aolleailll Jgsl
Aghigllg apall e ayiig nggmdag

RVPEA (e gga.“ui
Lighgla ¥1g dus il poke g yuiil] ol and

Sladl daals

1y

Iy opn el Jles O SIS o fandaitll Sl ,ll i 3 LV Wb 1 Y ol 0y
ol e ol A . iMie SIS e | 5 (EMOLIVE ACTOMBO yoible 0t wn el s
Vbl Loy I VWY 0805 Bl ol S3T ol mibles pels oifl Osdo
U1 ol I ol il O oLyl Zaditll (1) s OF (e (L5 ¢ Jais &35 ol sraeS 8,05
IO o Slall 0 G Y1 ol ol O (65 LY Bl V) VLI sl 0l
oy ey Lo g 3l ST Lol 258 o Lulg) VL) S e 055l p il el
CVLEY Gam 5 eadl &5l Jaladly 2 sl plgll

330 dgm ooadd S 13 J3leddl i e Bl JUl s I3 s Ul
3 A s do ALl Lo 221 sl s Qi) ol sgior i padly Joddl 3 YY)
ol podl e Gadall

ABSTRACT :

In service industries, employees not only have to deliver high quality services,
but must also provide these services in a particular way. Many organizations specity
explicit rules to observe as part of their service performance (Hochschild, 1983,
such as to “serve customers with a smile” and/or to suppress negative emotions
toward the customers as part of the service performance. Consequently, employees

need to regulate their emotions in order to satisty organizational demands.
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Organizational demands to regulate emotions in accordance with these rules are
referred to as emotional labour (Brotheridge & Lee, 2003; Grandey, 2000,
Hochschild, 1983).

Mann (1999) found that more than two-thirds of frontline communications
mmplied emotional labor suggesting that these interactions require a strategy to
regulate one’s emotions. Two strategies that can be used have been discussed in
prior research. These strategies are surface acting and deep acting. Both have
differential and important 1mpacts on job attitudes and wellbeing. More
specifically, surface acting leads to negative outcomes such as emotional exhaustion
and job insatistaction, whereas deep acting 1s not necessarily related to emotional
exhaustion. On the contrary, it can lead to positive outcomes, notably job
accomplishment.

The present study examines the process of emotional labor as performed by
customer service employees. This research investigates some of the consequences
of performing emotional labor. Overall, this study provides a valuable contribution
to the Arabic literature on emotions in the workplace, and in particular it serves to

clarity the how the process of emotional labor aftects the service employee.
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