization and enhancement of academic literature portray the importance
of emotions as a researchable field. The advancing knowledge in emotions
and its entry to the main stream of human resource management reveal the
growing relevance of understanding emotions to modulate them for optimum

results at work life.

2.1.1 Emotions

In Webster’s dictionary, emotion is depicted as moving of the mind or
soul; excitement of the feelings-whether pleasing or painful and disturbance
or agitation of mind caused by a specific exciting cause manifested by some

sensible effect on the body. Emotions are feelings or affect states that
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involve a pattern of cognitive, physiological and behavioral reactions to

events. Therefore, the four components of emotions are:

1)
2)
3)
4)

Affective Component - eliciting internal or external stimuli
Cognitive component- thoughts, images, memories, interpretations
Physiological component - bodily changes

Behavioural component - expressive behaviours and instrumental

behaviours

According to Arvey, Renz and Watson (1998), emotions are characterized

by intense short-lived feelings that are focused on a specific object or target,

that tend to interrupt the thought processes. Emotions are the strong feelings

aimed at someone or something (Frijda, 1993). They are explicit reactions

that articulate feelings about events.

Greenberg and Baron (2005) in their book “Behaviour in Organisations’

b

described the characteristics of emotions as follows:

1y

2)

3)
4)

Emotions always have an object, because someone or something

triggers emotions.

There are six major categories of emotions: anger, fear, joy, love,

sadness and surprise.
Expression of major emotions is universal.

Culture determines how and when people express emotions.
Although emotions are universally expressed more or less in the

same manner, there are certain norms that govern these expressions.

Emotions form a part of the social communication and it influences

the behavior of individuals. Emotions do not happen in vacuum. They are

Emotional Display Rules and Emotional Labour Strategies as antecedents of Stress Related
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always triggered by external or internal stimuli. There are positive emotions
and negative emotions. Emotions can never be neutral, being neutral is non

emotional.

Similar constructs can be differentiated from emotions (Fox, 2008).

They are shown below as cited in Wikipedia of emotions.

= Feelings are best understood as a subjective representation of

emotions, private to the individual experiencing them.

= Moods are diffuse affective states that generally last for much
longer durations than emotions and are also usually less intense

than emotions.

=  Affect is an encompassing term, used to describe the topics of
emotion, feelings, and moods together, even though it is commonly

used interchangeably with emotion.

2.1.1.1 Emotions and Moods

Emotions differ from moods. Moods are less intense feelings than
emotions and usually may not have a contextual stimulus (Ekman &
Davidson, 1994). Milder forms of emotions are called moods. Emotions are
often reactions to a person, object or an event, whereas moods are not
always directed at a person, object or an event. Emotions can change into
moods when one loses attention on the person, object or event that creates
the feeling (Hume, 2012). Similarly good or bad moods may make a person
more emotional in response to the stimuli. Though both emotions and moods
are exemplars of the broader construct of affect, they are characterized by
certain differences (Rafaeli & Sutton, 1989). The differences between

emotions and moods are demonstrated in Figure 2.1.
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Affect is the broad range of feelings that people experience which
include both emotions and moods

/

\y

Emotions

Moods

Focused and Caused by a specific
event or object

Unfocused and Cause is usually
general and not clear

Short term and will last only for
seconds or minutes

Long term and lasts longer than
emotions

Spontaneous and highly intense

Pervasive and less intense

Accompanied by different facial
expressions

Not accompanied by different
expressions

Action based

Cognitive based

Figure 2.1: Emotions and Moods

2.1.1.2 Emotions in Organizations

Emotions are considered as the vital and inseparable part of everyday

organizational life (Ashforth & Humphrey, 1995, p.98). But the role of

emotions in the employee behavior and organizational context were totally

disregarded and not discussed before as a work place phenomenon. (Arvey,

Renz & Watson, 1998; Grandey, 2000; Putman & Mumby, 1993).
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After decades of neglect, emotions are now considered and studied as
the part and parcel of organizational life. Various studies (Bolton, 2005;
Fineman, 1993, 2000, 2003; Mumby & Putman, 1992) have supported this

observation.

As Bolton (2005, p.1) cited in his book ‘Emotion Management in the
workplace’, “It is now widely recognized that ‘organizations have feelings’
(Albrow, 1994, 1997) and they are sites of ‘love, hatred and passion’
(Fineman, 1993).”Organizations are emotional arenas where emotion is an
important resource that can be developed by management (Ashkanasy, Zerbe,
& Hartel, 2002). His book explores about the need to possess emotion

management skills by the workers so as to attain the organizational objectives.

In Bolton’s words,

“Emotion is a lived, interactional experience with traffic rules of interaction
framing how it is expressed and shared. Employees draw on professional,
organizational and commercial codes of conduct and social feeling rules in

their interactions with others” (2005, p.5).

Previously, emotions were not recognized as a vital ingredient to
healthy organizational life. The mounting attention and recognition in
organizational psychology towards emotional dynamics in work and
organizations recently emphasize the relevance of emotions to multiple

facets and levels of organizational life (Brief & Weiss, 2002).

Emotions affect both the individual, and his/her interpersonal
relationships. The well being of an employee’s work life always depends on
the way the employee interacts with others, which in turn depends on his/her

ability to manage and control emotions. Employers are having increased
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awareness about the emotional experience of the employees and hence
emotions and emotional skills are now considered important for successful
performance on job. Thus it is clearly understood that emotions influence

individual and work life aspects of human beings.

Well grounded and evidence-based knowledge of emotions are needed
to integrate the theoretical discipline of emotions with a practical appreciation

of what emotions entail.

2.1.1.3 Emotions in the Service Encounter

Emotions form a part of social communication, as it helps to develop
thinking and behavior, build relationships and influence others. Emotion is
central to all aspects of human functioning and is characterized by facial

expressions.

The importance and need of ensuring an effective service encounter is
well understood from the words of an employee handbook for a gourmet

deli (Steinberg & Figart, 1999, as cited by Nunan & Knox (2005).

“Customer courtesy begins and ends with you... Under no circumstances
should a customer ever wonder if you are having a bad day. Your troubles
should be masked with a smile. Tension can be seen and received negatively
resulting in an unhappy dining experience, or what is called frustrated food...

Once, an unhappy customer walks out the door, they are gone forever” (p.9).

So in today’s service oriented business world, it is the responsibility of
the employees to make sure that each and every interaction is prolific
enough to create a lasting impression on customers, for which they have to

manage and express emotions in a positive manner.
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As per the service management literature, there are reasons behind
the relevance of emotional regulation in service encounters (Ashforth &

Humphrey, 1993).They are shown below.

1) Front line service workers at the interface represent the organization

to customers that include patients, clients and students.

2) Service transactions involve face-to-face and voice to voice

interactions between service employees and customers.

3) Due to the high uncertainty in the encounter created by customer

participation these encounters have a dynamic and emergent quality.

4) Services being intangible, it is difficult for customers to evaluate

service quality.

Hence the relevance of the behavior of a service employee and his
emotions on service encounters who build the service brand cannot be

underestimated.

Service quality models such as SERVQUAL (Parasuraman, Zeithaml
& Berry, 1988) and SERVPERF (Cronin &Taylor, 1992) were criticized for
not including assessments of emotion (Liljander & Strandvik, 1997). According
to Price and Arnould (1995), the role of emotions in service interactions is
much important than in even advertising or consumption of products. In the
opinion of Oliver (1997) emotion is a fundamental element in service quality
management. In the field of marketing also, research on emotions and its

regulation during service delivery gained ample significance.

The importance of emotions is based on the nature of the job. Emotions

are relevant more in jobs with people to people interface than in jobs with
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people to machine interface. In service oriented professions, the interactions
with clients like customers, patients, or guests always require a great amount

of emotional involvement.

The management of emotions is considered as a vital aspect of work
in those professions as there is high people interaction. The people interaction
can be face-to-face or voice- to-voice during the interface at work. Many
employees are required to articulate suitable emotions as part of their job
requirement. For example, waiters, flight attendants or other customer service
employees are required to be friendly even to arrogant or aggressive
customers. Employees are creating impression about the organization by
appropriate display of emotions following the display rules. This effort to
display the suitable emotions required by the organization during interface

1s termed as Emotional labour.

Emotional labour has emerged as an interesting and valuable topic in
psychology which plays a crucial role in key organizational outcomes,
especially when there is customer interaction. Dismantling the previous
notion of considering workplace as a rational environment, the concept of
Emotional labour has brought the significance of emotional job requirements to

the forefront.

2.1.2 Emotional Labour

Arlie Russell Hochschild (1983) was the first sociologist who
coined the term Emotional labor. In her book “The Managed Heart: The
Commercialization of Human Feeling”, Hochschild (1983) defined Emotional
labor as “...the management of feelings to create a publicly observable

facial and bodily display; Emotional labor is sold for a wage and therefore
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has exchange value” (p.7). Hochschild synonymously used the terms
‘emotion work’ and ‘emotion management’ to refer the similar acts in the
private life where they have ‘use value’. “Emotion work™ is the ‘act of
evoking or shaping as well as suppressing feeling in oneself’ (Hochschild,

1979, p. 266).

Emotional labour (EL) is demonstrated by three characteristics
(Hochschild, 1983; Smith, 1992; Smith & Lorentzon, 2005; 2007), which

include:
=  Face-to-face or voice-to-voice contact with the customers
»  Production of an emotional state by workers on another person

= Presence of degree of control by employers over workers’

emotional activities, through training and supervision.

The dramaturgical perspective of Hochschild based on Goffman’s
study (1959) considered service employees as actors, who manage their
emotions to achieve the organization goals (Grandey, 2000). According to
Hochschild, employees engaged in Emotional labour are controlled by
‘feeling rules’ prescribed by the organization regarding how to express their
emotions during service encounter. The employees being actors express
their emotions in two ways: either through Surface acting or Deep acting.
Surface acting involves changing one’s emotional expressions without
modifying one’s feelings whereas, Deep acting involves bringing one’s felt
affect in line with the display norms (Ashforth & Humphrey, 1993;
Brotheridge & Lee, 2002; Hochschild, 1983).
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2.1.2.1 Emotional Labour and Emotion Regulation

Emotion regulation refers to the process of modifying one's own
emotions and expressions. Gross (1998) considered regulation of emotions
in a wider perspective. Gross defined emotion regulation as, ‘the process by
which individuals influence which emotions they have, when they have
them, and how they experience and express these emotions” (1998b, p. 275).
But Emotional labour is a type of emotional regulation, limited to the

workplace interactions as per the organization requirements.

Grandey (2000) considered emotional regulation of Gross (1998) as a
guiding theory to describe the phenomenon of Emotional labour. She
focused on the regulation of emotions through the strategies, i.e. Surface
acting which is the regulation of observable emotions and Deep acting

which is the regulation of actual feelings as per the organization needs.

2.1.3 Emotional Labour Strategies

Since the conceptualization of Emotional labour, researchers and
psychologists have different opinion regarding the Emotional labour
strategies. Some of them think there are only two forms of Emotional labour
strategies - Surface acting and Deep acting and they operationalize the
concept with these two dimensions (Brotheridge & Grandey, 2002; Grandey,
2000; Hochschild,1983). But other studies have discussed the existence of
one more factor in addition to Surface acting and Deep acting and that
is Expression of naturally felt emotions (Ashforth &Humphrey, 1993;
Diefendorff, Croyle, & Gosserand, 2005). According to Zapf (2002),
deliberative dissonance action is also a strategy. Some researchers measure

Emotional labor construct with four dimensions, Surface acting, Deep
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acting, Expression of naturally felt emotions and deliberative dissonance

action (Ye and Chen, 2015)

2.1.3.1 Deep Acting and Surface Acting

Hochschild regarded that there are two forms of Emotional labour.
Emotional labour can be enacted in different ways, either by Deep acting or
Surface acting and are considered as the strategies to manage the emotions
during service interactions. The forced smile and robotic chants of ‘have a
nice day’ are instances of such strategies (Nunan & Knox, 2005). Employees
normally use two Emotional labour strategies: Surface acting and Deep
acting (Hochschild, 1983; Kruml & Geddes, 2000; Zapf, 2002) so as to

fulfill the emotional display demands of jobs or organizations.

While Surface acting, employees manipulate the outward display of
emotion, in contrast, while Deep acting, employees actually experience the
emotion to be displayed. According to Rafaeli and Sutton (1987), Surface
acting is explained as the cynical, “bad-faith” approach of emotion
management that meets only the letter of the rule, without the spirit. But
Deep acting is the more sincere, “good-faith” approach of emotion

management (p.32).

Hennig-Thurau, Groth, Paul and Gremler (2006) described “Surface
acting involve both suppression of felt emotions and faking of unfelt
emotions” (p. 59). Surface acting is the external manifestations of emotions
done by an employee without actually feeling, in order to conform to the
prescribed rules of the organization. It is a superficial way of simulating
emotions or faking true emotions without genuine feelings to align with the

organizations’ demands.
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But Deep acting is deliberately altering the feelings to come out with
an appropriate outward expression. In Deep acting, feelings are actively and
consciously induced, covered up or shaped (Ashforth & Humphrey, 1993).
Therefore Deep acting is a type of self-regulation, by means of attempting to
feel or experience the emotions that are expected to display. By means of
Deep acting, persons align their inner emotions with the integrative display
requirements of the organization. The displayed emotions relate more close
to the sincere feelings and the performance seems genuine and authentic. In
order to portray the needed or appropriate emotion at work, service
employees hold back the real feelings and respond in a reassuring manner to
make the interaction effective. Deep acting involves actively altering the

emotions or emotional state to show the prescribed expression.

Surface acting involves conforming to display rules by simulating
emotions that are not actually felt. This is accomplished by careful
presentation of verbal and non-verbal cues such as facial expression,
gestures and voice tone. Surface acting as the word itself implies, is a kind
of acting or pretending emotions to align with the organization requirements,
without actually feeling it. Deep acting is the deliberate alteration of
internally felt emotions to align with the specified requirements of the
organization. Deep acting involves actively altering the emotions or
emotional state to show the prescribed expression, whereas Surface acting
involves merely altering the facial expression or voice tone. Changing the
outward appearance without changing the inner feeling and a forced smile
will ruin the interface in any interaction and this faking of emotions will

affect the employee health.
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2.1.3.2 Expression of Naturally Felt Emotions

Previous research on Emotional labour has focused primarily on
Surface acting and Deep acting (Brotheridge & Lee, 2002; Grandey, 2003),
while giving little attention to the Expression of naturally felt emotions
(Diefendorff et al., 2005). The third strategy - Expression of naturally felt
emotions is those emotions actually felt and is consistent with the

organizational requirements.

Ashforth and Humphrey (1993), in their study regarded genuine
experience and expression of emotions as the third means of performing
Emotional labour in addition to Surface acting and Deep acting. The work
of Zapf (2002) based on action theory described that the regulation of
emotion could be either automatic or controlled. Automatic regulation is the
automatic display of an organizationally desired emotion deriving from an
emotion that is spontaneously felt. Diefendorff et al. (2005) through his
study has investigated that display of naturally felt emotions is a different
strategy from Surface acting and Deep acting and should be considered as a
method of displaying organizationally desired emotions. Diefendorff et al.
(2005) confirmed Expression of naturally felt emotions as the third strategy

in addition to Deep acting and Surface acting.

Zapf considered it as automatic regulation which is the automatic
display of the spontaneous emotions that are naturally felt. Ashforth and
Humphrey (1993) opined that merely focusing on Surface acting and Deep
acting disregards the possibility that employees can spontaneously
experience and display appropriate emotions (cited in Diefendorff et al,

2005). In their study, they pointed out that in order to constitute Expression
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of naturally felt emotions as Emotional labor strategy, individuals need to
put forth conscious effort to match with the display expectations. Later other
research studies (Basim, Begenirbas, & Yalg¢in, 2013; Yang & Li, 2009)
also regarded Surface acting, Deep acting and Expression of naturally felt

emotions as Emotional labor strategies.

2.2 Theories Pertinent to Emotional Labour

Theories and contributions in the field of Emotional labour are

highlighted in this chapter.

2.2.1 Hochschild A. R. (1983)

Emotional labour, as said by Hochschild (1983) is managing or
regulating emotions for remuneration. Hochschild observes Emotional
labour as an occupational trait. Those who are in people jobs are likely to
engage in more Emotional labour than others who are not involved in

interpersonal interactions.

Hochschild defined it as “the induction or suppression of feelings in
order to sustain the outward countenance that produces the proper state of
mind in others of being cared for in a convivial safe place” (Hochschild,
1983, p.7) Hochschild stresses the functional value describing Emotional
labour as a “gesture in a social exchange. It has a function there and is not to

be understood merely as a facet of personality” (1979, p. 568).

From the pioneering study of Hochschild on flight attendants of Delta
airlines and bill collectors, she had found that the high emotional demands
from these service workers lead to psychological and physiological

problems like headache, Emotional dissonance, stress and Emotional
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exhaustion. Her observation was based on the fact that, as employees have
to follow display rules set by the employers, they lose control over emotions

and experience depersonalization.

As stated by Hochschild (1979), managing emotions need effort and,
"when deep gestures of exchange enter the market sector and are bought and
sold as an aspect of labor power, feelings are commoditized" (p. 569). This
commoditization and control of emotions are very personal to the employee,
and the extra effort put to display appropriate emotions is detrimental to the
employee that leads to job stress and burnout (Hochschild, 1983; Grandey,
2000).

Since Hochschild (1983) coined the word Emotional labour, both
theoretical and empirical studies have flourished enormously in this area and
scholars come out with different conceptualization and theories. The
conceptualizations of Emotional labor made by Hochschild (1983), Ashforth
and Humphrey (1993), Morris and Feldman (1996), Grandey (2000) and
Brotheridge and Lee (2003) have greatly influenced the field and provided a

platform for further research.

Later on, studies on Emotional labour resulted and various models in
diverse backgrounds, occupations and cultures and are still discussed
worldwide. Currently, researchers focus on the antecedents, consequences,
strategies and their association with many job related factors. They dive
both on the negative consequences and positive sides of Emotional labour
and their effects on individual, interpersonal, organizational, social and

cultural factors.
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2.2.2 Ashforth B. E. & Humphrey R. H. (1993)

Following Hochschild, who built a new ground of Emotional labour,
Ashforth and Humphrey (1993) viewed from a behavioural perspective as
“the act of displaying the appropriate emotion” (p. 90) conforming to the

display rule, as prescribed by the organization.

According to Ashforth and Humphrey (1993), Emotional labour is the
display of expected emotions by service agents during service interactions
which are performed either through Deep acting, Surface acting or expression
of genuine emotions. Ashforth and Humphrey (1993) distinguished the use of
genuine emotions from Surface acting and Deep acting as one of Emotional

labor strategies. The model explained by Ashforth and Humphrey is given

in Figure 2.2.
Display Rules l Emotional Labor W Well being Outcomes l
e Organizational e Surface acting e Task Effectiveness
e Societal s ®  Deep acting v’ @ Self Esteem

® Occupational w ® Genuine Emotion

|

A4

e Social and personal identity

W

® Emotional Autonomy i

Figure 2.2: Model of Ashforth and Humphrey (1993)

Ashforth and Humphrey viewed Emotional labour as observable
behaviors, and studied its impact on task effectiveness, rather than on the

individual's health or stress (Grandey, 2000). In contrast with the view of
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Hochschild, that Emotional labour leads to negative outcomes, Ashforth and
Humphrey argued that it may leads to positive outcomes. Adding genuine
emotion as the third emotional strategy and rephrasing feeling rules as

display rules are also the contributions made by Ashforth and Humphrey.

2.2.3 Morris J. and Feldman D. (1996)

According to Motris and Feldman (1996) Emotional labor is defined as
the “effort, planning and control needed to express organizationally desired
emotions during interpersonal interactions” (p.987). They focus on the
interaction characteristics like frequency of interaction, duration of interaction,

intensity and variety of emotions displayed in the work roles.

In the model of Morris and Feldman, four dimensions of Emotional
labour were explained and they are: (1) frequency of display, (2) attentiveness
to required display rules which include duration and intensity of emotional
display, (3) variety of emotions to be displayed and (4) Emotional dissonance
which is incongruity between felt emotions and displayed emotions.

The Morris and Feldman (1996) model of Emotional labour is shown in

Figure 2.3.
Antecedents Emotional Labor
e Explicitness of e Frequency of e Emotional
display rules interaction e Exhaustion
e Routiness of task e Duration of e Job Satisfaction
e Job autonomy interaction e Role
e Power of role e Emotional internalisation
receiver dissonance

Figure 2.3: Model of Morris and Feldman (1996)
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The model highlighted the potential antecedents and outcomes of
Emotional labour. Job dissatisfaction and Emotional exhaustion are
projected as outcomes of the dimension of dissonance. The model excluded
the forms of Emotional labour -Surface acting and Deep acting. But their
conceptualization failed to properly explain how frequency, duration, and
variety become a dimension of Emotional labor. The opinion of Morris and
Feldman (1996) that "Emotional labor can best be described in terms of
frequency of Emotional labor" (p. 257) could only provide a vague
explanation. Grandey (2000) and Diefendorff and Gosserand (2003)
criticized Morris and Feldman (1997) for their observations on the three
components of Emotional labor. They argued that those three components
do not represent how employees actually express and inhibit emotion or not

define Emotional labor.

Though there are differences in the conceptualization and outcomes
of Emotional labour among the authors (Ashforth & Humphrey, 1993;
Hochschild, 1983 and Morris & Feldman, 1996), all of them agreed to
the view that individuals can regulate their emotional expressions at

work.

2.2.4 Gross J. (1998)

Gross (1998) through the process model of emotion argued that
emotional regulation in individuals is antecedent- focused and response-
focused. Antecedents are regulated in the antecedent- focused emotional
regulation and responses are modulated in the response- focused emotional
regulation. The process model explaining the two major types of emotional

regulation is illustrated in Figure 2.4.
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Emotional

Response Tendencies
Emotional e Behavioural Emotional
R
Cues e Experiential CSPONSes

e Physiological

Antecedent-Focused Response-Focused
Emotion Regulation Emotion Regulation
(eg., Reappraisal) (eg., Suppression)

Figure 2.4: Process Model of Emotion Regulation-Gross (1998)

The Gross model explained that emotional regulation occurs by either
manipulating the input or the output. The former is the antecedent-focused

emotion regulation and the latter is response-focused emotion regulation.

In the antecedent-focused emotional regulation, individuals regulate
the situation or the perceptions of situation. In the response- focused
emotional regulation, the individual manipulates how they display a specific
emotional response (Grandey, 2000). The emotional regulation framework
of Gross (1998b) described that individuals are able to develop conscious
and unconscious strategies regarding what, when and how they experience

and express emotions.

2.2.5 Grandey A. A. (2000)

Grandey (2000) put forward an integrative model of Emotional labor that
includes situational, individual, and organizational factors and consequences of
Emotional labor. Her work was based on emotion regulation theory and
process model of Gross (1998b, p. 275). Grandey (2000) defined Emotional

labour as “the process of regulating both feelings and expressions for the
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organizational goals”(p. 97), and such emotion regulations for the work role
may be effective in the impression management point of view, but may be
harmful to the employee's health. The integrated model of Grandey is shown
in Figure 2.5.

Situational Cues Emotional labour Process Long term consequences
Interaction . Individual well being
Expectations Emotional labour y
e Burnout
° Frequ'ency Deep acting: Modify feelings st
e Duration ; — ® Job Satisfaction
; 4 e Attentional deployment
A V?nety e Cognitive change
e Display rules

. . ) Organisational
Surface acting: Modify expressions wellbeing
Emotional Events |/ ’ e Response modulation

e Positive events
e Negative events /J
/i

Individual factors Organisational factors

- e Performance
o Withdrawal behaviour ]

e Gender ¢ Job Autonomy

e Emotional Expressivity e Supervisor support
e Emotional Intelligence e Coworker support
o Affectivity (NA/PA)

Figure 2.5: Integrated Model of Alicia Grandey (2000)

Grandey posited that frequency, duration, variety and display rules as
situational cues which were incorporated from the previously espoused theories
and added emotional events as situational cues. Her model includes Deep
acting and Surface acting strategies in the Emotional labour process. Grandey
also added moderators in her model as individual and organizational factors.
Both positive and negative outcomes are included and considered as potential
consequences of Emotional labour process but excluded Emotional dissonance.
So by incorporating the major contributions from the previous theories,

Grandey illustrated a comprehensive integrated model for Emotional labour.
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2.2.6 Brotheridge C. M. and Lee R. T. (1998, 2003)

Brotheridge and Lee described Emotional labour as “actions undertaken
as a means of addressing role demands” (1998, p.7) or the effort involved
when employees “regulate their emotional display in an attempt to meet
organizationally-based expectations specific to their roles” (2003, p. 365).
Based on the theories of Hochschild (1983) and Morris and Feldman (1996),
they developed an Emotional labor Scale with 6 dimensions which measures
the intensity of interaction, frequency of interaction, variety of emotional
display, Surface acting, Deep acting and the duration of interaction. They
considered Surface acting as a manifestation of Emotional dissonance and
their Surface acting sub scale incarcerate both Emotional dissonance and

Surface acting.

2.2.7 Kruml S. M. and Geddes D. (1998, 2000)

Kruml and Geddes (2000) identified two dimensions: emotive dissonance
and emotive effort. Emotive dissonance refers to Hochschild’s concept of
Surface acting and passive Deep acting (automatic emotion regulation) and
Emotive effort explains the effort employees take to change their inner
feelings to match the feelings they are expected to display which is
incorporated from Hochschild’s (1983) concept of active Deep acting. Kruml
and Geddes (1998) have used the concept of dissonance as a defining

dimension of Emotional labor.

2.2.8 Zapf D. and His Colleagues (1999, 2002)

Zapf (2002) used the term Emotion work and he defined the concept
as “the psychological processes necessary to regulate organizationally

desired emotions” (p. 239). Zapf s’ (2002) perspective of Emotional labour
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is based on the action theory (Frese & Zapf, 1994) which explained the
active coping of individuals with the environment. Zapf, Vogt, Seifert,
Mertini, and Isic (1999) developed Frankfurt Emotion Work Scale of
emotion work that include emotional regulation requirements (sub-scales:
the requirement to express positive emotions; the requirement to express
and handle negative emotions, the requirement to be sensitive to clients’
emotions, and the requirement to show sympathy), emotional regulation
possibilities (control), and emotional regulation problems (Emotional
dissonance). Zapf et al. (1999) measured emotion work as a job characteristic
and treated Emotional dissonance as a stressor or emotional regulation
problem. Figure 2.6 illustrated the model based on the explanation of Zapf

and his colleagues.

\ } Regulation ]
Regulation Regulation Problems

Requirements ., Possibilities -+ Emotional
w dissonance ] l

Out comes w

Figure 2.6: Model based on Zapf et al. (1999)

Zapf (2002) who preferred the term ‘emotional work’ for ‘Emotional
labour’ considered Emotional dissonance as a job demand where the
feelings are inconsistent with the requirements of emotional expression.
Zapf also considered genuine emotions as automatic regulation which is the
genuine display of the normal emotions naturally felt. Zapf tested and
confirmed that control and social support the moderating effect on the

relation between emotion work and burnout.
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2.2.9 Diefendorff J. M. and his Colleagues (2003, 2005)

Diefendorff and Gosserand (2003) defined Emotional labour as the
process of regulating emotional expressions of individuals in response to the
display rules. But (Diefendorff, Croyle & Gosserand, 2005) regarded the
three dimensions (duration, frequency and routineness) as interaction
characteristics of Emotional labour, but not as dimensions, and considered

Emotional dissonance as an outcome rather than a part of Emotional labour

(Grandey, 2000; Brotheridge, 2006a).

Diefendorff and his colleagues differentiated and identified three
Emotional labour strategies. The Emotional labour Strategy Scale developed by
them has three dimensions and they are Deep acting, Surface acting and
Expression of naturally felt emotions. Also Diefendorff et al. (2005) measured
display rules as positive display rule perceptions and negative display rule

perceptions using the scale developed for measuring Emotional display rules.

2.2.10 Gabriel A. S. (2013)

In spite of much advancement in Emotional labor research, majority
of studies utilized only cross-sectional research designs and very few studies
look into the possibility of capturing the levels of emotional regulation over

a period of time.

One such was the call centre simulation study by Gabriel based on
continuous rating methodology to check when and why the employees
change Emotional labor strategies in a customer interaction. The findings of
the study on call centre workers contributed several implications on
revamping the Emotional labour theory as claimed by Gabriel (2013).

Results of her study argued that Deep acting and Surface acting can be
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simultaneously used, as pointed out by Beal and Trougakos (2013),
contradicting the theory that Surface acting and Deep acting are antipodes

(Mesmer-Magnus, De Church, & Wax, 2012).

It was also described that feedback from the customers influence the
Emotional labour strategies the employees utilize during interactions.
Further it was explained that cultural context also have influence on
deciding the strategies or combination of Emotional labour strategies that
employees make use of while interacting with customers. Gabriel also
suggested that employees could be trained to reappraise the situations of
customer incivility by using appropriate Emotional labour strategies,

thereby enhancing the emotional well being of the employees.

2.3 Enormity of Emotional Labour

With the development of the service industry and increasing service
roles, the reach of the concept of Emotional labour has exponentially
expanded among researchers and academicians. In this service economy
numerous workers are involved in jobs managing their emotions while
interacting with customers or clients in accordance with the demands of the
employer. In the past, only very few occupations were considered having
Emotional labour demands. But now this becomes indispensable for
employees from several occupational fields when compared to the same

situation, fifty years ago.

Understanding its critical nature and relevance, the phenomenon of
Emotional labour is studied across various occupations in the service sector.
The enormity of Emotional labour studies can be well understood from

Table 2.1 which illustrates the details.
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Table 2.1: Studies on Emotional labour

Occupation/ Employees

Authors/Researchers

Debt collectors and flight attendants
Cashiers

Hospitality and fast food employees
Waitresses

Amusement park employees

Retail stores

Supermarket & Convenience stores

Police officers

Criminal interrogators and bill collectors

Nursing profession

Ride Operators at Disney

Pharmacists

Physicians, GP’s or doctors

Bank tellers, Bank employees
Emergency call dispatchers

Teachers

Athletic Head Coaches
Telecommunications Representatives

Call centre workers

Retail store employees and customer
service agents

Barristers

Cabin Attendants

Hochschild, 1983

Rafaeli & Sutton, 1987
Leidner, 1993

Rose, 2001

Van Maanen & Kunda, 1989
Rafaeli and Sutton, 1990
Sutton and Rafaeli, 1988

Stenross and Kleinman, 1989; Martin,
1999, Bakker & Heuven, 2006

Rafaeli and Sutton, 1991

Bakker & Heuven, 2006; Bolton,
2000, 2001; McQueen, 1997; Mann &
Cowburn, 2005; Smith 1992, 2000,
2012; Staden, 1998

Van Maanen, 1991;Van Maanan&

Kunda, 1989
Holmes,2008; Schell, 2014

Larson & Yao,2005; Martinez-Inigo
et al. 2007

Pugh, 2001; Erickson & Wharton 1997
Shuler,2001; Shuler & Sypher 2000

Ye & Chen,2015; Basim et al., 2013;
Naring et al., 2006

LeeY, 2012
Abraham,1998

Lewig and Dollard ,2003; Gabriel,
2013, Zapfet al.,1999

Johnson , 2004

Harris, 2002
Heuven & Bakker, 2003
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2.4 Antecedents of Emotional Labour

From the literature review it is identified that there are several factors
that influence Emotional labor strategies. Individual, job and organizational
related characteristics perform an antecedent role with regard to Emotional
labour strategies. Morris and Feldman (1996) identified affectivity and gender
in individual characteristics, task routineness and job autonomy in job
characteristics and display rules and supervisor monitoring in organizational
characteristics as antecedents to Emotional labour. Positive affectivity and
Negative affectivity were studied as antecedents of Emotional labour
strategies (Austin, Dore, & O’Donovan, 2008; Brotheridge & Lee, 2003;
Diefendorff et al., 2005; Gosserand & Diefendorft, 2005).

Similarly the influence of Emotional Intelligence (EI) on Emotional
labour was widely acknowledged and investigated (Austin et al., 2008;
Brotheridge, 2006a; Coté, 2005) .Various studies found that Emotional
intelligence is positively associated with Deep acting but negatively
associated with Surface acting (Mesmer-Magnus et al. 2012).So individuals
with high Emotional intelligence showed an enhanced tendency to deep act

(Dore, 2006).

As cited in Choi and Kim (2015), individual characteristics like
emotional contagion (Kruml & Geddes, 2000; Pugh 2001), empathic
concern and emotional self-efficacy (Pugh, Groth & Hennig-Thurau, 2011)
influence Emotional labour strategies. Among the organizational
characteristics social support is an antecedent to Emotional labour and
according to Schneider and Bowen (1985) social support reduces the

Surface acting of Emotional labor. Work motives of employees showed
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relation to which form of emotion regulation is used (Grandey & Gabriel,

2015, in press).

Several other studies categorized the antecedents of Emotional labour
as dispositional factors and situational factors. Gosserand and Diefendorff
(2005) argued that dispositional variables (Personality factors) play a major
role in influencing the use of different Emotional labor strategies. Previous
research (Diefendorff et al., 2005; Dore, 2006) considered traits like Big
Five personality dimensions, emotional expressivity, and self-monitoring
as dispositional variables. Situational variables are those factors related to
the work environment which include ‘display rules’ and ‘interaction
characteristics’ and they are considered as job based antecedents of Emotional
labour strategies (Diefendorff et al., 2005). The frequency, routineness and

duration of an interaction are the dimensions of ‘interaction characteristics’.

Studies have revealed that Negative display rules, high frequency and
duration of interactions, lack of autonomy and social support, negative
affectivity, neuroticism are linked with Surface acting while Positive display
rules, freedom of expressing emotions, positive affectivity and extraversion
are related to Deep acting. On the basis of literature reviewed, the researcher

identified the relevance of display rules in Emotional labour research.

2.4.1 Emotional Display Rules

The notion of cultural display rules was first introduced by Ekman and
Friesen (1969) as a hypothetical construct in a study comparing Japanese and
American students. Since then it has been widely used in the researches related
to culture and emotion. Display rules are considered as a function of societal

norms, occupational norms and organizational norms (Rafaeli & Sutton, 1989)
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Display rules or Emotional display rules refer to the organizational or
job related rules about what kind of emotion to express on the job. For
example, bill collectors and criminal interrogators must display negative
emotions (Rafaeli & Sutton, 1991), and employees in sales or customer
service roles must display happiness and good cheer as part of their work,
because such emotion displays are presumed to improve sales. Similarly
flight attendants are expected to be cheerful and friendly, funeral directors to
be somber and reserved and nurses to be empathetic and supportive

(Ashforth & Humphrey, 1993).

Service organizations, nowadays have concentrated more on gaining
benefit through customer satisfaction for which they need to control the
employee emotions and behavior. Recent developments in the service sector
that raised the customer to a sovereign position put extra pressure on
employees to make every encounter a pleasing one. Service quality is rated
on the basis of positive emotional displays by the customer service
employees. Customer service employees are always expected to articulate
positive emotions which are considered as part of their job (Brotheridge &
Grandey, 2002; Diefendorff & Richard, 2003; Hoshschild, 1983). Their
pleasing face, welcoming smile, proper eye contact, polite talk and
courteous behaviour are all taken into account for the satisfaction of
customers in a service encounter. Employees are therefore supposed to act
according to the managerial prescriptions, which even later become policies

of the organization.

The emotions of the customer facing employees are always constrained,
channeled and governed by the rules of conduct of the organization. Service

organizations usually have explicit or implicit Emotional display rules,
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prescribing the emotions to be displayed and emotions to be suppressed
during service interactions. Display rules are the guidelines, that specify the
types of emotional displays that are apposite to display on the job by the
employees, which may or may not be explicitly stated to them (Diefendorft,
Richard, & Croyle, 2006). In other words, display rules are “guidelines for
the assessment of fits and misfits between feeling and situation”
(Hochschild, 1979, p. 566). The actual performance of the employee is
compared with the standard rules and employees may manage it by

regulating the emotions as per the rules.

Organizations control the emotional expression of employee by
display rules (Diefendorff & Greguras, 2009; Raphaeli & Sutton, 1987,
1989, 1990). Surveillance techniques were introduced in many
organizations with this intention to have a control over the performance of
employees. Many new initiatives are being taken by management to control
emotions at the work place, especially during service encounters. Soft wares
installed with a purpose of identifying inappropriate tone of voice in a voice
to voice encounter are all part of the organization way of controlling the

Emotional labour.

Emotional display rules or display norms may vary between
occupations, firms and cultures. What is acceptable and appropriate for one
may be unacceptable or inappropriate for the other. For the same
organization, the display rules may change between occupations: for
example, in hospitals, while displaying emotions, doctors are supposed to be
more neutral than nurses who are supposed to be more empathetic,

compassionate and caring.
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Display rules are those standards (Ekman, 1973) governing emotional
expression of employees suitable for a particular situation (Diefendorff &
Richard 2003; Rafaeli & Sutton 1987). Before regulating emotions, one
should relate the feelings with display rules of the organization (Diefendorff

& Gosserand, 2003) to come out with desired level of expression.

Customer service employees are encouraged to display positive
emotions while interacting with the customers and avoid the display of
negative emotions by means of display rules (Diefendorff & Richard, 2003).
Various studies showed that emotional displays of employees at the
customer interface will affect the customer attitudes and behaviors, ( Pugh,
2001; Tsai, 2001) as well as the job performance (Ashforth & Humphrey,
1993; Grandey, 2000; Grandey, Fisk, Mattila, Jansen & Sideman, 2005a;
Morris & Feldman, 1996; Pugh 2001; Tsai, 2001).

According to Matsumoto (1990), Emotional display rules are the
cognitive representations of the belief regarding the type of facial
expressions to be displayed in particular social situations. Display rules
explain about the appropriate expression to be expressed and the extent to

which these expressions can be displayed during social interactions.

Display rules may be implicit or explicit, where implicit display rules
are 'unwritten rules’ communicated through societal or organizational norms
(Zapf, 2002) and explicit display rules are those conveyed through job

descriptions or during training and induction.

Emotional expectations are communicated to employees by means of
Emotional display rules that explicated the emotions to be displayed and not

to be displayed (Ekman, 1973; Wharton & Erickson, 1993). Service

Emotional Display Rules and Emotional Labour Strategies as antecedents of Stress Related
Outcomes among the Customer Interface Employees of Private Sector Hospitals in Kerala



Chapter 2

providers comply with emotional norms, i.e., display rules. Role based
expectations of the organizations in the form of display rules is formally or
informally specified about the emotions ought to be expressed and emotions
ought to be suppressed (Mann, 2005) According to Emotional labour
theory, display rules are made by the organization which specifies how to
control the display of employee emotions (Ashforth & Humphrey, 1993;
Diefendorff et al., 2005; Rafaeli & Sutton, 1987).

Researchers suggest that inauthentic display of emotions reduce
positive outcomes (Grandey, 2003; Grandey et al., 2005a). And there is a
direct association between employee positive displays and customer mood
(Pugh, 2001; Tsai & Huang, 2002). Employees at the customer interface
cannot provide quality service circumventing the feeling rules of work. So
employees during interactions in the caring and service jobs are always
expected to follow the organization specified display rules irrespective of

how they actually feel.

2.4.1.1 Positive and Negative Display Rules

Display rules can be positive or negative, in which Positive display
rules specify which emotions are to be displayed (e.g.: be polite and
cheerful) whereas Negative display rules (e.g.: hide anger and bad moods)
specify which emotions are not to be displayed. According to Diefendorff
and Richard (2003), employees are normally discouraged from exhibiting
negative emotions (Negative display rules) and encouraged to express
positive emotions (Positive display rules). Positive display rules state what
employees are expected to display during customer interface and Negative
display rules state what employees are expected to suppress during their

interactions.
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2.4.1.2 Display Rules and Emotional Labour- A Cultural Perspective

Little focus was given on the cross cultural perspective of Emotional
labour (Allen, Diefendorff & Ma, 2014; Grandey et al., 2005). But studies
were done on the relation between emotional regulation and display rules
across cultures (Eid & Diener 2001), expression of specific emotions and
display rules towards organizational and non organizational targets across
cultures (Grandey, Rafaeli, Ravid, Wirtz, & Steiner, 2010), and emotional
regulation as a function of cultural background (Butler, Lee &Gross, 2007;
Matsumoto, Yoo & Nakagawa, 2008).

The cross cultural study done by Grandey, Fisk and Steiner, (2005b),
on Emotional labour, among the service employees of U.S. and France,
showed difference in the relation between emotional regulation and job
dissatisfaction, which they explained is due to the institutional orientation of

U.S. culture and the impulsive orientation of French culture towards emotion.

The most widely known peculiarity about the Eastern and Western
cultures is their distinction in the level of collectivism versus individualism
(Hofstede, 1980) and the studies of Matsumoto et al. (2008) explained that
workers in a collectivistic culture engage in more emotion management
than employees in an individualistic culture. Further to this, it was
described that the deleterious effects of emotional regulation strategies are
comparatively less in collectivistic cultures than in individualistic cultures
(Allen et al., 2014; Eid & Diener, 2001; Mesquita 2000; Mesquita &
Delvaux 2013). Allen et al. (2014) in his study on the samples from U.S.
and China suggested that while formulating display rules and devising

recruitment as well as training strategies, employers should take into
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consideration the difference in the cultural contexts when globally expanding

their operations.

The following section of this chapter is focusing on the outcomes of

Emotional labour.

2.5 Outcomes of Emotional Labour

Empirical research reported the ambivalent nature of Emotional labour
resulting in positive and negative outcomes. Even though majority of the
Emotional labour research focused on the negative outcomes there are
studies ascertaining the positive outcomes of Emotional labour. But later
empirical studies conducted to explore the influence of Emotional labour on
various individual and organizational outcomes pointed out that it is not
Emotional labour per se which is detrimental, but it is the Emotional labour

strategy used by employees which may lead to different outcomes.

Hochschild, (1983) who coined the term, as cited in Grandey, (2000),
regarded Emotional labor as managing emotions for a wage which may be
detrimental to the employee. Hochschild argued that performing Emotional
labor leads to negative psychological outcomes. Hochschild (1983) at the
outset regarded that both types of Emotional labour strategies (Surface
acting and Deep acting) ought to be damaging to employee health and well-
being. But, later empirical studies indicate that Surface acting and Deep
acting have different effects on employee well-being. Predominantly,
Surface acting has consistently shown to have deleterious effects on
employee well-being (Grandey, 2003; Johnson & Spector, 2007), in-
authenticity (Ashforth & Humphrey, 1993), job dissatisfaction (Morris &
Feldman, 1997) and depression (Erickson & Wharton, 1997).
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Diefendorff, Erickson, Grandey and Dahling (2011) through their
study as cited in Allen et al. (2014) established that Surface acting has
partial mediation in the relationship between display rules and burnout,
suggesting that display rules show both direct and indirect associations to
employee well-being. According to Brotheridge and Grandey (2002),
Surface acting and Deep acting showed difference with regard to the
impacts on individual. The studies explained that Surface acting showed a
positive relationship with stress, Emotional exhaustion, burnout syndrome,
and poor service delivery (Brotheridge & Grandey, 2002; Grandey, 2003).
Deep acting was unrelated to display rules and positively linked to the
burnout dimension of personal accomplishment (Brotheridge & Grandey
2002; Brotheridge & Lee 2003) and to other positive outcomes such as
affective well-being, personal authenticity, and high sense of professional

efficacy (Johnson & Spector, 2007).

By Surface acting, customers or clients always see the expressions
that are pleasing and desirable to organizations, even if the employees feel
differently (Grandey, 2000) and this job demand results in stressful
experiences (Hochschild,1983) for the employees. This is because while
Surface acting, extra effort is taken to suppress negative emotions and
express fake emotions, which in long run, may lead to negative outcomes. In
addition to this extra effort, discrepancy between felt and displayed
emotions leads to intrapersonal conflict which further reduces the employee

wellbeing.

Studies reported that Surface acting is positively related to stress and
Emotional exhaustion, and negatively related to job satisfaction (Grandey,

2000; Grandey, Fisk, & Steiner, 2005). But the role of Deep acting is still
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vague as it showed inconsistent relationship with respect to outcomes of

Emotional labour.

Wharton (1993) in his study among hospital employees and another
in a study on bank employees found a positive linkage between Emotional
labor and job satisfaction. Ashforth and Humphrey (1993) claimed that
once workers get used to performing Emotional labour, it increases job
satisfaction as they distance themselves from unlikable circumstances.
Rafaeli and Sutton (1989) observed that employees interacting with
smiling faces have a high level of job satisfaction and reduced level of
stress. According to Morris and Feldman (1996), frequency of emotional
display, a component of Emotional labour in his theory showed a positive
effect on job satisfaction. In the opinion of Pugliesi (1999) as cited by
Choi and Kim (2015) Emotional labor can have a positive psychological
effect on workers. Emotional labour may also lead to positive outcomes,
like job accomplishment when using the Deep acting strategy (Bono &
Vey, 2005; Brotheridge & Grandey, 2002; Brotheridge & Lee, 2003; Zapf,
2002).

Employees are often encouraged to deep act instead of surface act
(Bono & Vey, 2005; Dahling & Perez, 2010) as Deep acting leads to
positive outcomes in service interactions, thereby organizations always
accrue benefit. The positive effects of Deep acting may be because
employees are able to create positive emotions in one self (Chau, Dahling,
Levy, & Diefendorff, 2009). Some of the major studies explaining the
positive and negative outcomes of Emotional labour are shown in

Table 2.2.
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Table 2.2: Outcomes of Emotional labour

Negative Outcomes

Researchers

Stress

Emotional exhaustion,

Emotional dissonance

Burnout

Job dissatisfaction

Feelings of inauthenticity

Turnover intentions

Adelmann, 1995; Grandey, 2000; Mann &
Cowburn,2005; Pugliesi, 1999; Zapf et al.,1999

Abraham 1998; Diefendorff, Croyle, &
Gosserand, 2005; Zapf & Holz, 2006

Abraham, 1998; Bakker & Heuven,2006;
Heuven & Bakker, 2003; Mishra & Bhatnagar,
2010; Morris & Feldman, 1996; Pugh et al.,
2011

Bakker & Heuven,2006; Brotheridge &
Grandey, 2002; Erickson & Ritter, 2001;
Heuven & Bakker, 2003; Holz,2001; Néring,
Briét, & Brouwers, 2006; Zapfet al., 2001;
Zapf & Holz,2006

Abraham,1998; Coté & Morgan, 2002;
Grandey, 2003; Morris & Feldman, 1996,

Brotheridge & Lee, 2002; Erickson & Ruitter,
2001

Chau et al., 2009; Coté & Morgan, 2002

Positive Outcomes

Researchers

Task effectiveness and Self
expression

Self esteem

Job satisfaction

Customer satisfaction

Ashforth & Humphrey, 1993

Pugh, 2001; Tsai, 2001

Coté & Morgan, 2002; Diefendorff & Richard,
2003; Wharton, 1993; Zapf & Holz, 2006

Pugh, 2001; Tsai, 2001
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Even though earlier empirical evidences confirmed the existence of
both positive and negative outcomes, majority of the studies regarded
Emotional labor as the cause of stress and considered it as the antecedent

leading to negative outcomes (Choi & Kim, 2015).

Research on stress and burnout supported the conception that
Emotional labor results in (Hochschild, 1983; Morris & Feldman, 1997;
Schaubroeck & Jones, 2000). It was observed that there is less empirical
support for the relationship of Emotional labor to the other burnout
dimensions in comparison with Emotional exhaustion. Moreover, Emotional
exhaustion is considered as a stress related component. It was also observed
that positive relation between Emotional labour and Emotional exhaustion is

often explained through Emotional dissonance.

Based on these observations, the researcher decided to check the
relation of Emotional labour strategies with Emotional dissonance, Stress

and Emotional exhaustion.
The following section is devoted for describing these outcome variables.

2.5.1 Emotional Dissonance

When organizations demand the employees to manage emotions,
conflict and contradictions occur in the encounter. The internal conflict
generated between genuinely felt emotions and those required to be
displayed is often called Emotional dissonance. It can result in employees’
dysfunctional behavior (Lewig & Dollard, 2003) that may end up in Emotional

exhaustion and burnout.
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When expressed and experienced emotions differ, employees will
experience Emotional dissonance (Lewig & Dollard, 2003; Zapf & Holz,
2006).

Emotional dissonance is a state of imbalance out of person-role
conflict between actual feeling and the display (Abraham, 1998). According
to Hoffman and Bateson, Emotional dissonance is considered as a result of
person/role conflict in which “contact personnel are required to hide their
true feelings and present a pleasing face to the customer” (2002, p.252).
Rafaeli and Sutton (1987) also considered Emotional dissonance as a form
of role conflict. A structural discrepancy between displayed and felt
emotions in work (Heuven & Bakker, 2003) or an enduring incongruity
between inner feelings and outer expressions while interacting with others

(Zapf, 2002) is termed as Emotional dissonance.

According to Zapf, Vogt, Seifert, Mertini, and Isic (1999), Emotional
dissonance occurs when there is incongruity between organizationally
approved emotions and real emotions of employees. This difference between
organizationally approved emotions and real emotions can be associated
with significant levels of psychological ill-health (Zapf, Seifert, Schmutte,
Mertini, & Holz, 2001).

Emotional dissonance is often considered as the concomitant of Surface
acting (Rafaeli & Sutton, 1987). The more an employee surface act, the more
is the possibility to experience Emotional dissonance, stress, and Emotional
exhaustion. Employees experience Emotional dissonance when the outward
display and inward feeling differs (Grandey, 2003).This is because while

Surface acting, the emotions expressed do not have any concurrence with the
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emotions felt. This incongruity leads to negative outcomes, Emotional
dissonance and Emotional exhaustion. Emotional dissonance caused by the

constant containment of powerful emotions can lead to burnout.

Mann (2005) in his ‘Health care model of Emotional labour’ explained
that Emotional dissonance leads to Emotional labour. Certain researchers
view Emotional dissonance as a dimension of Emotional labor (Morris &
Feldman, 1996). In contrast, others viewed Emotional dissonance as a
consequence of Emotional labor (Rafaeli & Sutton, 1987; Kruml & Geddes,
2000). In the opinion of Pugh et al. (2011), Emotional dissonance is an
aversive state occurred due to the disparity between felt and displayed
emotions as a consequence of Surface acting. As cited by Sreedevi (2014),
whether an ingredient or an outcome, Emotional dissonance is generally
regarded as an inexorable byproduct of Emotional labor (Carolyn, 2006).
Diefendorff, Croyle and Gosserand (2005) considered Emotional dissonance
as an outcome rather than a part of Emotional labour (Brotheridge, 2006a;

Grandey, 2000).

Hochschild (1983) described Emotional dissonance as a sense of
strain due to the difference between feeling and feigning of emotions. A
study explaining the causal consequences of Emotional labor, Emotional
dissonance, and Emotional exhaustion by Hartel, Hsu and Boyle (2002)
also supports the view of considering Emotional dissonance as a result
of Emotional labour and predictor of Emotional exhaustion. The
conceptualization of Emotional dissonance based on Cognitive dissonance
theory (Hértel et al., 2002; Lewig & Dollard 2003) supports the mediator
role of Emotional dissonance in the relationship between Emotional labour

and Emotional exhaustion (Van Dijk & Kirk-Brown, 2006).
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In this context, the researcher focused to conceptualize Emotional

dissonance on the basis of the Cognitive Dissonance theory (Festinger, 1957).

2.5.1.1 Cognitive Dissonance Theory

According to Festinger (1957), “when an individual holds two or more
elements of knowledge that is relevant to each other but inconsistent with
one another, a state of discomfort is created. He called this unpleasant state
‘dissonance’” (Harmon-Jones &Harmon-Jones, 2008; p.1518). When an
individual holds two cognitions that are incongruent, it results in a negative

drive state of discomfort or tension called dissonance.

Akin to that, by portraying emotions that are not felt, creates the strain of
Emotional dissonance as cited in Mann (2005). Following the cognitive
dissonance theory, Emotional dissonance can be explained as a state of
discomfort caused due to the disparity between the felt and displayed emotions.

It is often stated that Emotional dissonance leads to stress in employees.
In the following section, the outcome variable stress is detailed.

2.5.2 Stress

Stress is one among the most apparent costs associated with Emotional
labour. Stress creates harmful, physical and psychological problems that range
from merely disturbing and uncomfortable to debilitating and life threatening to
individuals. Hans Selye, the father of stress, defined stress as "the nonspecific
response of the body to any demand made upon it" (Selye, 1974, p. 27).
According to Selye (1965), stress can be positive or functional (eustress) which
energizes the individuals and that leads to high performance capabilities

thereby resulting in increased productivity. On the contrary, stress can be
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