
www.ijcspub.org                                        © 2022 IJCSPUB | Volume 12, Issue 3 September 2022 | ISSN: 2250-1770 

IJCSP22C1263 International Journal of Current Science (IJCSPUB) www.ijcspub.org 344 
 

The Role of Affectivity and Organizational Social 

Support in Predicting Emotional Labour and Its 

Consequences in Service Sectors. 
 

Dr. Payal Kapoor and Prof. Rashmi Kumar 

Department of Psychology 

University of Allahabad, Prayagraj, India 

 

  

 
ABSTRACT 

   The typical characteristics of jobs in the service industry demands extensive emotional regulation on the part of their 

employees during their customer service interactions, resulting in the experience of Emotional Labour. Over the years, Service sector 

organizations are facing many challenges due to inadequate management of emotions by the employees. This study attempts to 

investigate the role of affectivity and organizational social support as an antecedent of emotional labour in service sectors. The study 

also seeks to investigate the role of emotional exhaustion and intentions to quit as the consequent variables of emotional labour. For 

this purpose, convenience sampling technique was used for data collection through questionnaire. A total of 319 employees belonging 

to three different types of service organizations across public and private sectors participated in the study. It was hypothesized that the 

selected variable would be significantly associated with emotional labour. However, the obtained results only partially supported the 

hypotheses. The study highlighted the need of organizational interventions to develop adequate emotional competence among 

employees for superior performance.  

Keywords: Affectivity, Perceived Social Support, Emotional labour, Emotional Exhaustion, Turnover Intensions. 

I. INTRODUCTION 

Emotional labour has been the focus of organizational behavior researches from the past few decades (Grandey, 2000). It has 

emerged as an extensive topic in organizational behavior research owing to its importance and implications on the organizations 
(Harini, C., 2013). Previous researches have also proposed that Emotional Labour could positively and negatively influence individual 

and organizational performance.  By looking at such arguments, we come to know how importance the concept of Emotional Labour 

is in the context of organizations and its relevance is poised to increase only in the future. Over the years, the Service Sector in India 

is often characterized by extensive emphasis on customer satisfaction and effective service delivery (Monaghan D. M., 2006). An 

inevitable effect of the expansion of traditional market to digital purchasing platform, whereby  employees’ right attitude and positive 

perceptions become essential in creating an overall product image.  

Though the service sector in India is growing tremendously along with the global trend however there are certain critical issues that 

need to be address. Researchers have reported that along with the phenomenal growth of the service sector, there has been a 

corresponding increase in the level of stress, dissatisfaction among the employees (Muchinsky, P. M., 2000, Hayes, S. & Kleiner, 

B.H., 2001).  Studies have highlighted that the typical characteristics of jobs in the service industry demands extensive emotional 

competence on the part of their employees. The requirement to act in a friendly and positive manner with customers and to give them 

a greater sense of welcome often results in high stress and low job satisfaction among the employees and the consequences of which 

have not properly attended by the organizations( Schaubroeck, J, & Jones, J. R. 2000; Bono, J. E., & Vey, M. A. 2005).  

Numerous antecedents of Emotional Labour have been proposed in the literature, from organizational level variables to dispositional 

variables. If we look at the literature, we find that researches done on the antecedents of Emotional Labour have focused solely on 

either organizational level variables (Brotheridge & Lee, 2002; Grandey, 2000; Morris & Feldman, 1996) or situational factors such 

as routineness of task, form of interaction, job autonomy (Morris & Feldman, 1996), or training (Kruml & Geddes, 2000) or 

dispositional factors such as gender, role identification, emotional intelligence (Morris & Feldman, 1996). Very few studies, 

particularly in India have examined how individual, job and organizational factors act as antecedents to Emotional Labour (Gupta, B., 

& Mishra, S., 2011; Satyanarayana, S. V., & Shanker, S., 2012). Ideally these antecedents could help the organization to identify the 

http://www.ijcrt.org/


www.ijcspub.org                                        © 2022 IJCSPUB | Volume 12, Issue 3 September 2022 | ISSN: 2250-1770 

IJCSP22C1263 International Journal of Current Science (IJCSPUB) www.ijcspub.org 345 
 

possible individual and organizational factors that would contribute in effective dealing of the Emotional Labour requirements of the 

job and consequently will help to reduce its negative impact on employees and organization as a whole. 

 

As far as the consequences of Emotional Labour are concerned, previous researches have put forward both positive and negative 

consequences of Emotional Labour. Emotional Labour has been linked to burnout, lower service performance (  Schaubroeck & 

Jones, 2000; Brotheridge and Grandey, 2002), emotional dissonance and job dissatisfaction (Hochschild, 1983 & Grandey, 2000). A 

meta- analytic study conducted by Bono & Vey (2005) pointed out the association between Emotional labour and poor physical & 

psychological health. 

 

Even though earlier empirical evidences confirmed the existence of both positive and negative outcomes, majority of the studies 

regarded Emotional Labour as the cause of stress and considered it as the antecedent leading to negative outcomes (Choi, Y.G, Kim, 

K. S. & Kim, and S. J. 2014).  It was observed that there is less empirical support for the relationship of Emotional Labour with its 

antecedents like Affectivity and Organizational social support along with its consequences like Emotional exhaustion and intention to 

quit, particularly in the context of Indian service sector. Present study aims at filling this academic gap in the literature and focus on 

the investigation of the impact of these variables on the experience Emotional labour in service sector scenario.  

 

A brief description of the selected variables of interest for this study is given below:  

1. Affectivity:  

In simple words, Affectivity may be defined as a general tendency of an individual to experience a particular mood, either positive or 

negative and thereby reacting to events and situations in a particular way (Morris & Feldman, 1996; Abraham, 1999). There are two 

basic types of affectivity: Positive Affectivity (PA) and Negative Affectivity (NA). Affectivity is considered positive when an 

individual experiences positive mood states, most of the time and feels enthusiastic and optimistic about things and situations, 

whereas affectivity is considered negative when the mood states are unpleasant and corresponds to the aversive feeling of pessimism ( 

Grandey, 2000).  

Review of literature has suggested that the affective dispositions of individuals will influence the way they evaluate and perceive the 

display rules requirement at work (Schaubroek & Jones, 2000). When an  employee with positive affect state  is required to display 

positive emotions during a service interaction, this individual may perform such Emotional Labour comfortably and with lesser 

degree of ‘acting’ as there exists a congruency between his felt emotions and expressed emotions thereby, experiencing less of 

Emotional Labour. In contrast, when an individual with negative affect state is asked to display positive emotions, this individual may 

express such emotions with a greater degree of “acting,” and will be more aware of this effort and will experience higher Emotional 

Labour. Thus, it may be hypothesized that negative affectivity will be positively related with the experience of Emotional Labour and 

positive affectivity will be negatively related with the experience of Emotional Labour. 

2. Organizational Social Support  

  Organizational social support refers to the support an employee receives from his supervisor and coworker that helps in 

creating a positive working environment.  Cohen & Wills (1985) suggested that Social Support increases the sense of personal control 

of the employees over their job and also enables them to cope better with job stressors. Research by Hochschild (1983) indicated that 

employees are able to vent out their frustrations related to the customers without violating the organizational display rules if they have 

strong social support. The emotional support provided by the coworkers helped to lessen the strain associated with the customers’ 

dealing (Baruch-Feldman, Brondolo, Ben-Dayan & Schwartz, 2002).  

 

 Social support from supervisors and co-workers enhances companionship that facilitates healthy emotional exchanges and creates a 

supportive and conducive working atmosphere in the organization. Further, if employees have strong supervisors and co-workers 

support then this may help them to deal with the outcomes of Emotional Labour effectively.  It can, thus be hypothesized that the 

more the supervisory and coworkers support employees experiences, the less will be their experience of Emotional Labour. 

3. Emotional Exhaustion 

  Emotional exhaustion is the state of depleted energy caused by excessive emotional demands made on people interacting 

with customers or clients, and involves “feelings of being emotionally overextended and exhausted by one’s work” (Maslach, C., 

Jackson, S. E., & Leiter, M. P. (1996).Review of Literature has suggested that emotional exhaustion is one of the most-often-cited 

consequences of Emotional Labour (Hochschild, 1983; Rafaeli & Sutton, 1987; Wharton, 1993; Morris & Feldman, 1996; Grandey, 

2003; Kruml & Geddes, 2000). According to Hochschild’s (1979) research, employees who cannot separate their “true self” and 

“acted self” are more vulnerable to the experience of emotional exhaustion.  

 

To answer the question of whether or not faking emotions increases or decreases emotional exhaustion, researchers have suggested 

investigating this issue from the standpoint of role conflict theory (Rafaeli & Sutton, 1987; Morris & Feldman, 1996). Role conflict 

involves conflict between the needs and values of a person and the demands of others in his or her role set .Therefore, based on the 

role conflict theory, it is assumed that there will be a positive correlation between emotional labour and emotional exhaustion.   

It may thus be proposed that higher the level of Emotional Labour experienced by an individual, higher will be the level of emotional 

exhaustion.  

4. Intention to Quit 

 In simple words, Intention to quit may be defined as employees' willingness to quit their job. Intention to quit refer to 

deliberate and conscious willingness of an employee to leave the assigned job due to his/her dissatisfaction with the job or might be 

some other reasons like better employment opportunities (Côté S.,  & Morgan L. M. (2002). 

Both Hochschild (1983) and Grandey (2000) argued that continuous regulation of emotions results in physiological arousal and since 

it is perceived as a stressful activity, employees might intend to leave their jobs. Several researchers have suggested that withdrawal 

behaviors may be an outcome of Emotional Labour (Abraham, 1999; Brotheridge & Lee, 2002, Monagham, D.M., 2006). According 
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to Grandey (2000), the very fact that an employee performing extensive emotional labour is, in fact, an indicator of person- job 

mismatch. In support of these arguments, Coté and Morgan (2002) found that suppression of negative feelings was positively related 

to employees’ intentions to quit. 

 Thus, based on the above observations it may be hypothesized that there will be significant positive relationship between the 

experience of Emotional Labour and the employee’s   intentions to quit the job. 

 

II. OBJECTIVES 

 To explore the nature and understanding of the concept of Emotional Labour by the Service Sector employees.  

 To explore how Affectivity and Organizational Social support serve as to influence the experience of Emotional Labour. 

 To examine the relationship of Emotional Exhaustion and Intention to quit as a consequent variables of Emotional Labour.  

 

III. HYPOTHESES 

 H1 :   Higher the positive affectivity,  the lower will be the emotional labour experienced 

 H2: Higher the negative affectivity, the more will be the experience of emotional labour. 

 H3: Higher the Supervisory Support, the lower will be the experience of emotional labour. 

 H4: Higher the Coworkers Support, the lower will be the experience of emotional labour. 

 H5: Higher the level of Emotional Labour experienced by an employee, greater will be the degree of Emotional Exhaustion 

experienced. 

 H6: Higher the experience of emotional labour, the higher will be the intention to quit. 

 H7:  Affectivity will significantly predict variance in the experience of emotional labour. 

 H8: Organizational social support will significantly predict variance in the experience of emotional labour.  

 

IV. METHODOLOGY 

A survey design was used to collect data from three banks, hospitals and retail service sectors. The survey questionnaire consisted of 

tools which are administered to the respondents selected through convenient sampling. The current research used a booklet 

comprising of the measures of the selected variables. The beginning of the questionnaire furnishes biographical information, followed 

by details related with the nature of the questions to be asked for, a brief note of confidentiality and look for informed consent of the 

respondents in the study. The questionnaire consisted of 8 parts. The participants were asked to fill certain demographic details like 

age, gender, academic qualifications, designation etc. 450 set of questionnaire was distributed to the service employees of six different 

private and public service sector (Bank, Hospitals and Retail) located in Prayagraj district of U.P.  Out of 450 questionnaires, 319 

completely filled questionnaires were returned. 

 

        V.  MEASURES:  

Affectivity was measured with the help of the Positive and Negative Affect Schedule (PANAS) developed by Watson, Clark, and 

Tellegen (1988). It is composed of 20-items. It is rated on a 5 point Likert- scale ranging from very slightly to not at all or extremely 

.To measure Supervisory support, a scale developed by Greenhaus, Parasuraman & Wormley ( 1990) was adopted. It consists of 9 

items. To measure coworkers support, a scale developed by Calpan, Cobb, French, Van Harrison & Pinneau. (1980) was used. It is a 

four item scale. To measure Emotional Exhaustion, nine items from the Emotional Exhaustion subscale of the Maslach, C., Jackson, 

S. E., & Leiter, M. P. (1996).were adopted. Intention to Quit was measured with the help of three items derived from the Job 

Diagnostic Survey ( Hackman & Oldham, 1975). Emotional Labour was measured by 11 items self constructed Emotional labour 

scale developed by the researcher. 

 

        VI. RESULTS 

Hypotheses Results: For the purpose of compiling data and generating statistical information, IBM SPSS (Statistical packages of 

Social Sciences) and Smart PLS software was use in the study.  Correlation and regression analysis was used for conducting statistical 

analysis. 

Major objective of the Study was to investigate the relationship between Emotional Labour, its antecedents and consequences in 

service sector organizations. The hypotheses were tested sequentially by testing the relationship between emotional labour, its 

antecedents and consequences. 
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Section 1: Correlational Analysis  

                                                 Table 1.1   Correlation between Emotional Labour and the Antecedents  

S.

N.  

Variable  Positive 

Affectivity  

Negative 

Affectivity 

Supervisory 

Support 

Coworkers 

Support 

Emotional  

Labour 

1 Positive 

Affectivity 

1     

2 Negative  

Affectivity 

-.72** 1    

3 Supervisory 

Support 

.59** -.55** 1   

4 Coworker 

 Support 

.51** -.48** .42** 1  

5 Emotional 

Labour 

-.38** .34** -.46** -.33** 1 

 Note: ** Correlation is significant at the 0.01 level  *Correlation is significant at 0.05 level. 

 

A correlational analysis between Emotional Labour and the antecedents revealed that all the variables are significantly 

correlated with each other. Emotional Labour is negatively correlated with Positive Affectivity (r =.38, p < .01), Supervisory Support 

( r=.46, p< .01), Coworkers support (r= .33, p< .01), and positively correlated with Negative Affectivity (r=,34 p<.01). 

                                                 Table 1.2   Correlation between Emotional Labour and the Consequences 

 

 

 

 

 

 

 

 

 

 

                  Note: ** Correlation is significant at the 0.01 level  *Correlation is significant at 0.05 level. 

A correlational analysis between Emotional Labour and the consequences revealed that both the variables are significantly 

correlated with each other.  Emotional Exhaustion (r= .42, p< .01) and Intention to quit (r=.41, p< .01) are positively correlated with 

Emotional Labour. 

Section 2 : Regression Analysis: To examine the role of Antecedents ( Affectivity, Supervisory / Coworkers support) while 

predicting Emotional Labour and its consequences, multiple regression was carried out. 

                            Table 2.1 : Predictors Of Emotional Labour 

Dependent Variable: Emotional labour 

Variables 

(predictor) 

 

Β Std. Error t-value R2 F 

Positive  

Affectivity 
.113 0.077 1.46  

 

 

  .25 

 

 

 

17.13 ** 

 

Negative 

Affectivity 
.005 .0078 .069 

Supervisory 

Support 
.279 0.068 4.10** 

Co-workers 

Support 
.088 0.062 1.41 

                    Note: *p < .05.   **p< .01 

The above table shows the multiple regression analysis for the outcome variable Emotional Labour. 25% of the variance in 

the criterion variable i.e Emotional labour was predicted or accounted for by the four predictors, F= 17.13, p<.01, R2 = .25. 

Supervisory support is the strongest predictor of Emotional Labour with 28 % followed by Positive Affectivity (11%), Co workers 

support ( 9%) ,  and Negative Affectivity (1%).  

 

 

 

S.N Variable  Emotional 

Labour 

Emotional 

Exhaustion 

Intention  

to  

Quit 

1 Emotional Labour 1   

2 Emotional 

Exhaustion 
.42** 1  

3 Intention to Quit .41** .16** 1 
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                                              Table 2.2: Predictors of Emotional Exhaustion 

Dependent Variable: Emotional Exhaustion 

Variables 

(predictor) 

 

Β Std. Error t-value R2 F 

Positive  

Affectivity 

.066 0.074 .89  

 

 

 

 

 

 

 

.32 

 

 

 

 

 

 

 

 

20.43 

Negative 

Affectivity 

.401 0.075 5.32** 

Supervisory 

Support 

.104 0.066 1.56 

Co-workers 

Support 

.055 0.059 .92 

Emotional 

Labour 

.324 0.054 5.98** 

 

The above table shows the multiple regression analysis for the outcome variable Emotional Exhaustion. 32% of the variance  in the  

criterion variable i.e Emotional Exhaustion was predicted or accounted for by these  five predictors,  F= 20.43, p<.01, R2  = .32.        

Negative Affectivity is the strongest predictor of Emotional Exhaustion with (40%) followed by Emotional labour (32%), supervisory 

support (10%), Positive affectivity (7% ),  and Coworkers support (6%)  

  

                                                         Table 3.21 : Predictors of Intention to Quit 

Dependent Variable: Intention to Quit 

Variables 

(predictor) 

 

Β Std. Error t-value R2 F 

Positive  Affectivity 

 

.182 0.077 2.36**  

 

 

 

 

.25 

 

 

 

 

 

15.70** 

Negative Affectivity 

 

.192 0.078 2.45** 

Supervisory Support 

 

.187 0.069 2.69** 

Co-workers Support 

 

.193 0.062 3.11** 

Emotional 

Labour 

.409 0.056 7.28** 

The above table shows the multiple regression analysis for the outcome variable Intention to quit.  25% of variation in 

criterion variable i.e Intention to quit was predicted or accounted for by these  five predictors ,  F= 15.70, p<.01, R2  = .25.Emotional 

Labour is the strongest predictor of Intention to quit with 41% followed by  co workers support (19%), Negative Affectivity ( 19%), 

Supervisory support (18%), and  Positive Affectivity (18%). 

 

VII. DISCUSSION: 

 

Antecedents of Emotional Labour 

One of the major objectives of the present research was to investigate the relationship of affectivity and organizational social support 

as antecedents of emotional labour in reference to service sector organizations. The findings related to these antecedents variables are 

as follows: 

A. Affectivity: 

 Positive and Negative Affectivity were identified as antecedents of Emotional Labour in the present study. It was 

hypothesized that higher the positive affectivity,  the lower will be the emotional labour experienced ( H1), which means that 

individuals with higher positive affect states will experience less emotional labour during service interactions and higher the negative 

affectivity, the more will be the experience of emotional labour (H2). Findings showed that Positive affectivity correlated negatively 

with  the experience of emotional labour (r = -.28, p< .01) and predicts 11% variance (H7), whereas Negative affectivity correlated 

positively with  the experience emotional labour ( r=.34, p<.01). The obtained result support the hypotheses and it can be concluded 

that Individuals with positive affective states tend to deal with the emotional display requirements of the organization more efficiently 

which might result in lower experience of emotional labour as compared to individuals with high negative affective states.  

  

In this connection, implications of previous studies were also found relevant to explain the negative relationship between 

positive affectivity and the experience of Emotional Labour which in turn lead to various positive outcomes. Rathi, N., Bhatnagar, D., 

& Mishra, S.K. (2013) suggested that when employees with positive affective states display positive emotions, it lead to positive 

evaluations of service quality by the customers which in turn lower the experience of emotional labour among the employees.  The  

finding of this study  indicate that employees with positive affectivity may be less likely to make an attempt to modify their actual 

feelings to be more positive in comparison  to the employees having negative affective states.  
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B. Supervisory Support 

One of the objectives of this research was to examine the role of organizational social support as an antecedent of emotional 

labour. It was hypothesized that higher the supervisory support, the lower will be the experience of emotional labour (H3). The 

obtained result supported the hypothesis which indicates that with an increase in supervisory support, the   experience of emotional 

labour decreases.  The findings revealed a strongly negative relationship between emotional labour and supervisory support ( r =..46, 

p<.01).  Further, it was also found that supervisory support individually predicts 27 % variance (H8)and is the strongest predictor of 

emotional labour among the two antecedents’ variables. 

 

C. Coworkers Support 

It was hypothesized that higher the coworkers support, the lower will be the experience of emotional labour (H4). The 

obtained result supported the hypothesis which indicates that with an increase in coworkers support, the experience of emotional 

labour decreases. The findings revealed a strongly negative relationship between emotional labour and coworkers support (r =-.33, 

p<.01).  Further, it was also found that coworkers support individually predicts 9% variance in emotional labour (H8). Individuals 

with high coworker support experience greater job satisfaction which declines slightly as the experience of emotional labor increases. 

On the contrary, individuals with low coworker support experience lower job satisfaction that increases as the experience of emotional 

labour increases (Baruch-Feldman, Brondolo, Ben-Dayan & Schwartz, 2002). 

Studies have quoted that Social support enable individuals to cope with job stressors and help in increasing their sense of 

personal control (Zapf, D., 2002).).Research by Hochschild (1983) indicated that strong social support enabled employees to vent out 

any negative feelings and frustrations and keep them alert from violating the role requirements and display rules of the organization.  

Further, the emotional support provided by coworkers help to lessen the strain associated with emotional labour. In line with this 

finding, it was reported in this study that supportive coworkers and supervisory support protect the employees from the negative 

effects of unfair treatment received at workplace.  

 

 Consequences of Emotional Labour 

Present study intended to examine the consequences of emotional labour in the service sector. These consequences were 

emotional exhaustion and intention to quit. The relationship of these selected variables with emotional labour has been discussed as 

follows: 

A. Emotional Exhaustion 

It was hypothesized in the study that higher the level of Emotional Labour experienced by an employee, greater will be the 

degree of Emotional Exhaustion experienced (H5).The result indicates that emotional labour is positively related with emotional 

exhaustion ( r=.42, p<.01) which indicates that as the feeling of emotional labour increases , employees will experience more 

emotional exhaustion.  Thus, the hypothesis was supported. Further, it was found that emotional labour is a strong predictor of 

emotional exhaustion with 32% variance.  However, all the antecedents’ factors together with emotional labour accounted for 32% 

variance in emotional exhaustion. 

Consistent with the finding of the current study, prior researches have also supported the preposition that emotional exhaustion is an 

important consequence of emotional labour   (Wharton 1993, Kumar, S., Shankar, B., & Singh, A.P. , 2010).  Notable studies have 

quoted that masking emotions has a significant influence on emotional exhaustion (Abraham, 1999; Bono & Vey, 2005; Kruml & 

Geddes, 2000; Morris & Feldman, 1997) and the excessive experience of emotional labour is associated with personal cost, which has 

a potential to influence emotional exhaustion (Ashforth & Humphrey, 1993).  

 On the basis of the finding of the current study and the studies done in the past, it can be interpreted that the relationship between 

emotional labour and emotional exhaustion has been found to be positive. However, it is also important to consider that certain 

individual job and organizational characteristics along with emotional labour contributes to the feeling of emotional exhaustion as 

well. 

B. Intention to quit 

It was hypothesized that higher the experience of emotional labour, higher will be the intention to quit (H6). The obtained result 

supported the hypothesis which indicates that as the experience of emotional labour increases, there will be an increase in the 

Intention to quit among the employees. The findings revealed a strongly positive relationship between emotional labour and intention 

to quit ( r =.39, p<.01). Further, it was also found the emotional labour is the strongest predictor and accounted for 41 % variance in 

intention to quit.  

 In Consistent with prior researches (Brotheridge & Grandey, 2002), this study also supported the notion that the experience of 

emotional labour may have different effects on the employees’ intention to quit their job in service sectors. Monagham, D.M., (2006) 

reported that it will be a costly affair for the organization if the employees leave the job   frequently. The results of this study suggest 

that service organizations can reduce personnel losses by discouraging the experiences of emotional labour which would in turn lower 

emotional exhaustion, turnover intentions among the employees. 

 

This finding implies that performing extensive emotional labour may gradually wear down employees, resulting in thoughts of 

quitting, and ultimately leaving the organization (Kaur, S., & Luxmi 2014)). Organizations therefore should react to the mounting 

consequences of emotional labour before employees choose to quit. The finding of this study have the potential to help organizations 

to shape emotional labour experiences in ways that may reduce employees’ desire to leave the organization. 
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VIII. IMPLICATIONS  

The findings of this research offer several implications for the organizations to follow. The study suggest to generate appropriate 

interventions programmes by the organizations to decrease the negative impact of customers service interactions in order  to reduce 

the related personal and organizational costs.  As the results clearly indicate that the experience of Emotional Labour, together with 

the selected antecedent variables predict the occurrence of emotional exhaustion, intentions to quit among the employees of service 

sector. Thus it is critical for the management to consider ways to acknowledge the Emotional Labour requirement of the job and equip 

employees with appropriate training to deal with the repercussions of customers’ dissatisfaction. Proper directions and knowledge on 

Emotional Labour skills should be offered to customer interface employees in order to generate favorable emotional experience 

during service encounters. Results of this research may facilitate the organizations to offer training to the employees in order to foster 

a quality service delivery. Emotional Labour, if nurtured effectively, may lead to various positive consequences both for the 

individual and for the organizations. 

IX. LIMITATIONS 

 The present research possesses some limitations. First limitation was the sample of research was limited to the Service sectors 

(Banks, Hospitals and Retail) located in the Urban area of the city. Service employees from the rural area should also be included in 

the sample.  The second limitation was that the information was only taken from the perspective of the Customers interface 

employees, employers or the customers’ perspective were not covered in this research.  Last limitation of the study was perceptual 

biasness due to convenience sampling. 

X.   FUTURE RESEARCH 

               To generalize the results of study, future research could be performed to study the antecedents and consequences of Emotional 

Labour in other service sectors like tourism industry, hotel industries, call centers, where the job demands intense performance of 

Emotional Labour as a part of service job. The respondents for this study were from different service sectors working under different 

designations. Future work may consider taking participants from a single service occupation in order to rule out the difference 

emerged in opinion due to occupational differences.  This study can be replicated to check the effects of demographic variables on 

emotional labour. Furthermore, this is a cross sectional study however longitudinal study can be done in future. 

 

                XI.   CONCLUSION 

               This study empirically tested the relationship of emotional labour with its antecedents and consequences in service sector. Moreover, 

the research supports the hypothesis that employee’s affective state and social support facilitates and develops in them the ability to 

display favorable emotions while interacting with employees. The research highlights the importance of interventions at managerial 

level to provide favorable support to the employees to develop requisite expertise of effective management and regulation of emotions 

during service encounters which in turn foster their performance enabling the organization to achieve sustainable competitiveness. 
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5. Brotheridge, C.M., & Grandey, A.A. (2002). Emotional labor and burnout: Comparing two perspectives of "people work". Journal of 

Vocational Behavior, 60(1), 17–39. 

6. Brotheridge, C.M., & Lee R.T. (2002).Testing a conservation of resources model of the dynamics of emotional labor. Journal of 

Occupational Health Psychology ,7 (1), 157-167 

7. Caplan, R.D. (1983). Person-environment fit: Past, present and future. In C.L. Cooper (Ed.), Stress Research: Issues fot The Eighties 

(pp.35-77). Ann Arbor, MI: Institute for Social Research. Communication Quarterly, 14(1), 8-49. 

8. Cohen, S., & Wills, T. A. (1985). Stress, social support, and the buffering hypothesis. Psychological Bulletin, 98(2), 310–357. 

9. Choi, Y.G, Kim, K. S. & Kim, S. J. (2014). A Study on the Concept, Dimensions and Consequences of Emotional Labour. The 

Standard International Journals transactions on Industrial, Financial & Business Management, 2(3),77-81. 

10.  Côté S., & Morgan L. M. (2002). A longitudinal analysis of the association between emotion regulation, job satisfaction,  and 

intentions to quit. Journal of Organizational Behavior.23, 947–962. 

11.   Grandey, A. A. (2000). Emotion regulation in the workplace: A new way to conceptualize emotional labor. Journal of Occupational 

Health Psychology, 5 (1), 95-110.  

http://www.ijcrt.org/


www.ijcspub.org                                        © 2022 IJCSPUB | Volume 12, Issue 3 September 2022 | ISSN: 2250-1770 

IJCSP22C1263 International Journal of Current Science (IJCSPUB) www.ijcspub.org 351 
 

12.   Greenhaus, J. H., Parasuraman, S., & Wormley, W. M. (1990). Effects of race on organizational experiences, job performance 

evaluations, and career outcomes. Academy of Management Journal, 33(1), 64–86 

       13.   Gupta, B., & Mishra, S. (2011). Effect of emotional labour on emotional exhaustion: a study of retail sector in India.      International 

Journal of Indian Culture and Business Management, 4(1), 73-87. 

  14. Hackman, J.R., & Oldham, G.R. (1975).Development of the job diagnostic survey. Journal of Applied      Psychology, 60(2),159– 170 

15. Harini,C.(2013).Through the years: evolution of emotional labour as a construct & ameasure. International Journal of Social Science 

&Interdisciplinary Research, 2(9), 121-130. 

16. Hayes, S. & Kleiner, B.H. (2001). The managed heart: The commercialization of human feeling and its danger. Management 

Research News, 24 (3), 81-95. 

17. Hochschild, A. R. (1979). Emotion work, feeling rules, and social structure. American Journal of Sociology, 85, 551-575. 

18. Hochschild, A.R. (1983). The managed heart: Commercialization of human feeling. Berkeley: University of California Press. 

19. Kaur, S., & Luxmi.(2014). Emotional Labour and Job Satisfaction among Nursing Staff. International Journal of Exclusive 

ManagementResearch, 4(1), 1-17. 

20. Kruml, S.M. and Geddes, D. (2000), “Exploring the dimensions of emotional labor: the heart of hochschild’s work”, Management 

Communication Quarterly, Vol. 14 No. 1, pp. 8-49. 

21. Kumar, S., Shankar, B., & Singh, A.P. (2010). Emotional labor and health outcomes: A review. Paper presented at the 13th 

International and 44th National Conference of Indian Academy of Applied Psychology (IAAP) on January 30th and 31st & February 

1st, 2009. 

22. Maslach, C., Jackson, S. E., & Leiter, M. P. (1996).Maslach Burnout Inventory Manual (3rd ed.). Mountain View, CA: CPP, Inc. 

23. Monaghan D. M. (2006). Emotional Labor in Customer Service Work: The Perceived Difficulty and Dispositional 

Antecedents. Doctoral thesis, University of Akron, Akron, OH. 

24. Morris, J. A., & Feldman, D. C. (1996). The dimensions, antecedents, and consequences of emotional labor. Academy of Management 

Review, 21(4), 986-1010. 

25. Muchinsky, P. M. (2000). Emotions in the workplace: The neglect of organizational behavior. Journal of Organizational Behavior, 

21(7), 801–805. 

26. Rafaeli, A. & Sutton, R. I. (1989).The expression of emotion in organizational life. Research in   Organizational Behavior, 11, 1-42. 

27. Rathi, N., Bhatnagar, D., & Mishra, S.K. (2013).Effect of Emotional Labor on Emotional Exhaustion and Work Attitudes among 

Hospitality Employees in India. Journal of Human Resources in Hospitality and Tourism, 12(3), 273-290. 

28. Satyanarayana, S. V., & Shanker, S. (2012). Antecedents and Outcomes of Emotional Labor: A     study of employees in the hotel 

industry. European Journal of Commerce and Management Research, 1(1), 6-13. 

29. Schaubroeck, J, & Jones, J. R. (2000). Antecedents of workplace emotional labor dimensions and moderators of their effects on 

physical symptoms. Journal of Organizational Behavior, 21(2), 163–183.  

30. Watson, D., Clark, L. A., & Tellegen, A. (1988). Development and validation of brief measures of positive and negative affect: The 

PANAS scales. Journal of Personality and Social Psychology, 54(6), 1063–1070.  

31. Wharton, A. S. (1993). The affective consequences of service work: Managing emotions on the job. Work and Occupations, 20 (2), 

205-232. 

32. Zapf, D. (2002). Emotion work and psychological well-being. Human Resource Management Review, 12(2), 237–268. Zapf, D., & 

Holz, M. (2006).On the positive and negative effects of emotion work in organizations. European Journal of Work and Organizational 

Psychology, 15(1), 1–28.  

 

http://www.ijcrt.org/

