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Abstract

Organizationally desired display of emotions is the need of today’s organization both in
private and public sectors. However, display of emotions or emotional labor and its impact on
job satisfaction have been an understudied area in public sector. Therefore, this research
examines the impact of emotional labor on emotional exhaustion and job satisfaction. The
findings of our study suggest that emotional labor (EL) has a significant positive impact on
emotional exhaustion (EE) and job satisfaction (JS) consistent with the earlier research. We

208 http://ijhrs.macrothink.org



ISSN 2162-3058

\\ Macrothi“k International Journal of Human Resource Studies
A I“Stitute " 2018, Vol. 8, No. 4

have used affective event theory and conservation of resource theory to build our model.
Practical and managerial implications of the study are also discussed.
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1. Introduction

According to Erdogan (2007) over the past few years, exposure to emotions in institutions
and organizations has become a major concern, which is critical for service workers,
especially for frontline service providers. Negative emotion thinks that failure, fear, anger,
hate and pain can work effectively and reduce their work performance (Grandey & Goldberg
2007). It is impossible to organize feelings for administrators and researchers because they
had a big impact on how their employees perform their duties (Xanthopoulou et al., 2017,
Diefendorff et al., 2005; Morris & Feldman 1996).

Emotions are different, so employees need to make efforts to show the emotions that the
organization wants, and know that kind of work with emotional work. Emotional Labor (EL)
refers to the regulation of emotions and emotional actions within the role of work (Carolyn,
Lara, & llaria, 2017; Morris & Feldman, 1996; Wong, Hui & Law, 1998). In the public sector
organizations, there is a tremendous need to manage emotions and gestures. Therefore, the
importance of emotions in the service sector cannot be denied. Emotional work is a term used
and applied when interaction between employee and client occurs on a daily basis. It is an
interactive process that makes the emotions more visible to the work of employees. On the
other hand, depending on the dimensions used, emotional work can also produce negative
results (Gabriel, Daniels, Diefendorff, & Gregura, 2015). Emotions are composed of positive
and negative responses of people in their social interactions (Grandey, 2000a; 2003b; Grandy
& Brauburge, 2002; Grandy, Tam & Brauburge, 2002). EL plays an important role in the
organizational outcome in different service sectors. Emotions are common trait of human
being, each person far and wide differ one’s own with others (Hochschild, 1983; Watson,
1998). While Morris & Feldman (1996) stated that emotional work has four dimensions
(emotional work warning, emotional work frequency, emotional dissonance, kind of
emotional labor).

In the literature, Emotional Labor has mainly two dimensions such as deep acting and surface
acting (Zeljko et al., 2017; Morris & Feldman, 1996; Lee & Ashforth, 1996; Brown et al.,
2017). Surface acting is distinguished between true and false emotions. Surface action shows
emotions that do not really exist (Grandey, 2000; Grandy, Tam & Brauburge, 2002; Watson,
1998; Prati et al., 2009). The other dimension is deep acting. Kruml & Geddes (2000) stated
deep acting as the level at which emotions expressed employees are aligned with their actual
emotions (Ashforth & Humphrey, 1993). According to Arnold (2017) the influence of deep
acting and surface acting are quite different on the individual. Deep acting involves the true
internal modification of negative emotions and tries to really feel the emotion that needs to be
displayed (Diefendroff et al., 2005). The frequency of surface acting however, shows
correlation with both job satisfaction (JS) and emotional exhaustion EE (Maslash et al., 2001;
Rafaeli, 1989). Emotion is the control people with the matter to assign emotions (Chu, 2002).
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According to Hochschild (1983) emotional labor (EL) refers to employees who are required
to display emotions. The emotional work of the employees is the salary so it has the exchange
value that may differ from whose they feel emotions (Bushra & Yasir, 2014). More
employees need to change their emotional expression, the more they need to strive for their
efforts and invest personal resources to change real emotion (Liz, Joyce, & Mick, 2016).
Thus, the results of emotional work will vary depending on the technique used for measuring
the employee’s emotion (Goldberg & Grandey, 2007). Emotional labor (EL) and the degree
of the workload of emotional labor (EL) (anger, fear, sadness, happiness, disgust and surprise)
of emotional work are observed and practiced in most jobs (Robbins, 2011). However,
research indicates that job satisfaction has significant impact on display of emotions (Pugliesi,
1999; Rafaeli, 1987).

A\\ MacrOthlnk International Journal of Human Resource Studies

Job satisfaction also implies that the employees emotional behavior towards their work
(Grandey, 2007). Organizations develop training and assistance programs to improve
employee loyalty and satisfaction. Workers have been working for a long time, have become
more valuable employees. Job satisfaction (JS) is the most important aspect for organization
successes (Pugliesi, 1997;Chetna, 2012). Each organization tries to create a workforce
satisfied with running the affairs of the organization because the worker is pleased to expand
further efforts in performance at work. The overall organization performance depends on
organization's employees (Pushpakumari, 2008). Further, when employees are satisfied with
their assigned task they perform the job with great effort (Zoub, 2012). Prior literature shows
that different consequences are caused by using different emotional labor (EL) strategies, for
example, stress, burn out, job satisfaction, job performance and work withdrawal (Grandey,
2007). However, only limited attention has been paid to investigate the relationships between
EE, EL and JS in service sector public organizations. Therefore, this study explores and
examines the relationship between emotional labor (EL), emotional exhaustion (EE), and job
satisfaction (JS) (Aminah, Zoharah, & Farah, 2017).

EE is a critical problem for the organization; it has a negative effect on the organization as
well as employee performance. Hameed (2016) hypothesized that there is a relationship
between emotional labor (EL) and job satisfaction. Thus the aim of this paper is to examine
the effects of emotional labor (EL), job satisfaction (JS), and emotional exhaustion (EE). In
particular, EL, EE and JS providers have different studies, but the public sector is ignored or
the literature paid only limited attention (Mastracci et al., 2006; Ghalandari et al., 2012).
Ultimately, the more experimental studies were organized on nursing or hotel administration
(Kim, 2008), however, this research contributes to the current knowledge about EL by
examining public sector organizations. Emotional labor (EL) had deleterious effects on
workers performance (Pugliesi, 1999; Grandey, 2000; Hoffmann, 2016). The performance of
EL appears to have diverse consequences for workers both negative and positive (Pugliesi,
1999; Kim, 2008; Mastracci, et al., 2006). There is also evidence that the effects of EL are
specified by other work condition (Morrison & Feldman, 1996; Kinman, Wray & Strange,
2011). Therefore, the present research will answer the fundamental question of what is the
impact of emotional labor on job satisfaction and emotional exhaustion among public sector
employees.
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To answer the research question and test our theoretical model, we have relied on two
fundamental theories, Affective Event Theory (AET) (Weiss & Cropanzano, 1996) and
Conservation of Resource Theory (Hobfoll, 1993). According to Weiss & Cropanzano (1996),
there are some characteristics of the work environment such as job burden that influences the
emotions of the employees and their actions. These work actions create disturbing responses
and influence behaviors and attitudes related to work such as JS (Aleksandrai et al., 2017).
AET depends on employee’s job satisfaction and their emotional reactions, which affects all
their work. For example, if the work environment contains non-cooperative colleagues,
employees task withdrawals, difficult customers, and conflicting goals, it becomes a negative
reaction. On the other hand, positive inspection, positive cooperation among colleagues,
prospects for personal growth, increased goals orientation, etc., are positive job outcomes,
thus increasing JS. However, research also indicates that employee actions for these events
are also influenced by their personal nature (Liz, Joyce, & Mick, 2016).

According to Hobfoll & Freedy (1993), CRT provides a theoretical explanation of why and
when, emotional work with clients contributes to EE. Jobs that involve face to face
communication require monitoring of emotions. Similarly, in the process of emotional work,
limitation to individual emotional resources can be solved at the same time role functions,
such as efforts, completion of work and both types of emotional work. According to the CRT
principle, the actual loss of personal resources leads to dissatisfaction and stress, which
increases the physical and psychological problems and ultimately the results as the
exhaustion of employees (Benjamin et al ., 2017; Hobfoll & Freedy, 1993).

2. Literature Review
2.1 Emotional Labor (EL)

According to Caridakis, Asteriadis, & Karpouzis (2014) body language covers many gestures
emotions and attitudes. Previous research shows that there are over 5000 facial expressions
that are highlighted, and most phrases are the one that is difficult to hide. Emotions are part
of the human personality and few similar emotions can be taught by society and some of
them cannot be taught. Socialization and interaction between people always play their part in
learning emotions. Other researcher’s like Ye & Packianathan, (2016) described EL as a
program of planning, controlling and demonstrating the emotional needs of the organizations.
As a result, employees use this feeling for consumers with deep actions, and surface acting.
Feelings can be described by the feelings of happy people who see and control them
(Housechild, 2010). These feelings or emotions have occurred due to social interaction
because we live in normal time to express emotions that may be appropriate and inadequate
(Hogan & Roberts, 1996). Most situations have come into life where employees hinder their
true feelings and accept the social feelings. People show an external pressure to express and
control their thoughts and expressions. When a person settles his feelings according to social
norms, that is known as “emotional work of the mind” (Elizabeth, 2016). At work, employees
are expected to display positive emotions particularly in service sector in the firms focusing
differentiation based on employees (Brotheridge & Grandey, 2002). Rasim & Mustafa (2017)
distinguished emotional work and emotional labor such as emotional work is carried out in
personal capacity and not paid, however, emotional labor is expected and thus paid.
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Brotheridge & Grandey (2002) argued that employees sacrifice their natural emotions to be
rewarded at workplace by controlling negative emotions and displaying positive. According
to Truta (2014) there are three key elements of emotional display at work; firstly, employees
want to integrate the word with the public, secondly, open the consumer's attitude and finally
give an order to the employer who is able to control the staff. The emotional worker is bound
to "try to personally manage the feelings desired by the organization during the interpersonal
transaction”, to control effort, planning and needs (Grandey, 1998). Studies have examined
the relationship between emotional labor (EL) and job satisfaction (JS) (Judge et al., 1997;
Cameron et al., 1994). EL increases JS because it can also express emotions and low
emotional resources (Ashforth & Humphrey, 1993). While others conclude that successful
management of knowledge-based applications can increase the sense of satisfaction in
employment conditions (Wharton, 1999; Pugliesi, 1999). Studies in different occupational
groups have sought emotional demands as an important stress factor in many workplaces (Liz,
Joyce, & Mick, 2016). Apart from other professions, teaching is described as a serious
emotional activity (Truta, 2014). Personal and other emotions require an efficient control of
the emotional state to the desired emotional station. Teachers are expected to protect their
students’ emotional levels and physical safety. They also need a model of successful
emotional management that behaves kindly and avoids any form of insult (Chentna, 2012). It
is suggested that the effect of emotional labor depends on job satisfaction (Truta, 2014;
Pugliesi, 1999; Xu, 2012). In the business context, there is probably a positive link between
emotional labor and job satisfaction. This study puts an end to the potential buffering role of
social work in relation to emotional labor, emotional exhaustion and job satisfaction. The
research carried out in business and management fields has led to the idea of an environment
favorable to work life balance and a combination of useful work related to other positive job
outcomes( Arnold, 2017).

A\ MacrOthlnk International Journal of Human Resource Studies

According to Kamal et al., (2016) emotion is a difficult psycho physiological practice of
personal mood through interaction with external and internal effect. Emotions can be
psychological reaction to situation at hand, an expressive reaction to an event and perceiving
experience in unusual circumstance (Housechild, 1993). According to Ayhan (2017), there are
as many as 5000 thousands reported facial expressions in various cultures. Emotional labor is
categorized into two broad categories; deep acting and surface acting (Ashforth & Humphrey,
1993). In the process of evaluating these two important strategies of EL, several researchers
distinguish different types of EL like deep acting and surface acting. Employees who are
involved in focusing deep on their inner feelings can express emotions and expectations.
There are two ways to do things that are deep, passive and active (Truta, 2014). In deep
passive action, the employee really feels the emotion they show. On the other hand, during an
active deep action, the employee must change his/her emotional relationship with the
situation. When a person uses only expressions of emotion to match emotional criteria with
an organization without changing feelings is considered as surfaces acting (Hoffmann, 2016).

According to Jaewon & Todd (2016) deep acting and surface acting are two techniques that
employees can use to control their emotions. Deep acting is an attempt by employees to feel
and think about the desired emotions in a unique workplace situation. However, Nilgun (2015)
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is of the view that deep acting is a process of exhibiting a proper facial expression. In
addition, to overcome the necessary organizational emotions, deep acting is used as a basic
tool (Ashforth & Humphrey, 1993). The deep acting workers not only treat their emotions,
but also modify them to respect the standard emotions of their clients (Grandey, 2003;
Ashforth & Humphrey, 1993). It is important to understand the client's feelings, and those
who participate in a deeper commitment also do so. Therefore, deep acting workers can help
to sympathize with natural emotions. Fundamentally, there are six general emotions:
surprise, disgust, sadness, fear, anger and happiness. It is interesting to note that there are four
negative feelings out of six. The anger, fear, sadness, disgust, gives negative emotion and the
others one like happiness and surprise give positive emotion (Robbins, 2011).

The surface acting is a category of emotional work in which the verbal, intentional and
nonverbal emotions are discussed. Surface acting is keeping the considered emotions
unchanged while changing the expressed behavior. EL is associated with stress as workers
and employees comprises of fake emotions and acting. Additionally, in the sub category of
surface acting, employees and workers are pre-occupied already with job responsibilities and
roles while on contrary, more expectations are attached in the role (Elizabeth, 2016). Surface
acting reproduces feelings which employees do not really feel their external appearances that
show the necessary feelings. In surface acting strategy, individuals modify the outward
expression of feeling in the administration of adjusting their internal emotions (Rasim &
Mustafa, 2017).

2.2 Job Satisfaction (JS)

The nature of Job Satisfaction (JS) refers to a person’s general attitude towards his work. An
individual with a high intensity of JS has a positive approach towards his work; someone is
not satisfied with his work has negative approach about work (Rutter & Fielding, 1988). JS is
a pleasant emotional exhibition resulting from the positive evaluation of the job (Furnham, et
al., 2006. When people talk about the employees’ attitude, most often does not mean JS. In
fact, both are often used interchangeably. JS has also been defined as the amount of the total
positive effect of the work (Griffeth et al., 2000). In some cases, emotional work can bring
positive results (Zapf & Holz, 2006). When the alignment of emotions between emotions and
expressions is exposed to “emotional harmony", it shows that there is a fit between the person
and the work.

Job satisfaction is an important job attitude of an individual, male or female toward their job.
It is the degree to which an individual likes or dislikes the assigned job. Job satisfaction is a
complex phenomenon and is a result of an assessment of number of job elements (Ismail,
Igbal & Adeel, 2018; Hanudin, 2016). Factors that are used to determine JS of peoples at
work include financial benefits, employee relations, work environment and role clarity
(Yeong & Kyoung, 2015). There is strong evidence in the literature that the negative
consequences of burning emotional work and job dissatisfaction (Brotheridge & Grandey,
2002; Maslach,, & Schaufeli, 1993). Khan (2012) states that low or high psychological stress
in wage earning employees can affect their psychological wellbeing. Therefore, job
satisfaction is a predominant phenomenon to get employees engaged and to enable them
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exhibiting emotional labor (Brotheridge & Grandey, 2002). Although, previous research
shows that job satisfaction (JS) is a complex phenomenon and extensively studied yet, it
requires scholarly attention to understand the underlying relationship of JS and EL in public
sector organizations. JS is a result of an assessment of number of job elements (Carolyn &
Lara, 2017). In order to achieve goals in organizations, the most complex issues are the
relevant rules, emotion of employees in the workplace. The position of an employee's
perception varies greatly between emotional expressions and real work (Pugliesi, 1999; Lee
& Chelladurai, 2017). However, employees encounter with the situational perplexity causing
them emotional dissonance (Lewig & Dollard, 2003). At workplace, employees face
conflicting situation with emotions expressed and emotions experienced that is emotional
dissonance (Lee & Chelladurai, 2017; Lazarus, 1991). Emotional dissonance may be different,
which may determine the reaction of workers to the workplace. Situational factors are
important, but employee perceptions are more important than all others (Lazarus, 1991).
Jaewon & Todd (2016) suggested that emotionally charged [positive emotions] can enhance
employees’ satisfaction and job commitment that are pertinent to the accomplishment of
desired organizational goals and objectives.

A\\ MacrOthlnk International Journal of Human Resource Studies

Job satisfaction assures the employees what they think about their work (Harari et al., 2018).
However, it is believed that real or false feelings about the display of emotional tasks can
have a positive or negative impact on performance (Carmeli, et al., 2007; Harari et al., 2018;
Hoffmann, 2016). Natural feelings can have a positive impact on performance. The
experience of the emotional labor will help to better understand more specific interventions,
such as a role to play, which has been examined in past studies (Azeem & Altalhi, 2015;
Hoffmann, 2016; Jaewon & Todd, 2016). Khan ( 2012) defined JS as a positive emotion
stating results from the evaluation of the job. Emotional labor (EL) and job satisfaction (JS)
showed inconsistent results (Dormann & Zapf, 2001. However, some studies have found a
positive relationship between emotional labor and job satisfaction (Kim et al., 2017; Kim,
2008). Further empirical studies have also confirmed that a positive relationships with
emotional labor and job satisfaction exists (Kaur, 2017; Kim et al, 2017; Erickson, 1991; Lee
& Ok, 2012). On the basis of literature it is hypothesized that:

H1: Emotional labor has significant (positive) effect on job satisfaction.
2.3 Emotional Exhaustion (EE)

According to Whiting, Donthu & Baker (2011) Emotional Exhaustion (EE) is an early stage
of physical and emotional impairment that is a result of more work in the organization and
cause continuous stress. EE is a feeling of being emotionally exhausted by work (Whiting et
al., 2011; Gaine & Jermier, 1983). In general, with the consumption of the resources, stress
level increases by taking into consideration the goal accomplishment under the resources
remaining. The diminishing of resources ultimately causes stress (Fulgate, Kinicki &
Ashforth 2004; Joeri, 2014). Commitment is the opposite of the emotional exhaustion that is
defined as "a positive, satisfying and professional mood, characterized by dedication” and it
has been suggested that a strong commitment can defend against the emotional exhaustion
(Lages et al., 2018; Martinez, 2017; Dust, et al., 2018). Teachers are in many respects at the

214 http://ijhrs.macrothink.org



ISSN 2162-3058

\ Macrothi“k International Journal of Human Resource Studies
A I“Stitute " 2018, Vol. 8, No. 4

heart of the community, as they act as educator’s role models for students, and colleagues.
However, these same activities and responsibilities can make them vulnerable to work-related
stress (Joeri, 2014). Work-related burden is a common condition in any occupation, and its
effects may vary depending on the evolution of individual and condition. Therefore, it is
important to study the momentary changes in real time in these factors and their relationship
with experienced EE (Mart mez, 2017).

EL is the process of managing emotions and expression to meet the emotional needs of the
mind (Lazarus, 1991; Lee & Chelladurai, 2017; Zapf & Holz, 2006). Above all, employees
expect to regulate their emotions with customers, colleagues and seniors (Dust, et al., 2018),
involving, decision-making about expressions, whether they are real or not, and the opposite
suppress feelings, but not expressions (Carolyn & Lara, 2017). There is evidence that EL can
affect employees because it often takes a psychological effort to regulate emotions in order to
meet professional expectations (Bushra & Yasir, 2014). Front line service providers with
direct interactions with customers need to present their feelings as desired by management
and expected by a customer. Chetna (2012) stated that front line service provider’s exhibit
expressions that are not real but such feelings or expressions are expected of them.
Particularly strong relationships have been found between EL and EE (Brotheridg & Grandey,
2002). It can be argued that emotionally demanding time can take away the sense of personal
achievement and increase negativity for oneself and for work (Furnham, et al., 2002). EE is a
reliable response to the continuous demands of emotional regulation, but relationships with
the other two dimensions of exhaustion (fewer emotions and fewer emotions of personal
success) are also possible in the teaching profession. Continued EL can lead teachers to
depersonalize them due to their low sympathy and their more insane attitude (Diefendorff,
Croyle, & Gosserand, 2005).

EL as a major component of EE bearing in mind that the worrying for these conditions in a
person because it is less stressful than involving body rather than shared emotional distress
(Aleksandrai et al., 2017). EE, a core dimension of burnout, is a necessary stress connected
reaction with depleted energy to figure related problems caused by excessive psychological
and emotional demands that happens throughout individuals' work with employees. Gabriel,
Daniels, Diefendorff, & Gregura,( 2015) have found that EE required to organize quality
standards is detrimental to personal prosperity. Especially, emotional work can be
emotionally exhausted lack of energy, and lack of emotional resources (Schermuly & Meyer,
2015). Further, they have explained that when workers are involved in surface act, they may
suffer emotional dissonance resulting in psychological stress that leads to EE. There was
evidence that EL was positive at EE and JS developing effective measures to improve the
profession (Dust et al, 2018; Halbesleben & Bowler, 2007). The present study examines
relationships between EL and EE and JS. On the basis of literature it is hypothesized that:

H2: Emotional labor has significant (positive) effect on emotional exhaustion.
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2.4 Theoretical Framework

Emotional

Exhaustion

Emotional

Labour

Job
Satisfaction

3. Methodology
3.1 Methods

Data for this study were collected during a study program at post-graduate level. the
underlying rational and reason to select faculty members as our study population and sample
is that most of the public sector universities employ both male and female in faculty positions
and display of emotions to actuate students is of paramount importance (Hansen, &
Mendzheritskaya, 2017). Also, job satisfaction among faculty members in public sector
universities has been a question of concern over the past few years (Rosser, 2004). A random
sampling technique was used to collected data from targeted population. A total of 435 were
questionnaires were distributed among faculty members of the public sector universities in
AJK region of Pakistan. Total 227 questionnaires were returned, however, due item
non-response, 208 questionnaires were selected for analysis.

3.2 Measures

To collect that data, questionnaire was designed in English, as we did not assume any
difficulty for faculty members to understand the questionnaire contents and context. We have
collected data on 5 points Likert Scale ranging from “1=Agree, 2=Strongly agree, 3=Neutral,
4= Disagree, 5= Strongly disagree”. To measure, emotional labor, 06 items scale of
Brotheridge & Lee (1998) was used. The scale’s alpha reliability in this study is .712.
Cammann, Fichman, Jenkins & Klesh’s (1979) 05 items scale was used for job satisfaction.
The scale’s alpha reliability in this study is 0.758. To measure, emotional exhaustion, 09
items scales of Jackson (2012) was adopted. The scale’s alpha reliability in this study is 0.816.
We have used demographic as control variables for our study.
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Table 1. Sample Characteristics

Characteristics Percentage
Gender

Male 76.9
Female 23.1
Age (Years)

25-30 28.4
31-35 35.3
36-40 24.2
41 and above 12.1
Qualification

Masters 58.6
Above Master 41.4
Experience (Years)

<=1 20.2
1-2 Years 5.9
2-3 Years 34.8
>3 Years 39.1
Marital Status

Married 275
Unmarried 72.5

4. Data Analysis and Results

In the Public Universities of Azad Jammu and Kashmir, response from 208 teachers was
collected, out of which 48 were female and 160 were male.

SPSS 23 software was used to analyze the data. Main tools which were used were reliability
analysis, descriptive analysis, correlation analysis and regression analysis. First, reliability,
means, standard deviations, and inter-correlations between the variables were computed.
Second a series of regression analyses was done by controlling demographic variables.

Table 2. Descriptive Statistics

Total Respondents Mean Standard Deviation
(N)
EL 208 3.44 .83
EE 208 3.16 .84
JS 280 3.57 .88
Valid N 208
217 http://ijhrs.macrothink.org



- ISSN 2162-3058
Institute™ 2018, Vol. 8, No. 4

Table 2 explains the mean EL, EE and JS have the means values of 3.44, 3.16, 3.5
respectively.

A\\ MacrOthlnk International Journal of Human Resource Studies

Table 3. Correlation

Gender Age Experience Education EL EE JS

Gender 1

Age 0.22 1

Experience -.042 496™%* 1

Education -174*  -135 -.069 1

EL .052 -103  .035 127 1

EE .001 -079  .022 155* 402%* 1

JS 021 071 -0.55 076 A489**  313** 1

*, Correlation is significant at the 0.05 level (2-tailed).

**_Correlation is significant at the 0.01 level (2-tailed)

N. 208

EL=Emotional Labour, EE=Emotional Exhaustion and JS= Job Satisfaction

Table 3 shows that emotional labor (EL) and emotional exhaustion (EE) are significantly and
positively correlated with each other (r=.402**, p<.01) and emotional labor (EL) and job
satisfaction (JS) are also significantly and positively correlated with each other (r=.489**,
p<.01).

The regression analysis was conducted which explain the dependence of emotional
exhaustion, job satisfaction (criterion) on emotional labor (predictor).

Table 4. Regression Analysis

No IV DV Beta R R2 AR F Sig
1 Emotional labor  Job Satisfaction 515 532 283 .264 68.11

*kk
2 Emotional labor Emotional exhaustion .377 A37 188 .167 31.04  ***

Correlation is significant at 0.01 level (2-tailed)
N=208

The table above shows overall model summary. Here, R is the square root of r square. The
value of R square shows the correlation of dependent and independent variables.

Hypothesis 1

Emotional labor has significant (positive) effect on emotional exhaustion. Our results
supported this relationship and found that EL is positively related to JS, as indicated by
regression coefficient (= .515, p< .05), supporting.

Hypothesis 2
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Emotional labor has significant (positive) effect on emotional exhaustion. Results supported
this relationship and found that EL is also positively related to EE, as indicated by regression
coefficient (8= .377, p< .05).

H International Journal of Human Resource Studies
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Table 5. Summary of Results

Hypothesis Result
Emotional labor has significant (positive) effect on job satisfaction. Supported
Emotional labor has significant (positive) effect on emotional exhaustion Supported

5. Conclusion and Recommendations

This study was conducted to find out the role of emotional labor on emotional exhaustion and
job satisfaction in public sector universities of AJ&K. The current study found a significant
positive relationship between emotional labor (EL) and emotional exhaustion (EE), also
emotional labor (EL) and job satisfaction (JS). EL is most important factor for the
organization as it is the only item that can enhance the performance of employees and achieve
the goals and objectives of the organization (Hochschild, 2010)..Results of our study
indicated a significant positive relationship between emotional labor and emotional
exhaustion and also between emotional labor and job satisfaction. Emotional labor can put
employees in a state of going an extra mile to achieve goals and objectives and particularly in
teaching profession, teachers place extra importance on working after hours thereby
demonstrating emotional labor and maximizing job satisfaction. Thus, it can be concluded
that emotional labor is a strong predictor of emotional exhaustion and job satisfaction.

5.1 Managerial Implications

The study provides valuable information on the effects of emotional labor on the staff. The
search for excellence in services and results of emotional labor required emotional
management as a new model. The results of current study recommend the top management of
public universities of AJ&K that they should try to motivate their teachers by to display
emotional labor to increase their job satisfaction.

5.2 Limitations and Future Direction

There is no study without limitation so as this study. The responses were cross-sectional in its
nature and data were collected from employees only, therefore, a common method bias might
have an impact on results obtained. Further, it is logical to believe that situational factors on a
given day and time can affect the responses of the employees. There are many other variables
that lead to motivation not only EL. Like emotional intelligent, social support, salaries
packages and. organization culture etc. Due to a small sample size the results of study are not
generalized to whole population.
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