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Introduction
Emotions take up a large part of our lives. The direct and indirect 

presence of emotions can be seen in reasoning and rationality. 
Disregarding the emotions, their lack of management and neglect to 
express them, can cost a lot to humans.

Feelings are a part of organizational life, because organizations are 
made up of humans and humans also feel. The organization is the means 
by which people express, control, or deny their emotions, and on the 
other hand, they have the ability to modulate or intensify the emotions 
of individuals [1]. Management experts believe that organizations 
can achieve better performance by managing and organizing feelings. 
Thus, organizational emotion management is an important capability 
of organizations. This valuable resource can create a competitive 
advantage, and since it is a natural capability, imitation of it is difficult 
for competitors.

The emotional capacity of the organization, (1) Directs the 
employees in terms of promoting creativity, (2) coordinates the different 
feelings within the organization, (3) enables managers to be informed 
on time about the employees’ emotional state and their degree of 
satisfaction [1].

Today, most companies in their highly competitive environment 
focus on managing the emotional behaviors of employees [2]. 
Employees, who repress their true emotions or pretend to obey the 
rules, suffer from a contradiction between the excitement and the 
exterior [3]. In this regard, managers should prepare their employees 
in the field of excitement and show positive emotions in dealing with 
clients and provide them with the necessary training in their interaction 
with customers, because research shows that a positive relationship 
between positive emotional representation of service employees with 
customer satisfaction [4].

Thus, considering the importance of employee satisfaction in 
improving sales growth, reducing the cost of attracting new customers, 
creating competitive advantages, and finally the sustainable growth and 
development of the service sector, the present study seeks to answer the 
question whether the work-related emotions have a significant impact 
on intrinsic job satisfaction or not.

Emotional Labor
Emotional labor, or work-related excitement, refers to situations 

in which employees, especially those who serve customer service, 
are required to express excitements that may be different from their 
actual thrills [5]. There are different definitions of emotional labor. 
Kim believes that it is the emotional management as part of the role of 
work [6]. Someone else shows that emotional labor is the use of various 
strategies to express emotions in interaction with the client [7].

Emotional labor is a kind of personalized emotional regulation, 
so that the person has some special excitement from his job that is 
expected to show [5].

Studies show that at least two-thirds of the interactions within an 
organization are associated with emotional labor [8] and emotional 
labor is greatly influences organizational desirable results at workplace 
[3]. Also, it affects individual and organizational results, physical and 
mental health and job satisfaction as well as customer service quality/
customer satisfaction and performance [9]. In order to provide better 
customer service, researchers paid a lot of attention to the importance of 
emotional labor and emotion management in the interaction between 
service staff and customers [10]. Service marketing research shows that 
positive emotional behavior such as smile during service delivery has 
a positive impact on customer satisfaction [11]. Because the apparent 
quality of the service is defined not only by the behavior of the service 
staff and the manner of operation and the way of speaking, but also by 
their emotional adjustment, most service organizations encourage their 
employees to manage emotions and feelings in service interactions in 
order to increase customer satisfaction [12].
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In the meantime, managers are forced to use a wide range of 
emotions, including positive and emotional excitement, compassion, 
sympathy, thoughts, companionship and agility, due to the diversity 
and scope of their field. They must also have the ability to recognize 
which feelings they should have in every situation. That is, managers 
must manage and control their different types of emotions. This reflects 
the important role of emotional labor and the regulation of emotions in 
management [13].

Different levels of emotional labor

Emotional labor has two different levels as follows:

Surface acting: When a person expresses his excitement only in 
appearance to satisfy expectations, through facial movements, change 
of his tone, his position, and his hints, without realizing his feelings [14]. 
Surface acting occurs when the emotional staff is present, which includes 
the suppressed emotional feelings and the imitation of emotions not 
sensed [15]. Employees may be intimidated or unshaken by clients to 
offer intimacy and suggestion. For example, a flight crew may approach 
nerve travelers with a sense of sympathy and understanding [16].

The involvement of a person in surface acting often causes a 
cognitive/emotional disagreement between representing the emotions 
required by the organization and the real experience of feeling that 
ultimately leads to burnout [17]. Based on the theory of cognitive 
dissonance, which states that service workers are tense or abnormal 
when displaying emotions that are not in line with their main emotions, 
surface acting has a negative relationship with job satisfaction.

Deep acting: The process of changing the excitement in order 
to experience and express emotions is appropriate [18]. Deep acting 
attempts to correct internal emotions and external expressions to 
harmonize them with rules [19]. In deep acting, employees create the 
expected or needed excitement within themselves [10].

Service workers who often engage in emotional labor, are often 
more satisfied with their job. Adelman [20] indicates employees who 
show real emotions in the work environment, have more intrinsic job 
satisfaction than those who often use surface acting. Although deep 
acting requires effort to change the emotional state of an individual, 
many research has found that such efforts not only don’t lead to 
emotional exhaustion [21], but also lead to the spread of personal 
integrity, personal success and a sense of success [17]. Because deep 
acting does not include high levels of cognitive dissonance, it can lead 
to good status and increased job satisfaction.

Emotion Regulation Strategies
According to the theory of emotion regulation, individuals are 

involved in two different strategies for regulating their emotions.

Antecedent-focused emotion regulating

Processes data (input). Such strategies may be avoided, changed, 
or re-evaluated based on the potential emotional impact of some 
individuals or situations. Emotional labor is well aligned with this 
definition [22]. According to the theory of emotion regulation, 
emotional labor is the emotion control strategy in the job to successfully 
complete the interactions.

Response-focused emotion regulating

Processes output (output). These strategies address continuing 
emotional experiences, but they mostly emphasize physiological 

responses. Hence, emotional exhaustion is probably a good structure 
for this strategy [23].

The Relationship between Emotional Labor and Job 
Satisfaction

Job satisfaction is one of the most important concepts that have 
focused by many theoretical and fundamental efforts. This variable 
considered important at all levels of management and human resources 
of organizations. Job satisfaction is a set of evaluative feelings that 
employees have about their workplace [24]. Job Satisfaction is an 
important factor in the employee’s perception of how well the job 
and the work environment are. Employees with high levels of job 
satisfaction are more likely to provide better services and thus lead to 
more satisfactory customer satisfaction assessments of the quality of 
services provided, which ultimately lead to better financial performance 
for the company.

Since a person with high job satisfaction has a positive emotion 
toward his job and a person with low job satisfaction has a negative 
emotion, it can be expected that job satisfaction affects many other 
organizational variables. Several researches have shown that job 
satisfaction is one of the important factors in increasing productivity, 
compassion of employees towards organization, attachment to the 
workplace and increasing the quantity and quality of work, establishing 
good and human relations in the workplace, creating the right 
communication, raise the spirit, love and interest in the work.

Therefore, if organizations choose frontline service employees 
based on their interpersonal skills and individuals seek jobs compatible 
with their personality, the “fit” between job demands and personal 
qualities may be high in these positions, thereby leading to increased 
job satisfaction.

In the context of the relationship between emotional labor and job 
satisfaction, there are several studies. A review of these studies shows 
that research on the relationship between these two structures has not 
achieved similar findings.

•	 Some of them have found positive relationships between 
emotional labor and job satisfaction [20]. Positive consequences of 
emotional labor are found in studies that examine service staff that 
interact with customers or have jobs that engage enormously with 
customers [25]. For example, in a research conducted in banking sector 
and hospitals, it was shown that emotional labor is positively associated 
with job satisfaction [26]. Wharton also proved that employees who 
find emotional labor jobs more satisfying was probably attracted to 
such jobs because they possess personal qualities especially suited to 
working with the public. Also, the results of qualitative studies show that 
there is a positive relationship when emotional labor involves emotion 
management of others [25], and the reason is that this experience is a 
kind of Self-development and empowerment [27].

•	 Some of them have found negative relationships between 
emotional labor and job satisfaction [28,29]. For example, a study 
shows that emotional work undermines job satisfaction [30].

•	 Another group of studies has found a more complex 
relationship between emotional labor and job satisfaction that does 
not necessarily confirm a meaningful relationship between these two 
structures. For example, Yang and Chang found that there was no 
meaningful relationship between surface action and job satisfaction, 
but there was a meaningful and direct relationship between deep 
action and job satisfaction [31]. Two different studies made by another 
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researcher were led to contradiction. The results of first study show that 
those with more emotional labor do not have much job satisfaction, 
while the results of the second study indicated that emotional labor was 
not significantly associated with job satisfaction [20]. The contradictory 
findings of this study may be due to the nature of the jobs being studied. 
The first study is a job survey that requires a lot of emotional labor, 
while the second study examines a job that requires less emotional 
labor. Also these findings may be explained by the method of emotional 
labor undertaken, for instance, surface acting may lead to feelings of 
inauthenticity and consequently job dissatisfaction. Conversely, if an 
employee engages in deep acting this may lead to feelings of personal 
accomplishment and by extension, job satisfaction [32].

Gender Effect on Emotional Labor
Individual differences are important to consider in terms of the 

emotional experience, and gender matters in particular. Some scholars 
emphasize emotional labor in gender studies at work. For example, 
Grandey’s presents a number of personal and organizational factors that 
relate to emotional labor. She suggests five individual difference and 
personality variables that should be examined in relation to emotion 
management; gender, emotional expressivity, emotional intelligence, 
self-monitoring, and affectivity [3]. Hochschild’s [5] initial work on 
emotional labor focused on female flight attendants and she noted 
that women significantly outnumber men in the service industry. Her 
initial concern was that, due to their numerical superiority in service 
work, the negative aspects of emotional labor were disproportionately 
affecting women.

However, research has shown that women who perform emotional 
labor are significantly more satisfied than men who perform the same 
type of job [26]. This suggests that women may be socialized to handle 
the interpersonal demands of emotion management in service work, 
and this competency may lead them to have a more positive experience 
than their male counterparts. Perhaps this socialization may lead 
women to engage in deep acting to adhere to positive display rules, 
which should result in less emotional dissonance. In fact, Grandey [3] 
suggests that men may need more training in emotion management 
in a service setting. However, research has demonstrated a relationship 
between gender and emotional dissonance, such that women reported 
more cases in which they felt differently than they expressed [32]. It 
is possible that while more satisfied, women may have higher levels 
of stress or psychological ailments that are related to their successful 
suppression of feelings. The contradictory research on the effects of 
emotional labor on women may be explained by whether they engage 
in deep acting or surface acting. Deep acting may enable women to 
experience positive emotions, which may in turn result in increased 
affective well-being. However, surface acting while producing the 
appropriate expressive behavior, will lead to emotional dissonance 
which can lead to stress.

Researchers have found that the skills women give to organizations 
are often overlooked, and although they have a significant role in the 
organization, their efforts are not well compensated. Emotional labor is 
an individual effort to present emotions in the manner desired by the 
organization. It can be assumed that employers expect more emotional 
labor from their employees, have more effective engagement with 
customers, better internal relationships, and superior performance of 
the program. The results of some studies indicate that organizations that 
employ more women have been able to raise the overall performance of 
the organization.

Research Method
The current study considers emotion regulation process and 

intrinsic job satisfaction as one of the consequences of emotional 
labor. This review also emphasizes the role of gender as one of various 
individual factors affect the emotional labor process. Other factors like 
emotional intelligence, self-monitoring, affectivity etc. are also effective, 
which are not addressed in this study. A sample of 248 salespersons 
from 7 different chain stores participated in this study. Participants 
were required to engage in a significant amount of customer interaction 
as a part of their job. The sample was 54% female and had an overall 
mean age of 35, with a range from 21 to 56. Average work experience for 
this sample was approximately five years and ranged from six months 
to about 12 years.

Measures
To assess surface acting and deep acting, two three-item measures 

from [17], originally developed by Brotheridge and Lee were used 
[33]. The focus of these items was the particular service interaction 
an employee had just completed with a customer, not the employee’s 
preferred emotional labor strategy in general [10]. The response scale 
ranging from 1, “strongly disagree,” to 7, “strongly agrees.”

To assess job satisfaction, The Minnesota Satisfaction Questionnaire 
(MSQ) was used. This is a self-reporting measure, suitable for 
individuals of all school levels that can be administrated separately or 
individually.

The MSQ short form includes only 20 of the 100 original items, 
namely, the ones that better represented each of the original subscales [34].

The 20 MSQ-short version items are rated on a 5-point Likert scale 
(1 “very dissatisfied with this aspect of my job”, 2 “dissatisfied with this 
aspect of my job”, 3 “can’t decide if I’m satisfied or dissatisfied with this 
aspect of my job”, 4 “satisfied with this aspect of my job” and 5 “very 
satisfied with this aspect of my job”). Item responses are summed or 
averaged to create a total score - the lower the score, the lower the level 
of job satisfaction.

According to many studies, there are two subscales for this 
questionnaire: intrinsic job satisfaction and extrinsic job satisfaction. 
In this research, only intrinsic job satisfaction which is more associated 
with emotional labor is considered. Questions related to intrinsic job 
satisfaction have been extracted from Martins [35].

The internal consistency reliability of scales was measured by the 
Cronbach’s alpha coefficient. Table 1 shows alpha values for each of the 
study variables. All scales demonstrated good reliability, where an alpha 
value of 0.70 is the minimum considered acceptable [36].

Research Questions
An important aspect that must be considered is that emotional labor 

is gendered, in the sense that there clearly exists a sexual division of 
emotional labor [37]. Men are generally confided to tasks that demand 
aggressiveness and curtness. Men frequently find themselves in jobs 
where they must be aggressive towards those that transgress rules, 
while women are more likely to accomplish tasks while restraining 
aggression and anger toward others. Women generally are given tasks 
that demand nurturing, tenderness, sensitivity, and intuition. They 
are supposedly afraid of things that men are not supposed to fear and 
are often described as compassionate, charitable, agreeable, and kind. 
Furthermore, this sexual division of emotional labor exists between 
jobs and between workers in the same occupation.
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People differ in terms of how they construe themselves. Women are 
more likely than men to construe themselves in interdependent terms, 
meaning in terms of their relationships with others [38]. Given women’s 
intensified interdependent self-construal, we maintain that emotional 
behaviors are more important for women compared to men, and thus 
lead to a more emotional labor for women than men.

Question 1: Is there any significant difference between female and 
male employees in emotional labor?

Question 2: Is there any significant difference between female and 
male employees in surface acting?

Question 3: Is there any significant difference between female and 
male employees in deep acting?

Since gender is a two-level variable, it is necessary to use an 
independent t-test to examine the significance of the difference between 
the two groups of women and men and the probable difference between 
their views.

For this purpose, it must first be determined whether the variance 
of the two groups is the same. Given the Levine’s statistics and the 
significant values in Table 2, these values are greater than 5% for all 
research variables. Based on this, the equality of variance of all variables 
in relation to gender is confirmed.

Also, the results in Table 2 show that for all variables, the significance 
of the t test is less than the error rate of 5%, and therefore the difference 
in the views of women and men on these variables is significant. The 
average observed difference between two groups also suggests this, as it 
shows a large difference. 

Also, according to the mean values of variables presented in Table 
2 by gender, it is shown that the emotional labor and deep acting are 

higher for women and the value of the surface acting is higher for men.

Research Hypotheses
Regarding the described relationship between emotional labor and 

job satisfaction, the focus of this study is to examine the relationship 
between these two structures. Given the described emotional regulation 
strategies and considering that emotional labor is an emotion regulation 
strategy, the focus of the study is on the antecedent-focused emotion 
regulation strategy, and this study examines the effect from this view. 
Considering the different levels of emotional labor described, the study 
examines the effect of different levels of emotional labor on intrinsic job 
satisfaction [39,40].

Hypothesis 1: Emotional labor is positively correlated with intrinsic 
job satisfaction.

Hypothesis 2: Surface acting is negatively correlated with intrinsic 
job satisfaction.

Hypothesis 3: Deep acting is positively correlated with intrinsic job 
satisfaction.

The results of testing the first, second and third hypotheses of this 
study, which were carried out using the structural equation model using 
Smart PLS software, are presented in Table 3. Based on the numbers in 
this table, the Following results can be obtained.

The significant coefficient for the relationship between emotional 
labor and intrinsic job satisfaction is 2.245, so emotional labor affects 
intrinsic job satisfaction, and since the impact factor is equal to 0.447, 
this relationship is positive and has a moderate intensity. Thus, the first 
hypothesis of the research is confirmed.

The significant coefficient for the relationship between surface 

Variable name S. No Questions Alpha
Surface acting

1 I tried to actually experience the emotions I had to show to the customer. 0/920
2 I worked hard to feel the emotions that I needed to show to the customer.
3 I made a strong effort to actually feel the emotions that I needed to display toward the customer.

Deep acting
4 I just pretended to have the emotions I needed to display to the customer. 0/863
5 I put on a ‘mask’ in order to display the emotions my manager wants me to display.
6 I put on a ‘show’ or ‘performance’ when interacting with the customer.

Intrinsic job satisfaction
7 The chance to work alone on the job. 0/898
8 The chance to be somebody in the community.
9 The chance to do things for other people.
10 The chance to tell people what to do.
11 The chance to do something that makes use of my abilities.
12 The chance to try my own methods of doing the job.

Table 1: Questions and Cronbach's alpha values for research variables.

Variable Gender N Mean Variance Equation Test Independent t-test Mean diff.
Levine’s 
Statistics

Sig. t Sig.

Emotional labor Female 114 61/21 107/1 080/0 -0/013 009/0 69/1
Male 134 92/19

Surface acting Female 114 51/7 013/0 909/0 002/0- 003/0 17/2
Male 134 68/9

Deep acting Female 114 10/14 180/0 672/0 009/0- 002/0 86/3
Male 134 24/10

Table 2: Comparison of respondents' views based on gender.
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acting and intrinsic job satisfaction is 3.646, so surface acting affects 
intrinsic job satisfaction, and since the impact factor is equal to-0.371, 
this relationship is negative and has a low intensity.

Thus, the second hypothesis of the research is confirmed.

The significant coefficient for the relationship between deep acting 
and intrinsic job satisfaction is 7.668, so deep acting affects intrinsic 
job satisfaction, and since the impact factor is equal to 0.803, this 
relationship is positive and of great intensity.

Thus, the third hypothesis of the research is confirmed.

Also, this study examines the moderating effect of gender on 
relationship between emotional labor and intrinsic job satisfaction.

Hypothesis 4: Gender has a moderating effect on relationship 
between emotional labor and intrinsic job satisfaction.

The moderator regression analysis was used to examine the role 
of gender moderator in the relationship between emotional labor and 
intrinsic job satisfaction. As seen in Table 4, the interaction between 
gender and emotional labor increases the amount of explained variance 
of intrinsic job satisfaction from 0.38 to 0.45. Regression coefficients 
related to gender interaction and emotional labor indicates that this 
increase is statistically significant.

Conclusion
It can be said that the occurrence of real feelings and deep acting 

is one of the motivational factors of job satisfaction, which, if any, will 
result in job satisfaction, so that the person expressing his actual feelings 
and deep acting, his job satisfaction will be higher. Surface acting, 
however, are among the health factors of job satisfaction; their existence 
at a certain level is not result in job satisfaction and only prevents 
dissatisfaction. For example, if surface acting is above average, causing 
job dissatisfaction, as the individual constantly has to show unrealistic 
feelings. In this study, the level of surface action is lower than the average, 
which, however, can be said it does not provide job dissatisfaction, but 
these conditions also have no effect on the job satisfaction of individuals. 
But according to results of study, job satisfaction is provided when the 
amount of emotional labor is high in terms of real feelings and deep 
acting. Indeed, if people express their true feelings and take deep acting, 
they will have more job satisfaction, and if real feelings of individuals 
are consistent with the behaviors they are expected to have in the 
workplace, they will not only feel job satisfaction, but also they work 
with better quality. Therefore, it is suggested that appropriate feelings 
and beliefs that interested by the organization and lack or disagree with 
personnel, transfer to them by appropriate training courses. During 

these theoretical and practical training, the person will be exposed to 
deep acting along with encouragement and motivation, and over time, 
deep acting will become the true feelings of the individual.
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