
 

125 

  :العمل الانفعالي
  مفهومه وأثره على الفرد والمنظمة

  

 عشوي عبد الحميد.أ

 قسم علم النفس وعلوم التربية وا*رطوفونيا

  جامعة الجزائر

 

  :ملخص

I�0�� K@�u�0�� \  B1  ��?� B1 K �>���� �>= ���  ��f=@� �J :2&2���0�� K�O��#�� k�$ 9 �m0�@! ��
 ��2-'�= ��dS  zJ ����"QEmotive actorsW \2�<�= n+�31 � �>= ���2�" t ��2�� � �>= cHb) #�6

��2��#?" ��284) z �¼)" ,\2-'�=" \��=�� z �¼�  ��-b�� t �Í#H� I0�� K@�
-�@� ��3�" @ ^����
 ·�
-�@� k&
��  n��,+ K>���� ���6 ,���) :&���� .� n��+ �) B3&� >���" ,N�6 :�!�6 K�q�2&&8 ��#+
 �<s B1 K�
2H�� B1 E6�� ��O ·�
-�@� XH
0�� z2��+ ���  /�+ �¼C ,:2 �Ã@� K@�
-�@� ��# � �>��

2 �Ã� K@�
-�� k3� _= �� qd� � �#��� z=#����2=>0?� : �Y�1 : t ^b" B&�0� �1#�= �#� �4�1 B3�
?K@�
-�@� �
  B= XH
0�� :���H?� k1�
��  :'���� ��m�� 

 ��]�1 ��$ I&d
�� �� �f�� �����" �Ê��0�� �MJ B= : �?Ö� ����� �MJ �<s B1 �$�H�� �
��
� *R;�0�" ·�
-�@� k&
�� ��m-&  ^��
�0��  k&
�� 9 K@�
-�@� !�-�� : �ub _= :2Hd ����" �m�1 :2 �Ã�

��� ���� _= :&�����"t 
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 specify 

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 satisfy 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 

implied 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 impacts on job attitudes and wellbeing. More 

specifically, surface acting leads to negative outcomes such as emotional exhaustion 

and job insatisfaction, whereas deep acting is 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 

clarify the how the process of emotional labor affects the service employee. 
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B��sÈ� ��' B1 *?�� �) B3&� :�2
1 G�J��� !��6C� zm6 ��  ��f=@� IJ ��H,�@� )Fisk & 

Grove, 1996.(  

�8�1�� �8M�" )1991 (Schoemaker   :d2O" G!�= �J ��H,�@� X2�+ �) B1 zY��� _= *�� 
K�J��� _= X��0�� B1 ��� B&�0� ��� L) 9 �m�� �) B3&� *��6 ,L!�-�� X��0d� " ") ���a� ���£

 ���a� K�8��!� ���0+ �1#�=" ; z��8�dO ·�0�� " ,\
&0��� ��my :HO��1 K@�
-�� l�
� :R20�8
��!��? /�� >8 ,·�
-�@� k&
��  M¤�2$ �&�� Gardner �3�2+��1" Martinko Q1988 W k&
�� �� 

 :&��� ��H,�@� G��!� ��3�) B1 k3� 9 �m1�#�0O� �#x :HO���� K@�
-�@� l�
  ��2��� �J ·�
-�@�
:�2
1 t��H,�@� X2�0� :H����  k3�� B1 �q? kS&� ·�
-�@� k&
�� ��6 ��
�� �Mx" )Ashforth & 

Humphrey, 1993.(  

HO���� K@�
-�@� ��m�� l�� " ") l�= B;� q�� :1#s �>= _= ���2$) n?�0� ,�1 ^o�1 9 :
·�
-�@� l�
��  *2�� ��F� K@�
-�<� nRa�" l�
�� �MJ ,�=�F�� �
  ��-s� )Emotional 

Display( ،:�!�-�� !���&d� �6�q�0O� ") �¤H= k3F+ #o K��"XO B&�0� �J"t  ��4 B1 zY��� _="

��["� #8~� (1990) Rosenberg   _= q8�� �!�J (���� ��F� kS&� ·�
-�@� l�
�� �) _=

B��sÈ� !��6C�  :b�|� ���
�� _= G!�e�1" :6!�J K�X��+ 5ds (Rosenberg, 1990).  
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K�8 ��
� *0m? B1 Cote ��?��1" Morgan )2002 (·�
-�@� z2��0�� )Emotional 

regulation (K@�
-�@� l�= 9 I=���� z3u0��   z+ #o *�) B1 zY��� _= *��  /�� >8 ;��m&P� ��1)
 z2��0��" ·�
-�@� l�
�� ��6 ,\S$�H�� B1 #�#
�� ��' B1 :-d0��� K�ud,e�� B1 :=�&r �>
0O�

��m-�� �-� .� ��XF� ·�
-�@� Cote & Morgan, 2002)(.  

�#�" /��" �MJ Walden �2&O" Smith )1997 ( k&
�� ��m-1 �) #$ .� * �F0� ·�
-�@�
 !�mP� .� ��XF� >m2d36 ,I=>0?@� �-��� �>d= ��' B1 k&
0��� ·�
-�@� z2��0�� ��m-1 E1 XH8
 :2��
-�� :��$ z�#�+ k?) B1 X �
0�� 9 z3u0��" �=�F�� ��-s� ") :���2
1 :2��
-�� :��$ 5d| :�"MH��

:�2
1 )Pugliesi, 1999.( ��6 �و ��M  IJ ·�
-�@� z2��0��" ·�
-�@� l�
�� ,·�
-�@� k&
�
K@�
-�<� zm]�= �"��#� !��6C� ��  I�
� LM�� ��m-�� �-�� K�ud,e1t 

  :)Emotional Labor & Display of Emotion(العمل الانفعالي وعرض الانفعال  -4

 zJ�=�F1 ��  �"#Ã \-���� k8 ��  :2=���� K�O��#�� \H+zJ��"!) E1 >;�! 5 �,0+ @ :2�2�a� 

)Ashforth & Toumiuk, 2000 .( ��-���� ���� ,:2�£ ") :��-= :���,  X�0+ @ �=�F�� ��3�"
Iu,��� k2S&0�� ") 52&
�� k2S&0�� 5��' B= �1� z�@�
-�� l�= z2��0  )Hochschild, 2003 ( ؛

�#�0�� �1#�
6 ,:-d0w ��#J)" #b��1 >m�1 k3�"  j�=�F1 k�#
+ .� ^���� �
�� ,52&
�� k2S&0��
 *]�= k�#
+ .� ^���� #&
� Iu,��� k2S&0d� *1�#�0O� #�= >�2  ,: �d,�� l�
�� #=��o k��D �0$

:2ds�#�� j�=�F1 X�0+ �) �"! t:2��� B�u  �J��0��  52&
�� k2S&0�� _= 5d,� ��M�" )Faking in 

good faith (� ") #e��� ��8 ��� �J��0��  *2d= 5d,26 Iu,��� k2S&0�� �1) ,I�d0�� ��m&P� E1 :2�2�$ :2
 :2��� ��� )Faking in bad faith ( ,*0-2�" _= :�6�u�� k?) B1 XH
0�� #=���� kS0&� ^���� �C

 :&���� ") �� q�� G#=��1 k?) B1 �2�")Rafael & Sutton, 1987.(  

 k2S&0�� :2��fO� B&�0+Iu,��� )SA ( �2$ ,N�6 :�XH
0�� K�8�d��� 9 z3u0��" G��!��
 K��>���" K������ ,K������ ,*?��� K�XH
08 :2m-F�� XY" :2m-F�� X �
0�� z�+)Zapf, 2002 .(

 �J��0�� ���) B3&� >8Q���,b� W:1��0 @�   
�q�� ��-s� k?) B1Â2��� ,��3�+ �m��� ��3� �2u  ,
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K@�
-�@�" :2�2�a� K@�
-�@� B= ^d0v :]"�
�� t 52&
�� k2S&0�� �<s z0� ,��4 B1 �3
�� _="
)DA ( ,B��sÈ� E��� >dS1 *�-� ���o�  !�-�� ���� �2u  ,X �
0�� .� :6�]� �=�F��" ��36C�  z3u0��

 ��  #d2��J /�+ ��M�"`� �J 52&
�� k2S&0�� ���� _= G�#��K�M�� ���o� 9 %�Rh )Hochschild, 

1983: 569.(  

K�8 n�$" Cote ��?��1" Morgan )2002 ( #�= �1� K@�
-�@� z2��+ B3&�
5 ����� ��$ q8�&0�� ·�
-�@� z2��0�� L) ,:2d=�-0�� :¤2H�� K<s#1 )Antecedent-Focused 

emotion regulation ( K�J��� ��3+ �) #
  L) ,:2d=�-0�� :¤2H�� K�?�w #�= ") : �R0O@�
: �R0O@� ��$ q8�&0�� ·�
-�@� z2��0��  ��
� �1 �J" ,KX�) #o :2��
-�@� )Response- 

Focused emotion regulation .(L#���? #8~+" )2003 (Grandey  B�MJ �) !#e�� �Mx
·��0�� _= Iu,��� k2S&0��" 52&
�� k2S&0�� B1 k8 ���6��� z2��0�� B1 \=����t 

 � �#� ^d0w k3F  *8�#� ") ^o��� !�-�� �#
� �1#�= 5 ����� ��$ q8�&0�� ·�
-�@� z2��0�
K@�
-�� B1 *  �
F� �1 X2�0� :�"�¨ 9 t X2�+ _= *26 q28f�� z0� LM�� 52&
�� k2S&0�� k�>� �1 �MJ"
X �
0�� _= �J�"#  �3
�+ I0�� �=�F�� )Grandey, 2003 .(¡"�? !#�" Gross )1998 ( E �)

IJ" 5 ����� ��$ q8�&0�� ·�
-�@� z2��0�� ����) �m1�#�0O� B3&� I0�� K�2R2+�fO@� B1 ����): 
) − ^o��� ��20s� )Situation Selection :W:�2
1 ^o��1 n�� ") ��20s� 9 kS&0+t  

�− ^o��� k�#
+ )Situation Modification :W *d�#
+" ^o��� X2�+ 9 kS&0�"�2��q26�  

 
 − j�H0�@� E�[�+ (Attentional DeploymentQ :z0�"  q8�1 X2�+ *26j�H0�� ^o��� 9 !�-��t  

 !− 9�
�� X2�0�� )Cognitive change :W^��w k3F  jX�-+ z02� ,^o��� z22�+ !�
� *26t 
 \02R2+�fO�� �1) ,^o��� X2�+ :2��S��" ."C� \02R2+�fO�� B&�0+ X2�+ ���&�006 :
 ����" :S��S��

^o�&d� !�-�� ���!�t " B1 9�3�� �#��� �� �2� ·�
-�@� k&
�� B&�0+ I0�� ^;����� B1 #�#
�� ��3�
 ^o��� X2�0  5d
0� >26 :�"���QB;� q�� :1#s ��r 9 >2O@W :2�) >� �2� ^o��� k�#
+" ��20s� ��6 ,

 ·�
-�@� k&
�� 9 GXH8\+XsC� \02R2+�fO�� E1 :������  )Grandey, 2003.(  
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 �
  <S1 B&�0+ #o" ,^o��� ��$ !�-�� ��36) j�H0�� q28�+ X2�0  j�H0�@� *2?�+ G!�=� 5d
0+
K���8M�� �
  ��?fO�8 K�2R2+�fO@� " ,\
1 ^o�1 9 G�?��� K@�
-�@� nd� I0�� ��#$C�

#�6 9�
�� X2�0�� �1) Eo���� 9 *2d= �J �  :2 �Ã� �S8) :-e  ��#$C� X�-+ B&�0� )Gross, 1998 .(

» Gq8�&0�� :2R2+�fO�� �#�0�� LM�� E;�H�� ��6 ,#O�6 
�0�� *=�?�� ����) n]�Y �� [ E1 ^o�1 I-6
 q28f�� ��0Î #o" ;<S1 �� q�� ��31 *�-� ��e0� ��8 ^o��� z22�+ #2
� #o K<s#�� ��$ �d+ _=

 _= j#=��� �) *��� B1 �1 k8 ") k&
�� ��� �<s B��s£ B;� [ E1 �mF��= I0�� :2 �Ã�� K<=�-0��
 l�= �mHd,0� :2 �Ã� K@�
-��  ��
F����
-�@�h (Monaghan, 2006 : 12).  

 #=���� : �R0O@� 9 :S��S�� :���,�� _= ko) ¢�-+� ���J �) G����� *2�� �#� � " �2$ ,XH
0��
^e+ Hochschild )2003 ( �=�F�� B= XH
0�� B&�0� LM�� k2S&0��  IHd��� 52&
�� k2S&0��

#mP� B1 G!"#¨ :2&8 �MH  ��4 ��H� B3� ,:2�2�a� tK��-�) B1 k8 l��
� \$ 9 Aschforth 

L�-�" Humphery (1993Q  �,�� �MJ
-�� ��# � zm�3&� �>
�� ��  ��#8~� �2$ ,%� @ :2
2H' K@�
k2S&0�� nd,0+t 

 �"Ò��o" k�"�8 ,��"#��-2�! B1 k8 :O��! 9 �1�
�� k2du0�� #8~�" �MJ)2005 (

Diefendorff, Croyl & Gosserand,  kSD �2
2H' �x ��
F�� z0� I0�� K@�
-�@� B= XH
0�� �)
XH
0�� #=���� : �R0O<� �-d0w �S��� ���2s tl��
0� �MJ �) @� ¡!�?" k1��8 �;�0� E1 Kruml & 

Geddes (2000)  @" ,Iu,��� k2S&0�� E1  ke01 _= #0&� IHd��� 52&
�� k2S&0�� ��  �0db�+ \0d��
��&0�1 ·�
-�@� k&
�� K���31 ��$ I=�y ¢�-+� 52�A :�"�¨ ��q+ In press) (O’ Donovan et 

al.,.  

I�H�� I0�� :�2�a�"  *�) ��J �m2�� G�����`  ��8 �4���#�0O�  B= XH
0����
-��  I�2�$ ��# �
K� �R0O@�  ¡�2o" *O�2o \  ke-�� B3&�� XY B1 *�) ��H� ,����� *-b" B3&� :&���� �mHY�+ I0��

52&
�� k2S&0�� t X2�0� *0�"�¨ 9 <
6 !�-�� cR� �4�6��
-�@�   B3&0� @ *��6 *  �
F� LM�� :2=�" :���,
 \  ¢�-��  ��
F�� B1��
-�@�  I�2�a���
-�@�" 52&
�� k2S&0d� *1�#�0O� B= �F�� LM��h 

(Monaghan, 2006 : 4).  
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 X2�+" ,z2��+" ,5d| :,F� K�2R2+�fO� B&�0� ·�
-�@� k&
�� �) ����� B3&� 5HO � "
���� �2$ ,��?��� k&
�� ¢�,� 9 K@�
-�@� B= XH
0��  5��' B= �1� ·�
-�@� k&
�� [�R��  !��6C�

 52&
�� k2S&0��Q�=�F�� X2�+ W Iu,��� k2S&0�� 5��' B= ")QX �
0�� X2�+W  B= XH
0�� �<s B1 ")
:2�2�a� K@�
-�@�t 

  �
  ��]�
� E&0R�� 9 !��6�8 ����C�6 ,G#�#? G�J��  �2� ·�
-�@� k&
�� ��6 ��M�"
  K@�
-�@�,�¼"�
F0�� I0�� K@�
-�@� B= ����� ��  <&= �"!~� zm6�2��
-��  ��&�0H� �1#�=

��2
+ �1�� ���o #o ����8 ��" �0$ :�O~�� �x 9 :2u0�� ���d�" (Ashkanasy, Zerb & Hartel, 


�"�  ��qa؛ (2002F� ����3� � ��" �0$ z+�� zJ���$ ����) zm-O)" z¼q$ B= �"�
� �1#�= ") 

(Hochschild, 1983) .,GXS8 �>��� �MJ 9 :dS1C�"  �2$ ,^o���� jMJ \  :8fF1 :,�� ���J B3�
B0��  XF� Bolten )2005 ( ���  `  k&
�� .� �"#&
� ¡����·�
-�@�  ,!��6Ô� :H����  >2o k&� *�C

 z� B&�� *�C"����0O@� I=>0?@�h  (Bolten, 2005 : 50Q t >8�"�s£" ­���3�) XF�  �� 
 B3&� �� �O �J�84 z+ I0�� ^o�����J��H0=�  ��u&d� z2uF+ 7�q8I=>0?@� (Social lubricant)  9

!��6Ô� :21�2�� G�2a� (Ashkanasy et al., 2002Qt  B1 �qR8 ·�
-�@� k&
�� !��6C� qR�� ��M8"
 ,zmd&=k&
�� �"! K�Hd,0� : �R0O@� k?) B1 �MJ" XH
0��" l�
�� #=���  �&�� �1 ")t 

 k&
�� ��m-� K@"��+ G#= ���J·�
-�@� 
4>��� .� ¢�,0�� �$�H�� �"�� :2����� �,OC� 9 ,
��m-�� �MJ G��d  9 7��O I0�� :2O�OC� :
 �C� t 

  :(Emotional Labor Models) الانفعاليالنماذج المفسرة للعمل  -5

    k&
�� cd,e1 ��m� M�1·�
-�@� *2�� K���) LM�� Hochshild )1983 (
4>� E �) 7��3+ 

�!C� ��f�� 9 ·�
-��� k&
d� :2O�O): (Ashforth & Humphrey, 1993)        ،

(Grandey, 2000) ،( Hochshild, 1983)و ،(Morris & Feldman, 1996) . jMJ k8 5-0+"
 G��!� �) _= :
 �C� 
4>���K@�
-�@�  :&���� �J��H0+ I0�� XH
0�� #=��o �)" k&
�� B1 >m1 ��m�1 #
�
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 l�= 9 �2m2?�+ ��"! n
d+K@�
-�@�  :
 �C� 
4>��� jMJ B1 k8 ��6 ��4 .� :6�]��  ;k&
�� ����)
�� :2&2��0��" :�!�-�� �;�0��� B1 :=�&r [�+ k&
��  :,H+�·�
-�@� t �fF�� 5d,��� B1 zY��� _=" B3�

 �
  ���J ��6 ,:
 �C� K�m?�0�� jMJ *&O��0+ LM��K�6<0s@�  ��� �m�= zR�� I0��" �m�2  :��J�P�
��]��� ��$ �!C� ��f�� 9 l�&��� B1 t jMJ _= ����� N2d�+ k?C"K�6<0s@�  
4�&��� z=!"

*2�H+ z+ LM�� k2e-0�� B1 ���  
4�&� k8 .� �� >26 ¢�,0�� z0� ��O ,:O��#�� jMJ 9 t 

  : Hochshild (1983)نموذج هوشيلد  -5-1

7��8  Hochshild ·�
-��� k&
�� cd,e1 .� ���) B1 �") (Emotional labor)  9
 �x�08`X��� nd���h ) (The Managed heart2:  والذي������ �=�F�� G��!� �"��0�K@�
-�@�"  9

 k&
�� ��
+ �2$ ,K>����·�
-�@�  � `  l"�=" :2m?" X �
+ 5ds k?) B1 �=�F�� G��!� B1 ���
�?) k ��1 ��m&P� �u� :2&�?h (Hochshild, 1983 : 7) .XF+ >8 Hochshild (1983)  �� 

 G��!�K@�
-�@� Ho B1 z0+ 7��8 I0�� ��q? k3F+ ��2�� 7u]) ,N�6 :b�|� !��6C� G�2$ ��r 9 k
 B1 �qR8 XH
0�� #=��o ��H0+ K>���� B1 #�#
�� �) :b�s" ,!��6C� B1 XS3d� :2�m�� G�2a� B1 �XH8
 ��# � G�"Ì �m2-��1 _= l�-+ �1 �H��Y B;� q�� :1#s c��e1 ��6 ��S�� k2HO _=" ,k&
�� K�Hd,01

K@�
-�� :2]�1 K�1#s z�#�+ �#x B;� q�� E1 zmd=�-+ ����) :RmH��" �"Ò��t 
 K<=�-0�� B&�0� LM�� I$Ò�� ������ B1 :&md0�1:2=>0?@� �>6�P  Gofman 

)1959( ،�0
+ Hochshild   I�d0�� ��m&P� B;� q�� kS&� >�2  ,\dS&�� : �S&  zJ \-���� �� 
 ") :HF|� kS&� k&
�� Eo�1 �) \$ 9 ,l�
d�8���B k=�-0�� �MJ *26 z0� LM�� t ��  :S$�H�� /�+ >8

 G��!� :2d&=K@�
-�@�  �� \2O�O) \d3� M�0+ :Iu,��� k2S&0�� (Surface Acting)  k2S&0��"
&
��52 (Deep acting).  

       ,:2?��|� X �
0�� k�#
+ :2d&
  Iu,��� k2S&0�� 5d
0����0 @�8  !�?" B1 zY��� _= <S1
 X2�+ l�= !�-�� /#� G#;���� �=�F�� X2�+ :2d&
  NH+X6 52&
�� k2S&0�� �1) ,!�-�� /#� :2HdO �=�F1
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 ��# � k?C I?��|� �m���K@�
-�@� 3&�" ;:HO���� B1 \ �dOC� B�MJ #$) _= ��-���� #&0
� �) B
 k?): �R0O@� :&����  :b�|� XH
0�� #=��o K�Hd,0� WHochshild, 1983Qt  

 k&
�� ��$ #d2��J �m01#o I0�� ��36C� zJ) /#$�·�
-�@�  .� ."C� :?�#��  L!~� *��8
 I�m�� N����8 :2HdO �;�0�¢�f$@�"  �6��0�� B= \y���� g-���·�
-�@�  (Emotional dissonance) 

 ��# � *0�"�¨ ���? !�-�� j�Î LM��K@�
-�� :2�2�a� j�=�F1 E1 nO��0+ @" 56��0+ @ t �8M��  ��#P�"
 �6��0�� �)·�
-�@� k�#
0  ^���� ���� B�) ,Iu,��� k2S&0��  �O�O) NH+�� jX �
+  

(expressions) �2�"*+@�
-�� :2�2�a� (actual emotion) 52&
�� k2S&0�� 9 ��a� �J >8 t 
 �6��0�� .� :6�]�·�
-�@�  �&0��� k�#
0�� k?) B1 #mP� �M  ��6K@�
-�<�  L!~� #o k&
�� 9

 B3&� 4� ,\-���� _= :2HdO K�X��+ .� �sÈ� �J��H0=�  52&
�� k2S&0��" Iu,��� k2S&0�� \02d&= �
1
!�-d� :H����  \+#mr (Hochschild, 1983) . k&
d� :2Hd��� �;�0��� zJ) B= �1)·�
-�@�  z+ #�6

71#o B�) ,���#�� I
1�?" K��;�,�� I-2�1 7d&� :2=�� :O��! �<s B1 �mu2]�+ Hochschild 

)1983 (#e�� ,��u3�� �"��+ 9 ���6��8 :2Hd��� K�X��0�� jMJ B1 :=�&rK� �2���" ��tttÉ��t  

�o<,��" K#&= ,I?���2O�O ����1 B1 Hochshild (1983)  ¡�O) _= Bm�� ^2�e+ .�
 k&
�� K�Hd,01·�
-�@�  :�m1 k3�Q kS1 : :b�s XH
+ #=��o" �� q�� E1 G�&0�1 K<=�-+ B&�0+ Bm1

K@�
-�@� W:�m&d� Gq2  X��
1 �<� �6�+ _= ����  ��4" ,: (Hochshild, 1983; Van Hoorebeke, 

2005)   

Q1 W��m&P� E1 *?�� *?" ") K�e�� 5��' B= ��e+� !�?" t 
Q2 W :��$ 5d�  k1�
�� :H��,1:2��
-�� �� q�� ") k2&
�� /#� t 
Q3 W K�'�F��� ��$ : �o��� B1 :?�! :-2���� n$�b :O�� :2��
-�@� *2-��� t 

!>0=@� "  X��
�� jMJ _=7db�+ Hochshild (1983) \
 �)" E �) #�#A .� )44 ( :�m1
 k&
�� B&�0+·�
-�@�  :2��0�� :0��� :2�m�� K�=�&R�� �<s B1: 

 )− :2o���� Bm�� ��ub) " ��2��0�� �>
��Q��H'C� ,��1�u��tW 
 � − ���#�� " �����!��t 
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 − �����R0�� �>
��t 
 !−  n+�3�� �>= Q ,\1�0�� ,���H����H�0O@�^+��� �1�
01 ,:���+�3��� �>=) ,t Wttt 
 j −  z�[��1 9 ��d1�
�� K�1#|� z�#�+ �>=QK��]�a� kS1 tW 
" −  
��|� 9 ��d1�
�� K�1#|� z�#�+ �>=Q ,B1C� ���=) ,K��O~��  :6����� K<1�= ,G�a� Bm��

:'���tWttt 
 _="�) B1 zY���  Hochshild (1983)  :&m1 K�q2&8 52&
�� k2S&0��" Iu,��� k2S&0�� .� 7o�,+

 k&
d�·�
-�@� ¡�O) _= Bm�� 7-�b ��4 B= �]�=" ,\1�m-�� B�MJ G}�H1 �1#� � �m-2��+ �) @� ,
 k&
�� K�Hd,01 B&�0+ �¼)·�
-�@� *�&�0+ @ ") t 9 :2O�OC� K<3F�� B&3+" \0,�� 9 %�,�� �MJ

\02�2;�  : (Gosserand, 2003) 
 *��H0=�  K�Hd,0�� �-� �� \
1 ^�b 9 Bm�� E2y �):2��
-�@� t 
 * ���!�� :2-28" ,!�-�� ¿;�es kJ��: �R0O@�"  l�
�� K�Hd,0�·�
-�@� t 

 ¿;�es" :&����  :�d
0�� K�X�0�� kJ�� z+ #�6 ,��4 .� :6�]��  :2-o�1 k1��=" ,:�m��
�) k  ,/�s) Hochshild (1983)  9�8 XY k3F�� �MJ _= Bm�� ^2�e+ ��  76f=� �m�-�

 k&
�� ��$ k1�� zm6 _= ��eud�·�
-�@� *�) .� GXF1 ,`  ,q?�1 ^b" !�r ��3� �) "#
� @
:o! �S8) ¿u6 .� 
�0� z2&e+" ,·�y� N,w"h (Hochschild, 1983 : 234) .  

��#�0O� " ��+�" 7db�+ I;��S�� ^2��0�� �MJ(1993)  Wharton  L) !�?" �#= .�
 k&
�� \  :��! :o<=·�
-�@�  ��¼��"·�
-�@� k&
�� \  :��! :2HdO :o<= !�?" .� 7db�+ >�2  ,

·�
-�@�  I-2���� �]���"Q B1 :
-+�1 K���0�1 _= L�0A �¼�3  :-�e�� Bm�� B&] ��?�#�� !��6C�
 k&
��·�
-�@�  B1 :�-���� K���0��� K�4 Bm�� B&] \?�#�� !��6C� E1 :������  ko) �]�  ��$¬
 k&
��·�
-�@�tW 
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  ):Ashforth & Humphrey )1993 مفهوم العمل اhنفعالي لدى أشفورت وهمفري - 2 -5

��
� Ashforth & Humphrey )1993(  B= XH
0�� *�) _= ·�
-��� k&
��K@�
-�@� 
:1#|� z�#�+ �<s :
o�0�� t�x 71�o I0�� �>=C� ���Y _="Hochschild )1983( ، B�MJ /��

 k&
�� �) \S$�H��·�
-�@�  B3&�j��H0=�  G��!� B1 �����H,�@� (A type of impression 

management) ، �
  ^b"" ���e+ ��-���� �"�� �2$���!�� B��sÚ� zm�-�) ��$t  5-0�"
 k2S&0�� ") Iu,��� k2S&0��  ��2��� ���2$) \-���� _= n?�0� ,��M  ��2��� ����) *��  L�-�" K��-�)

 B= XH
0�� k?) B1 52&
��K@�
-�@� :
o�0�� t k&
�� ^��
+ .� �6�]) L�-�" K��-�) �) XY
·�
-�@�  k&
d� �S��� �-�b �?�!) �1#�= ,EO") �#
 ·�
-�@� Q52&
�� k2S&0��" Iu,��� k2S&0�� �#= W

 B= XH
0�� *2d= ��d')K@�
-�@�  :2�2�a�(Expression of genuine  emotion).  

� ��m-1 Å$ �) ��S$�H�� c]��" k&
�·�
-�@�  B1 N�6 52&
�� k2S&0��" Iu,��� k2S&0�� 9
 zJ�=�F1 l�=" :F��
&  �>
�� ��2o :2��31� !�
 � *���z�@�
-��"  _=" ,k2b)" L�-= k3F  :HO����

 K�1#|� 9 k1�
�� ��6 ��S�� k2HO:2=>0?@�  ,*0d1�
1 �­) LM�� k-,�� �u� ^'�
0��  <
6 �
F� #o
 ·�0�� " B= XH
0�� �) ��S$�H�� #8~� ��M� ,52&= ") Iu,O k3F  kS&� �) 
�0� @ �m6K@�
-�@� 

 B3&� :2�2�a�j��H0=�  <&= ���)�2��
-��  l�
� ��q� @ k1�
�� ��8K@�
-�@� :&���� �mHY�+ I0�� 

(Ashforth & Humphery, 1993).  

 k&
�� ��!) ����) #mP� �"! 9 �uH�� _= ���) ��S$�H�� k&= >8·�
-�@� �) ��#�0
� �2u  ,
 �
  9 *�) XY ,!�-d� :H����  \+#mr \02d&= ���3+ �) B3&� 52&
�� k2S&0��" Iu,��� k2S&0��

 K@�a�Q ���30d� ����!�20=@�" :21#|� K<=�-0�� B1 #�#
�� _= WHe+ �) B3&� k&
�� I02R2+�fO� c
·�
-�@�  \
  MsC� z+ �1 �4�" ,G#mr XY :dmO :2d&= .� ��,0+" :2;��?�" :2�2+"� jMJ��H0=@�  �)

 B= ��2$C� �
  9 �"�
� �) B3&� !��6C�z�@�
-��  k&
�� �
  �)" :2�2�a�·�
-�@�  XY ��3� #o
XH
0�� K�Hd,01 ��  ����� B3&� *��6 ,�#mr l�=" K@�
-��  N�] ·�0�� " �!�m?� ko) ��3� #o :�2
1

kHo B1 #�0
� ��8 �  ko) :2HdO ���£" (Gosserand, 2003).  
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 �"XO�? /�+")2003 (Gosserand  L�-�" K��-�C :���1 zJ) �))1993 ( 9
 k&
�� ��$ >m0����·�
-�@�  B= XH
0�� B1 #J�F�� n��P� _= ��q28�+ �J@�K@�
-� Q��d��� W

 :2ds�#�� G��!�� _= ��q28�+ l�=K@�
-�<� t 52&
�� k2S&0��" Iu,��� k2S&0d� >�"��+ B1 zY���H6
 l�= \02d&
�� �;�0� _= �S8) ����� �,dO >¼) @��>0J@�  �) ��#8~� �2$ ,\02R2+�fO�� G�"X� 

¨ ����) �"MH�� #mP�  :2�C� 7�") \02d&
�� B= XH
0�� :�"�K@�
-�@�  kS1 �;�0��� 7dJ��" : �Y���
 /#b" :�2�$ /#1K@�
-�@� B;� q�� �m8�#� >8 "zm2d= #mP� �MJ Eo" (Gosserand, 2003).  

 L�-�" K��-�) �8M�"Q1993 W K�8�d��� _= ��q8�� >m0d
? I0�� ��HOC� zJ) B1 �)
 l�= :�$<��K@�
-�@� B;� q�� _= ��~� LM�� �J »$<�� I�2�a� ") �
-�� ��d��� ��8 ,:2ds�#�� t

 k&
�� ��  ����� \S$�H�� B�MJ ��8 ��"·�
-�@�  �6��0�� nH��·�
-�@� ��fY@�" T�M�� (Self 

alienation)  ") � ���+ ���J ��8 �1 �4��6<0s�  \  �XH8K@�
-�@� F� I0�� �d+" :
o�0�� ,!�-�� �x �

 l"�
�� G��!� :2 �Ã�� ���È� _= ��#8~� >¼�6:2��
-�@� T�M�� XH
0��" :&m�� :2��
6 _= G#J�F�� t

 �0$ B��sÈ� ��' B1 :o!�b �¼) _= �m8��!� nÃ l"�
�� �d+ ��  ��S$�H�� %f�� ��4 B1 #
 )"
1 E1 :������  :2�Ê�-+ �S8) G��� jMJ" ,:��
6 ��3+ *  71#�+ �Hochshild (1983)  _= Kq8� I0��

 k&
d� :2Hd��� �;�0���·�
-�@� \-���� :ub _= Gosserand, 2003).(  

  :   Morris & Feldman (1996)مفهوم العمل اhنفعالي لدى موريس وفلدمان  - 3 -5

 k&
�� ��1#d6" ����1 ��
�·�
-�@�  l�
� ��d,�� z3u0��" N2,�0�� ,#mP� K@�
-�@� 
!��6C� \  k=�-0�� ����) :&���� �mHY�+ I0�� t ��$ ��1#d6" ����1 :���� q2&� LM�� #2$��� ����

 k&
��·�
-�@� #mP� �"! �J (The role of effort) ،L�-�" K��-�) *  ��? �1 �3= _
6 

)1993(����0�� B1 ��� ���J B3� � ��" �0$ *�) ��S$�H�� /�� , (discrepancy)  \ K@�
-�@� 
 �) B1 #8�0d� #mP� �
  .� :?�$ ���J ��H+ ,:&���� �m]�-+ I0�� XH
0�� #=��o" ^���� �x �
F� I0��

K@�
-�@� :&���� �mHY�+ I0�� :���,��  �m�= �
� !�-�� �J�Î I0��t 
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�x 71�o I0�� �>=C� ��� �J >8" Hochshild (1983) وAshforth & Humphrey 

)1993(،  k&
�� ��m-1 EH��·�
-�@� ��1#d6" ����1 #�= )1996 ( :2�C� .�+ B�) ,�=�-+ ����1 B1
 X �
0�� #�#A 9 k&
��  :,H+��� :2,2u�� k1��
��" :�!�-�� K�q2&&d�:2��
-�@� !��6Ô� t ������ �MJ ���"

 G��!� _= !��6C� G�#o B1 zY��� _= *�� z�@�
-�� l�= L) :&;<1 /#1 �) @� ,·�
-��  �1 #$ .� j!#A
:2,2u�� k1��
�� koC� _= t #o"%fo�  ��1#d6" ����1)1996 ( k&
d� �?4�&�·�
-�@�  ¢�,0�� *26 z+

 k&
�� _= �JX��+ �� k&
��  :,H+�1 k1��= G#
� %�]� ·�
-�@� XH
0�� #=��o %�]"" :o! /#&8 ,
: �+�" ��1#d6" ����1 !#$ ��4 .� :6�]��  ;��m�� )1996 ( k&
d� !�
 ) E �)·�
-�@�  _= q3+�+

k&
�� ^o�1 K�q2 : Gosserand, 2003)(  

 l�
�� ���3+ 9 �"C� #
H�� kS&0�·�
-�@� )Frequency of emotion( ، 56��� LM��"
��sÈ� !��6C�" \-���� \  k=�-0�� ���3+ /#1 �O�O) BQ<S1 B;� q�� B1 tW ��8 >d8 *�) ��S$�H�� �8M�"

 �  ,�8) :&���� �m]�-+ I0�� ��d��� #=��o E1 5 �,0�� .� :?�a� 7��8 >d8 ,�8) B��sÈ� E1 k=�-0��
 *�= zR����-+��  k&
�� K�Hd,01·�
-�@� t :?�! 9 (�S�� #
H�� kS&0�"j�H0�@� (Attentiveness) 

XH
0�� #=���� l"�
�� G#�" G#1 B1 ��30+ I0��" :2��
-�@�  l�= G#1 7��8 >d36 ,:Hd,0����
-�@� 
 :?�! K!�[ >d8 /�o) *+#�" ��')j�H0�@�  G��!� !��6C� �JX
� I0��z�@�
-�� t ���S�� #
H�� kS&0� >26

 ���+ /#1 9K@�
-�@� )Variety of emotion ( I0�� !#= !�![� >d8 �2u  ,�m�= XH
0�� nd,�
 jMJK@�
-�@�  k&
�� .� :?�a� 7��8 >d8·�
-�@� �8) t �6��0�� 9 kS&026 XsC�" E ���� #
H�� �1)

·�
-�@� (Emotional dissonance)  \  ����0�� ") ��Å�� B= �+����K@�
-�@�  B1 : �Y���
 :&���� ��'K@�
-�@�" I0��  �#= ��8 >d36 ,!��6C� �x �
F���R��@�  #=��o \  5 �,0�� �#="

 k&
�� _= nd,�� ��8 >d8 ,�8) �=�F��" XH
0��·�
-�@� �8)t  
 " ��1#d6" ����1 /��)1996 ( �)��-+�@�  k&
d� :
 �C� !�
 C� /�0�1 9·�
-�@�  L!~�

 .���-+��  ��¼�� /�0�1·�
-�@�>�2  ,  �6��0�� #
�·�
-�@� I�m�� �]��� /�0�1 9 ��~�� #2$��� #
H��t 
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 :&���� K�q2 " ,:�m�� K�q2 " ,:�3&�� :�!�-�� ¢"�-��  :�d
0�� K�X�0�� B1 #�#
�� ��S$�H�� !#$ >8
 B3&� I0���J��H0=�  5 ���8Q�!�e1 W k&
d�·�
-�@� (Gosserand, 2003).   

      �
H�� B&�0+ :$f��� :�!�-�� ¢"�-��  :�d
0�� �!�e�� B1 : z+ <S&6 ,:2��#?���" ,��P� ���
l�f6�  �6��+ �"�Î :2Hd��� :2��#?��� B1 E-+��� /�0��� L"4 !��6C� �� ·�
-��  nd,0+ >�2$ �8)

 ��# � XH
0�� #=��oK@�
-��  \  ���R0�� ^
�� �MJ" ,:2 �Ã�K@�
-�@�  �d+" !��6C� �x �
F� I0��
:&���� �mHY�+ I0�� t:�m��  :,H+��� �!�e�� B&�0+ >�2  : ��m�� : �+�:2�<�0O�"  ��S�� k2HO _
6 ,k&
��
 �) ��S$�H�� %f��:2�<�0O�  �6��0��  �HdO NH+�+ k&
��·�
-�@� ��
0&0� B�M�� !��6C� �C :2�<�0O�   �8)

 :�"�&  ��
0&0� 9 �8)��-20O�  z¼�31�  ��3� �2u  ,XH
0�� #=��o K�Hd,01��#�0O�  :b�|� zm'>�)
 �6��0�� G#� B1 �-Î �  ,!��6C� E1 k1�
0�� 9·�
-�@� t �m�) #R�6 :2&2��0�� ��HOC�  5d
0� >26 �1)

XH
0�� #=��o %�]"" :o! X�01 (Explicitness of display rules) Ho��1 ��o"\6��� : 

monitoring by supervisors) (Closeness of ، z+ �2$l�f6�  \ " >m�2  :2 �Ã� :o<= !�?"
 l"�
�� ���3+:2��
-�@� (Morris & Feldman, 1996).  

 ��1#d6" ����1 ��o)1997 (��H0s�   z+ LM�� 
4�&��� B1 ��q?*$�fo�  :�O)1996( ، �2$
 k&
�� ��&]·�
-�@� ) �<� �6��0�� /�0�1" K<=�-0�� G#1 ,K<=�-0�� ���3+ 9 :dS&01 ,!�
 ·�
-�@� ,

��m�� : �+� �) .� ��S$�H�� kb�+ #o" (Task Routineness) �"#�� I�d01 :,dO" (Power of 

role recipients) Q X �
0d� \6#m0��� !��6C� :��31:2��
-�@�W ,:2�<�0O�"  �S8C� K�X�0�� IJ k&
��
�'�H+��  k&
�� ·�
-�@� t��S$�H�� kb�+ ,#�#u0�� *?" _=" (Morris & Feldman, 1997)  .���H+�� 

 k&
�� ���3+ B1 k8" ��m�� : �+� \  n?�1·�
-�@�  �6��0��"·�
-�@� .�" ,��H+��  ;k=�-0�� G#&  n��O
�Ã� 7,H+��6 �"#�� I�d01 :,dO �1) \$ 9 ,���30��  �2 7,H+�� :2�<�0O@�  �6��0��  �2HdO·�
-�@� t >8

 k&
�� !�
 ) \  B1 *�) .� ���) kb�0�� z+·�
-�@� �6��0�� #
  �0
� ,·�
-�@�  �;�0�� :H����  �����+ �S8C�
 k&
��·�
-�@� ��¼��  �2 �Ã� NH+�� �2u  ,·�
-�@� �]���  �HdO NH+��" ,I�m��t   
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  : Grandey (2000)مفهوم العمل اhنفعالي لدى جراندي  - 4 -5

 ��
+ (2000) Grandey  k&
��·�
-�@�  B= XH
0��" �=�F�� z2��+ :2d&= *�) _=
K@�
-�@� :&���� ��#J) 52�A k?) B1 t�>=) _= �[�3+��" Hochshild (1983) ،/�+ 

Grandey  z2��+ �)K@�
-�@� Iu,��� k2S&0�� B1 ��30+ QG#J�F�� X �
0�� z2��+ Wk2S&0��"  52&
��
Q z2��+K@�
-�@� �x ��
F�� z0� I0��Wt  k&
�� ��e+ 9 :���,�� jMJ·�
-�@�  �8) k3F  B&�0+

 z2��0��·�
-�@� I�m�� ^2�e0�� _= q8�+ �  �S8) ,�s�#�� (Hochschild, 1983) ، X �
+"
@�
-�@�K :�$<�� (Ashforth & Humphrey, 1993) ، �6��0��" ^o��� K�q2 "·�
-�@� 

(Morris & Feldman, 1996) .%f�+" Grandey �r#1 �?4�&� (Integrative model) 

:� ���� :�<S�� 
4>�d�  k&
�� K�q2  ��  /�+ �2$Q���0�� ,G#�� ,���30�� W 9 �2O�O) �q? k3F+ I0��
 k&
�� ^��
+·�
-�@�  ��1#d6" ����1 #�=Q1996 W �) B3&� 5 ���8 n��) k3F  Ms�+Q�!�e1 W

 k&
d�·�
-�@� ,>8  :�$<�� X �
0�� �) /�+K@�
-�<� L�-�" K��-�) ^��
+ B1 �q? k3F+ I0�� 

)1993 (:H����� ��#JC� �S8) z;<+ �) B3&�� B1 (Proximal goals)  k&
d�·�
-�@�  c � k?) B1
��26") B;� [t   

 L#���? 
4�&� B&�0�"Q2000 W k&
�� 9 ��~+ I0�� :2&2��0��" :�!�-��" :2-o��� k1��
��
·�
-�@� #2
H�� /#�� _= XsC� �MJ �;�0� �M8" t�� �!�e�� kS&0+" k&
d� :2-o�·�
-�@�  K�
o�+ 9

 K<=�-0��QXH
0�� #=��o" K<=�-0�� ���+ ,G#�� ,���30��W ��#$C�" ,:2��
-�@� Q:2Hd���" :2 �Ã�� tW
k&F06 :�!�-�� ¢"�-�� 5 ��O �1) : :��
�� ,��P� ���:2��
-�@� ��8M�� ,·�
-�@� :2��#?���" t \$ 9

8 :2&2��0�� k1��
�� z�+ B1 k:2�<�0O� �<1q�� z=!" ���� z=! ,k&
�� t L#���? 
4�&� !#� >8
Q2000 W¢�f$@�  ��dO" ��!C� ,I�m�� �]��� ,g-�����u��@�  k&
d� �;�0�8·�
-�@�Q t ���)

 zo� k3F��1Wt 
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 6t5 2,u
�R1 :W 2$	
� ª��'4* 5��?� a��$4§�	G4M� �D4��v Grandey )2000(  

  

  

  

  

  

  

  

  

 

 

 

 

 

 

 

 

�#e��:  (Grandey,2000)    

 

  �x K��? I0�� :2O�OC� :����� kS&0+Grandey )2000 ( _= q28f�� 9 �m?4�&� �<s B1
 k&
�� G�"XO 9 52&
�� k2S&0��" Iu,��� k2S&0�� I02��fO� :2�)·�
-�@� �<� �84 B3&� �2$ ,

 k&
�� ^��
+ �<s B1 ���q1·�
-�@� 52&
�� k2S&0��" Iu,��� k2S&0�� : (Gosserand, 2003).  

 M*I:  k&
�� [�R�� \0-d0w \02��fO�8 52&
�� k2S&0��" Iu,��� k2S&0�� _= q28f�� 
·�
-�@� k&
d� ��3� �) B3&� ,·�
-�@� ������ _= :2HdO �;�0�" :2 �Ã� �;�0� t B3&� ��S�� k2HO _
6

!�-�� j�Î LM�� �6��0�� :R20� I-2���� �]���  �2HdO NH+�� �) Iu,��� k2S&0d� k2S&0�� NH+�� #o \$ 9 ,

 

 ا�سباب الظرفية                                سيرورة التعديل ا�نفعالي                        النتائج على المدى الطويل

 العمل ا�نفعالي

 التمثيل العميق : تغيير المشاعر

 عرض إرادي •

 تغيير معرفي  •
 التمثيل السطحي : تغيير التعابير 

 تعديل ا�ستجابة •
  

 التفاع ت المتوقعة

 التكرار •

 المدة •

 التنوع •

  قواعد التعبير •

 ا'حداث ا�نفعالية

 أحداث إيجابية •

 أحداث سلبية •

 الصحة النفسية للفرد

 ا�حتراق النفسي •

 الرضا الوظيفي  •

 صحة المنظمة

 ا'داء  •

 سلوكات ا�نسحاب •

 العوامل الفردية

 نوع الجنس •

قدرة التعبير   •
 ا�نفعالي

 الذكاء ا�نفعالي •

  (NA/PA)ا�نفعالية  •

 العوامل التنظيمية

 إستق لية العمل •

 دعم المشرف  •

 دعم الزم ء •
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 *]�= #�= ä�F�� [�R��� B1 ���  �
F� #o !�-�� �C I-2���� �]���  �2 �Ã� 52&
��K@�
-�<� 
:��
6 :���,  :HO���� t k&
�� �) .� ���+ 7��8 I0�� :� ���� K�!��0=@� ^��Î ��e0�� �MJ·�
-�@�  �0��

:2HdO �;�0� �O�O) *�=Q t k&
�� ^��
+�·�
-�@  �6��+ *�) _=·�
-��:2HdO �m0
2H,  *R;�0� ��3+ , WkS1: 
(Abraham, 1998 ; Hochschild, 1983 ; Morris & Feldman, 1996)   

 �{�4�d:  k&
�� ��e+·�
-�@�  �s�! z2��+ *�) _=K@�
-�<�  �) .� XF���q0�@�  k&
�� 
·�
-�@� �m&d
+ B3&� K���m1 B&�0� t0�� " G��!� K�2R2+�fO� _= �� �#0� �) !��6Ô� B3&� ·�

z�@�
-��  l�="K@�
-�@� G!#¨ �"�� 9 :HO���� t k2S&0�� ��  #�0
+ K>���� 7��8 �4� <S&6
 ��#+ �) �� B3&� ,Iu,��� k2S&0�� E1 :������  B;� qd� G#2? :1#s z�#�+ 9 :2��
6 �S8) 52&
��

 _= �� �#0� �) ���) \-��&d� B3&� >8 ;:2R2+�fO�� jMJ ��#�0O� _= �m2-��1��#�0O�  k2S&0��
2&
�� ��� �D I0�� IJ XsC� �MJ K�q2  �) �2$ ,^o��� K�Hd,01 n�$ Iu,��� k2S&0�� ") 5

 k&
�� ��!C :HO���� :2��fO��·�
-�@� t B��M$ ����3� �) ���2$) ��H'C� _= n?�0� ,��S�� k2HO _
6
 \,H+�1 #? ��uHe� �) B1�2��
-�� (Emotionally involved) �MJ" ,¾��� E1  n�R0�¢�f$@� 

 B�!�R01 ���H� �0$ �2u,O ��dS&� �) _= ��#0�� zm2�� :H����  #2-�� B1 ��3� #o ��M� ,g-���
�2-'�= (Emotionally detached).  

�{�
�d  : k&
�� ��m-1 ��e+·�
-�@�  L��� 
4�&� 9 �"M? *� 52&= k2SD" Iu,O k2S&08
 z2��+ ��$ !�?�1��
-�@� (Gross, 1998a, 1998b) .¡"�? 
4�&� n�u6 (1998a) Gross 

 z2��+ ��
���
-�@� (Emotion Regulation) *�) _= ` I0�� K�2d&
�� ��� _= !��6C� �x ��~�
K@�
-�@�  jMJ �"�Î ^28" ,��4 z� B3&� �01" ,�¼�3d0&� I0��K@�
-�@� �m�= �"�
� ^28"h 

(Gross, 1998b : 275).  

 #�6�%fo Gross  z2��+ ��$ 
4�&�K@�
-�@�  ��#$C� �) *�<s B1 /��:2��
-�@� 
 �m�= �0�� N2u�� 9 G!�?���K�J��� K� �R0O<� :2��
-�@�  :�!�-��Q:2?����q26 ,:2+��s ,:28�dOW ,

 jMJK�J��@�  !#� �1 IJ" ,z��+" �#
+ #oK� �R0O@�  X �
0��":2��
-�@� :2;�m���t ") B3&� z��+ �
 :2,2u�� :¤2H�� K<s#1 #�= �1� GXsC� jMJQ z2��0��·�
-�@� 5 ����� _= q3+���W  ,K�?���� #�= ")
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 ��3+ �1#
 : �R0O@� :2��
-�@�  KX�) #oQ z2��0��·�
-�@�  _= q3+���: �R0O@� W t/�+" Grandey 

Q2000  W z2��+ B1 \=���� B�MJ �)��
-�@�  ·��0�� _= Iu,��� k2S&0��" 52&
�� k2S&0�� ���6���: 

) −  :�"�¨ 9 ^o�&d� j��e+ ") ^o��� !�-�� �#
� �1#�= K<s#�� #�= ��
-�@� z2��+ �#�
 B1 *  �
F� �1 X2�0� *�1K@�
-�� )(Gross, 1998a, 1998b �2 ؛$ B1 52&
�� k2S&0�� * �F� �1 �MJ"
�� k�#
+ _= q3+�� *�)��M� :R20�8 X �
0�� _= �3
�� LM�� �=�Ft " !#�Gross (1998b)  E �)

K�2R2+�fO�� B1 ����) t B&�0+ \$ 9 ,^o�&d� �X2�+ :2��S��" ."C� \02��fO�� B&�0+
^o�&d� !�-�� ��e+ X2�+ \+XsC� \02R2+�fO�� t <&= nd,0+ I0�� Bm�� B1 #�#
�� ��3�"�2��
-�� 

QkS1 B;� q�� :1#s Bm1 W :�"��� B1 9�3�� �#��� �� �2�j���  I02��fO� ��6 ,^o�����20s�  k�#
+"
 k&
��  5d
0+ @ ^o���·�
-�@� \+XsC� \02R2+�fOÖ� :H����  ��a� �J >dS1 )2000 Grandey,.(  

      E�[�+ G!�=� :2��fO� 5d
0+j�H0�@�  q28�+ X2�0 j�H0��  #&0
+ �) B3&� �2u  ,^o��� ��$ !�-�� ��36)
 ��#$C� �
  �8M+ _= <S1Q:2 �Ã� ��36) 
�0�� :3u��� ��#$C� /#$� 9 X3-0��8 tW X2�0�� �1)

 *2d= "#H+ �  :2 �Ã� �S8) :-e  ��#$C� X�-+ B&�0� �) B3&� �2$ ,^o��� z22�+ X2�0  5d
026 9�
��
 Eo���� 9QH'��&8^2,� ����� G!�= �J" ,�¤2O �1�� Þ1) > � ��3� #o n]���� �� q�� ��  K�M�� :W 

(Gross, 1998b) . 

�−  z2��+ �#���
-�@�  k�#
+ ��$ q8�&0��: �R0O@� Response Modulation) (

 ��3� �1#�=j��� : �R0O@� :2��
-�@�  jXH
+ k�#
+ !�-�� _= n?�0�" ,� ±�3+ #o·�
-�@� = *0�"�¨ l�
:2�2�a� j�=�F1 X2�+ (Gross, 1998 b) . z2��+ B1 ����� �MJ��
-�@�  B1 Iu,��� k2S&0�� * �F�

 :2?��|� X �
0�� G��!� B&�0� *�) �2$Q:�$<�� WK@�
-�<� (Grandey, 2000) . ��2��� B3&�"
 G#� k�#
0  :2��fO�� jMx��
-�@� �3�� �J��0��  ") *�= �
�� X �
0��  :2��
-�@� : �d,��t 

��  ����� B3&� ,5HO �1 _= ��� " Grandey )1999 ،2000 ( l�&��� �
  7�$@
 k&
d� :� ���� :�<S�� ^���
0�� ^�03� LM��·�
-�@� B3&� k1�� ^��
+ 9 �m?�1!� 7�"�$ ��M�" ,

!>0=@�  k&
�� �;�0�" 5 ��O z�� 
4�&� ���  9 *2d=·�
-�@� t \  �fF�� zO���� ��  78�!) �2$
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 k&
�� �) 9 kS&0� :�<S�� ^���
0��·�
-�@�  z2��+ B&�0���
-�@� :&���� ��#J) c��e� t \  E&P� "
 k&
�� z2J�-1 ^d0w·�
-�@�  z2��0��  :�d
0�� K�������"·�
-�@� 7db�+ Grandey  E]" .�

 k&
d� ^��
+·�
-�@� +�� @ �2u  #�0
� >8 k1�
�� �Í#H� I0�� :2?��|� X �
0�� _= :'��  k3  q3
L�-�" K��-�) )1993( ،��1#d6" ����1 �m2�� ���) I0�� k&
�� K�q2  :=�&r B= G��H= �J @" 

)1996( ،:&���� ��#J) 52�A k?) B1 X �
0��" �=�F�� z2��+ B&�0� >��" t 

  ):Consequences of emotional labor(آثار العمل الانفعالي  -6

 :�!�e0o@� :����� B= :�O \�<� ·��$ �"�1 B1 zY��� _=d Hochschild )1983 ( @ �¼�6
��2�� :��J�? ��q+ :` l�
�� \����� �2��
-�� <&= n?�0�+ I0�� :1#|� E�v ,:
dO �J��H0=� 

s~1 E-+�� #o" ,nd,��"k&
�� B1 ����� �MJ _= nd,�� ��h )Hochschild, 1983 : 8 .( �&0O� #�6
 K!) ,:2+�1#|� K>���� \  :����� :�6���� �) >8 ,T�1#|� !�e0o@� 9 EO�0d� ���� ��-+�@� 9 nd,��

XF+ �2$ ;:2e�F�2H�� K<=�-0�� :2=��� :m?��� :��3�� G!��[ .� �J�"#   Hochschild �MJ 9
 *�) ¢�2���`���� Im0�+ �1#�=K�1#|� ��$ :�6���� )#H+ ,��
OC� ��$ :�6h )Hochschild, 1983 : 

92( ، k=�-0�� ����) :2]�1 K�1#s X6�+ .� K>���� 
�0A :O��� :�6���� jMJ k] 9 ���H�� k?) B&6
 ����" #2P� �0��� .� :6�]� �� q�� E1�6���� �
 t 

�F�� l�= �) .� ��uH��" K�O��#�� �;�0� XF+ K���H= ")   :o!�b :1��0 �8 :2 �Ã�� �=
   �J��d0� I0�� :1#|� ���� *&22�+" �� q�� �=�F1 E1 �2 �Ã� NH+�+ :&m-01)Pugh, 2001( ، *+!��� �M8"

 :1#|� _= nd,�� G!"�
1 9)Tsai, 2001 .( L�"¹��" zm�� B1 *��6 ��J B1"Q :m?" B1 :b�s"
:���R0�� ����� W�� #=��o ��f$� LM�� �� q�� K�Hd,01 :2Hd+ .� :6�]��  ;:2���� ���O�3
�@ ��4" XH
0

    :o!�b" :� �#? :1#s I�d+ 9 nY�� (O’ Donovan et al., in press) .  

Iu,��� k2S&0�� 5��' B= K@�
-�@� l�= ��6 ��M�" (SA)   XY *�) _= *8��!� z0� #o
:1#|� z�#�+ N2¨ 9 :o!�b X �
+ I�d+ z��
o�+ zJ) ��3� B�M�� B;� q�� �=�F1 XS�" nO��1 

)Ashforth & Hamphrey, 1993 .( :2Hd��� �;�0��� B1 :=�&R&  Iu,��� k2S&0�� NH+�� >8
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I-'�
�� !�R0��8 )Brotheridge & Grandey, 2002(وى الأصالة الذاتية ؛ وانخفاض مست

)Brotheridge & Lee, 2002( ؛g-��� ¢�f$��" )Brotheridge & Grandey, 2003 .(  

/�+ ,Iu,��� k2S&0��  :,H+��� �;�0��� �3= _=" Hochschild )1983 ( بأن للتمثيل العميق

(DA) N����  NH+�� @ 52&
�� k2S&0�� �) .� :S�#$ ��u  7db�+ #�6 ,:d&0¨ #;��6 )Grandey, 

2003 .(:2+�M�� :��bC�  �a� :2&�+" ä�F�� [�R���  �2 �Ã� NH+�� *�) >8 )Personal 

authenticity .( ���1�#�0O�  ~H�0�� ��6 ,52&
�� k2S&0��" Iu,��� k2S&0d� :-d0��� ���Ú� ����"
 \HY���� \-����" ,k&
�� �� �)" B�X��� _= G#;�6 "4 #
� :-d0���:2Hd��� �J���£ B1 #a� 9t 

  :اZثار السلبية للعمل الانفعالي -6-1

  ):Emotional Dissonance(التنافر الانفعالي  -1 - 1 -6

���H1�O %f�� Simpson "fO" Stroh )2004 ( k&
�� N �� LM�� zO�a� #
H�� �� 
·�
-�@� �6��0�� #
  �J !��6C� ��$ B�u  ·�
-�@� t �MJ ��
�" \  ����0�� *�) _= XsC�

k&
�� �"! B1 n��R8 �x ��
F�� z0� I0�� �d+" �m]�= z0� I0�� K@�
-�@�    )Heuven & 

Bakker, 2003 ( ، �F�+ <
6 *  ��
F�� z0� �1" K@�
-�� B1 l�
� �1 \  �<0s@� E�0� �1#�
6
·�
-�@� �6��0�� :��$ t���?" �� �� �1) )2000 (�� ��6�
26 �6��0·�
-�@�  *�) _=`�=q1 �[��+ �#= 

(disturbing disequilibriumQ  :2ds�#�� �=�F�� \ K@�
-�@�" �m]�= n?�0� I0��h  

(Schobroek & Jones, 2000 : 163).   

���� kb�+ #o" Lewig !�@"!"  Dollard)2003 ( /�0�1 B1 #�q� ·�
-�@� �6��0�� �� 
 :2��= K���0�1 z�+ I0�� Bm�� �) I�
� �MJ" ,:2�-��� K�Hd,0�� B1 :2��= K���0�1 #�= ·�
-�@� ��¼��

 �6��0d� :]�= �S8) �x�ub) ��3� K�Hd,0�� B1·�
-�@� t��uH�� XF+ >8 )Grandey, 2002 ( �� 
52&
�� k2S&0�� E1 :������   ·�
-�@� ��¼��" ·�
-�@� �6��0�� .� �8) G��e  L!~� Iu,��� k2S&0�� t 
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  :(Emotional inauthenticity) الانفعاليةالشعور بعدم ا*صالة  -2 - 1 -6

      7db�+ Grandey )1999 ( G#= .� \2
1�P� \���!�� B�#=���� _= 7��?) :O��! �<s B1
 #=�H0��" Iu,��� k2S&0�� \  :H?�1 :o<= !�?" �m�2  B1" ,Iu,��� k2S&0�� ���´  5d
0+ �;�0�·�
-�@� 

(Emotional Estrangement) Q �=�F&  ¡��$�� B1 ������Y��  �u�K@�
-�@�  :2�2�a�
!�-d� tW f��" ���3��� �m2�� kb�+ I0�� :R20��� �-� IJ"Erickson & Ritter )2001 ( �<s B1

 :��bC� �#= �=�F1 \  :H?��� :o<
��:2��
-�@�  K�=�&r B1 \-���� B1 :�2= /#� Iu,��� k2S&0��"
:-d0w :2�m1 t k&
�� ¡�2o q8�+ #o"·�
-�@� _= :O��#�� jMJ 9 K@�
-�� ���,]@� »agitation 

emotions«  ,n����8G��S0O@�" k2S&0�� :2��fO� ��#�0O� �= �J��-s� n?�0� I0�� Gq6����" ,
Iu,��� (Erickson & Ritter, 2001). 

  :(intention to quit) نية ترك العمل  -3 - 1 -6

 k&
�� �) .� ��uH�� 7db�+·�
-�@�  /�0�1 ��-+��  �,H+�1 ��3� ·�
-�� �6��+ *�= �0�� LM��
K�8 XF� �2$ ,k&
�� ��+ :2�" ��u���� ��d���Cote  ��?��1" Morgan )2002 ( ���   z2��0��

·�
-�@�  �M�� 7H8 �= z0� LK@�
-�@�  *�= �0�� :2Hd���l�-���  :2� ��-+��" I-2���� �]��� /�0�1
k&
�� ��+ t ��![fO :O��! 7SH+) >8Starzdins )2000 ( >d8 *�)E-+��  K�Hd,0�� /�0�1:2��
-�@� 

 >d8 ,k&
�� 97
-+�� k&
�� ��+ :2� (Özturk, in press).  

  ) :Memory Performance( أداء عمل الذاكرة -4 - 1 -6

       !��F�� kb�+ Richard ¡"�?" Gross )1999 ( 7H8 ��  �x �1�o \0 �� �<s B1
�1 :&m1 [�R�� E1 >m�1�q+ �<s G�8�M�� k&= ^
�+ ") ¹+ !�-�� �x �
F� I0�� K@�
-�@� 

)Richard & Gross, 1999 .( kb�+ ,z22�0�� G!�=�" 7H3�� \  :������ ����)" :
O�1 :O��! 9"
 7H3�� �) .� ��S$�H�� �#A 7H3�� :2d&= ��3  ��4 �Ò6 #o" ,G�8�M�� k&
  ¹� LM�� �J N�6
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·�
-�@� #2��0�� :2d&= �<s �2H�� G�s�01 )Emotion generation process( ، Im6 ·�0�� "
z22�0�� G!�=� E1 :������  �!�e�� B1 �8) :H�� �dm0�+ )Richard & Gross, 2000(t  

  :(Job satisfaction)الرضا المهني  -5 - 1 -6

       I�m�� �]��� ��
�` K��|� B1 :=�&r B= �0�� !�-�� k&= ��$ I&22�+ z3u8:2��
-�@� 
*d&= ��[� !�-�� �J��H0� I0�� K�#�0
��"h (Gosserand, 2003: 31) ." \  :o<
�� ��$ ��uH�� XF+

 k&
��·�
-�@�  k&
�� �) .� \S$�H�� �
  XF� �2$ ,: ���01 �;�0� .� I�m�� �]���"·�
-�@�  NH+��
I-2���� �]���  �2 �Ã� (Adelman, 1995) و(Ashforth, Humphrey, 1993; Wharthon, 

1993) .���?[" ���!) /�� ��S�� k2HO _
6 )1989 (Adelman & Zajonc  !�?" Eo�0�� B1 *�)
Ã� :o<= k&
�� \  :2 �·�
-�@�  I-2���� �]���"4�  B= XH
0�� �)K@�
-�@�  :2 �Ã�����0 @�8  #o <S1

B�$ 
�q&  !�-�� ��
� _= �
H�t (Adelman, 1995)  

 :2d&= �C I�m�� �]���" ·�
-�@� k&
�� \  :2HdO :o<= !�?" .� �"�s£ ��S$�  XF� \$ 9
 ä�� �1) z2��+
-�@�8K@�  :2HdO no��= .� L!~� �  T�M�� XH
0�� 52
� #o(Hochschild, 

1983; pugliesi, 1999) .>8 /��  ·�
-�� k&= [�R�� *Hd,0� LM�� �6��0��" #mP� ��  \S$�H�� �
 
 I�m�� �]��� B1 :�-��1 K���0�&  ��
F�� _= �3
�� #o(Grandey, 2000; Hochschild, 

1983) ."XO�? �1)� )2003 ( Gosserand  ·�
-�@� k&
�� \  G!�?��� :o<
�� zm-� *�) /f6
 52&
�� k2S&0��" Iu,��� k2S&0�� �"��0  :o<
�� jMJ ¿u6 \S$�H�� _= n?�0� *��6 I�m�� �]���"

:de-�1 :���, t 
� k2S&0�� \  :2Hd��� :o<
�� z=#+ I0�� K�O��#�� B1 #�#
�� ���J ,��F�� �MJ 9" Iu,��

���#d26" �+"� kb�+ #�6 ,I�m�� �]���" )1988 (Rutter & Fielding  ��R��� I-��1 �) .�
 ��0H3� B�M��z�@�
-��  :�-��1 K���0�&  �"q2&0�" N���� B1 :2��= K���0�1 B1 ����
� :2�2�a�

I�m�� �]��� B1 t����8��  XF�" )1991 (Parkinson   ��-���� I-Î �1#�= *��  �2�2�a� zJ�=�F1: 
)Genuine feelings ( I-2���� zJ�]� /�0�1 l�-��� .� L!~� ��4 ��6(Gosserand, 
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2003) .K�8 kb�+ >8 Cote ��?��1" Morgan )2002 ( XY" :2Hd��� �=�F�� 7H8 �) .�
:-2���� ��+ :2� B1 #�q�" I�m�� �]��� /�0�1 B1 �-v G����� t��!) kb�+ ¢�2��� �-� 9� )1995 (

Adelman ��
,�� z�#�+ _= \&;���� �) .� (Table server)  B= �"�
� B�M��z�@�
-��  :2 �Ã��
 :2d
-��Q:2�2�a� W ��
�,e� B�M�� �¤�") E1 :����1 �]� �S8) zJ zmd&= 9K@�
-�@� : �Y���t 

��J�� ) B1 k8 kb�+ /�s) :2���1� K�O��! 9" )1998 (Abraham  ��1#d6" ����1" 

)1997 (Morris & Feldman  �6��0�� �) .�·�
-�@�  �]���  �2HdO NH+�� Iu,��� k2S&0��  NH+���
I�m�� tg22d?�  XF� >8 )1999 (Pugliesi  : �R0O@� ��$ q8�&0�� ·�
-�@� k&
�� K�X��+ �� 

QIu,��� k2S&0�� W :�d
0�� �d+ B1 �8) :2�-��� G#F�� _=*26 z3u0��" *+�Hd,01 ,k&
�� #2�
0  t _
6
 ·�
-�@� k&
�� �) @� ,I-2���� �]�d� :��o K�!#¨ �0
+ j#2�
+ /#1" k&
�� 9 z3u0�� �) B1 zY���
 :������  �0
1 k3F " �8) K�?�#  I-2���� �]��� /�0�1 �2-v _= k&
� : �R0O@� ��$ q8�&0��

K�Hd,0�� �d+ E1t 

6- 2 - Zيجابية للعمل الانفعالياhثار ا:  

K��-�) XF� Ashforth L�-�" Humphrey )1993 ( �) *��� B1 ·�
-�@� k&
�� �� 
:2+�M�� :2��
-�� B1 E6�� )Self efficacy (\-��&d� :2ue�� :��a� /�0�1" t�"�s£" �0O #8~�" 

)1994(Staw et al.,   K@�
-�@� L"4 K�1#|� I-��1 ��  G�2a� 9 �$�R� �S8) zJ :2 �Ã��
:2Hd��� K@�
-�@� L"4 \-����  :����1 :2&2��0��t  N�6 �"�Î @ :2 �Ã�� K�
o�0�� L"4 !��6C� �) >8

 �8) k3F  I1�2�� ��a� B�$" :ue��  ·�y�� zmO��$� #2�0� k  ,7o��� ��#1 _= :2 �Ã� K@�
-��
Ã�� :2��
-�@� K��|� :2Hd��� :2��
-�@� K��|�  ko) k3F " ,:2 �t 

  :النتائج اhيجابية على المستوى الفردي -1 - 2 -6

�;�6�� /�� Rafaeli ��+�O" Sutton )1987(  B1 :2 �Ã�� K@�
-�@� B= XH
0�� �� 
0ub �M8" :�!��� *0��$ _= �3
�+ �2u  ^���� k2s�#1 /�0�1 _= ��~+ K�1#|� I-��1 ��' *

:2&�P�" :2�-���t "�"�s£" �0O XF� )1994 (Staw et al.,  L"4 K�1#|� I-��1 ��!) z22�+ �) .�
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 ��db�+ >8 ,zm;<1[ E1 :������  B�$) ��?) ���d0� zm6 ��M�" ,:2 �Ã� �S8) ��3� :2 �Ã�� �=�F��
 K@�
-�@� L"4 \-���� �) �J!�-1 I0�� :2]�-��  Ø�-0$@� .� ���) B1 �2=>0?� >=! ���d0� :2 �Ã��

�<1q��" \6��� ��'t 
 ��+�" XF+ >8)1993 (Wharton  L#H� LM�� !�-�� �� K@�
-��  ��O j�=�F1 E1 56��0+

�6 I�Ã ��S�� k2HO _
6 ,*d&= B1 #;�` k&
�� c�&� #o·�
-�@�  ,zm�-�) B= XH
0d� \-��&d� :b�6
 ,G!�
���  ��
F��1#�@�"
� I=>0?@�h (Wharton, 1993 : 205) .��+��" c]�+" )1996 (

Wharton K����
�� G��� 9 Bd&
+ ������ B1 :=�&r 7d&� :O��! �<s B1 (Residential real 

estate sale) ، �n
�� B1 zY��� _= *�)·�
-�@�  9 K��"Ò1 �B8 B¼) @� ,K�-���� jMJ K�'�F� 9
 9 B;� q�� G#=��1��F08� :2 �Ã�� :2��
-��� �;�0��� B1 #�#
�� :F��
1 ·�0�� " ,G#�#? �[��1 

(Wharton, 1996 : 229) .  

 �-2O" ���� #8~�"Q2000 WShuler & Sypher _=  بعض النتائج الإيجابية لدى عمال �"qR��
 k&=·�
-��  7�&�+ :2���1� :O��! 9Q911 W c��e1 �>= B1K@�R
0O@� (Emergency 

dispatchers) ، zmd&
  ��2��� ����) zm�6��+ I0�� :2 �Ã�� �=�F�� �
  B= �>
�� �@"~J �= �2$
 k&
d� :u]���� K�Hd,0�� B1 zY��� ·�
-�@� �-� 9 �"XF� z¼) XY ,E0&��  zmd&= ��-e� >8 ;

 ,:
o�01 XY ,��H�1 G!#¨ XY zm0'�F� ,GXS1 zm0�m1 ��  7o���:=q-1 ��3+ ���2$)" (Shuler & 

Sypher, 2000 : 24).  

 �S8) z3u0�� _= ^���� G�#o IJ ,L!�-�� /�0��� _= ���) �3
�+ I0�� :2 �Ã�� �;�0��� B1"
 l�= E1 :2 �Ã� �S8) k3F  NH+�+ XsC� �MJ K�Hd,01 �) �2$ ,�� q�� E1 :2d=�-0�� :2�!�H0�� :o<
�� 9

2 �Ã�� K@�
-�@��� q��" ^���� \  k=�-0�� ����) :  

 )Pugh, 2001 ; Rafaeli & Sutton, 1990 ; Tan et al, 2003 .( ��  ��
�� l�f6@� z=#� �1 �MJ"
�Hd,+ �S8C� B;� q�� E1 k=�-0�� 9 z3u0�� k2�� :2 �Ã�� K@�
-�@� ��1#�0�� K�1#|� I-��1 t 9"

�"�s£" �0O XF� ¢�2��� �-� )1994 (Staw et al,  :2 �Ã� K@�
-�� �"#H� B�M�� \-���� �� 
��HH¨" ��-,� ,��2=>0?� z¼) _= �"�sÈ� zJ�#��t 
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  :النتائج اhيجابية على المستوى التنظيمي -2 - 2 -6


7��S - أ� #�D� )��I K�'l� (Customer Service performance) :  

 ,�1�
+ �J �1 �m�1" I��+ �J �1 �m�&6 ,:1#�d� :2=�� �J��1 9 �� q�� :1#s ��!) /�0�1 kS&0�
 ") G#2? :H?" _= ��ea� kS1 :O�&d1 �J�J��1 ��3+ �1 �H��Y �;�0� :2��0�� :2=���� B&�0+ �2$

 k8 _= : �?C� I�d+ ") �J#=�1 9 :��P� :d$��� ¢<,��K����-0O@� :$"�,�� , :2d1�
0�� :2=���� �1)
��-���� *�#H� LM�� �<s��" ^,d�� /�0�1 kS1 :1#|� I�d+ *  z0� LM�� :d1�
�� ��dO) 9 kS&006 

(Gosserand, 2003)  .  

   �28 XF� ��'�� �MJ 9" Kelly و ��"!Donnelly و ��23OSkinner )1990 ( :2=���� �� 
 B1 �O�O) ��30+ :1#�d� :2d1�
0�� E1 zmd=�-+ �<s ��-���� �m&2�� I0�� :2e�F�2H�� K������

B;� q�� tI&d
�� �!C� XF� >8 ) Hochschild, 1983; Rafaeli & sutton, 1989; Schneider & 

Bowen, 1985 ( B1 �3
�� #o ¡�¥" ^,d  :d1�
��" :o�#e�� B= XH
0�� �) .� ,�� q�� :1#s ��$
�� ·�
�� /�0��� �<s �� q�� �]��-+��"  _= ��ea�" E2H�� G!"�
1 .� :6�]��  ,K�
2H�� :H��

/�s) K��-b (Gosserand, 2003).  

/�+ �m0m? B1 Gosserand )2003 ( ��  *dJ) E&Ã X2�0�� ��r 9 #;�O !��0=� ���J �)
 l�=K@�
-�� :&���� ��!) /�0�1 B1 E6�� #o \-���� ��' B1 :2 �Ã� t �
  7u]") #�6

K�O��#�� )Adlman, 1995 ( ��R�� �MJ 9  X �
0��" l"�
�� �� :2��
-�@�  ^��&d� :2 �Ã��
���0 @�8:�2
1 :1#s X�� ^��&d� �� q�� �m1#�� I0�� :�q1��� :�#�� :&2o ��-+�� *�= zR�� �1 G!�= , 

(Gosserand, 2003) .
�  kb�+ >8 )2001 (Pugh  ��H+�� .�K@�
-�@�  �Í#H� I0�� :2 �Ã��
 /�0��� ��$ z�>22�+ _= �2 �Ã� ��~+ I0��" ,B;� q�� �m�= �
� I0�� :2 �Ã�� �=�F��  ���H�� I-��1

:1#|� :2=��� �3��t   

<= !�?" K�O��#�� jMJ �<s B1 c�0� ��&
�� _=" l"�
�� \  :2 �Ã� :o:2��
-�@� 
 z2��+ ��6 ��4 _= ��� " ,B;� q�� :1#s ��!) /�0�1" :2 �Ã��K@�
-�@�  l"�
�� 52�A :2� :2��
-�@� 
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�� q�� :1#s ��!) /�0�1 B1 #�q� #o :&���� �mHY�+ I0�� t n�$ 5;��a� �
  ���J �) XY(Ashforth 

& Humphrey, 1993)  �) .� XF+ �-�  ����~� @ #o 52&
�� k2S&0��" Iu,��� k2S&0�� B1 k8
 l"�
�� 
�0�� 9 :2��
-��:2��
-�@� :2 �Ã��t  I3� *�) ��S$�H�� �m2�� ���) I0�� :2O�OC� Æ!�H�� B1"

 k&
�� \  :2 �Ã� :o<= ��3+·�
-�@�  X �
0�� ���!� z0� �) nÃ ��!C�":2��
-�@�  :2�2�$ �¼) _=
:o!�b" t 

 +− T�	�A<� K�'l� «�G�5�: 

�  »$@ Pugh )2001 ( E1 �2 �Ã� NH+�� \-���� ��' B1 :2 �Ã�� K@�
-�@� l�= �� 

:1#��� :1#|� :2=��� ��Ã� z22�+ .� L!~+ I0��" ,B;� qd� :2 �Ã�� �=�F�� t K��-�) �0
�"Ashforth 

L�-�" Humphrey )1993 W :2��
6 /�0�1 ��-+��  NH+�� :2 �Ã�� K@�
-�@� B= XH
0�� �� 
:&m�� t �;�6� ���) >8Rafaeli  ��+�O"Sutton )1987 ( z�#�+ I-��� :2 �Ã�� K@�
-�@� �) .�

-+��" ,/�s) K��� �� q�� G���[ G!"�
1 .� :6�]� ,K�
2H�� /�0�1 9 L��6 ��-+�� .� L!~+ K�1#|� ��
/"#
�� �= %� �C� :H�� )Contagion gains ( ��' B1 :&���� %#D I0�� ��!�$C� �� �<s B1

�� q�� tg+ #8~� ¢�2��� �-� 9 )2001 (Tsai  �u� :2 �Ã� �S8) K@�
-�� ��-���� L#H� �1#�= *�) .�
 z¼) >8 ,�8) ��3+ /�s) G�1 �R0�� G���[ 9 zm0HY� ��6 B;� q��zm;�o#b) �u� :2 �Ã� K��2d
+ ��d���t 

 *��6 �� �O �#�+ >8" ,:2HdO /�s)" :2 �Ã� �;�0� ·�
-�@� k&
d� ��  ����� B3&� ��&
�� _="
 I�? B3&� *��6 ,!��6C� �J�Î I0�� K@�
-�@�" XH
0�� #=��o \  ¢��-�� ¿2d�+ 9 :&���� cR�+ �1#�=

 _= ��4 ��8 ���O �8) #;��6L!�-�� /�0��� ") I&2��0�� /�0��� t6 B= �"�
� B�M�� ��-����
:�2�a� zJ�=�F1(Genuine Feelings)   ��F2
�" B�$) :ue  ��
0&0� B;� q�� E1 zm0o<= 9

 ��[�O ���J B1 k8 %f�+ ��M�" ,zmd&
  �8) :?�#  ��,H+�� z¼) >8 ,/�o) ä�� [�R��  ���
�
 k1��8Hence Susan Kruml ¡!�? ����!"  Diana Geddes  \-��&d� %>��� k&
�� �� �) _=

 ��# �  B;� q�� E1 :2 �Ã� K�o<
  ��
0&0� B�M��z�@�
-��   z0Í B��3+ 9 :�����" :2e�F��G��!� 
K@�
-�@� :2HdO G!�= z�@!�H1 ��3+ B�M�� \-���� �¤�"C �� q�� zm-+ ��$ ��u&0�" ) (kruml & 

Geddes, 2000 .  
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  :خاتمة 

 kSDK@�
-�@�  ,K>��&d� :21�2�� G�2a� 9 *2��A B3&� @ zm1 ��q?�o<,��  :$�-�� K�o") B1
�=�F��  :¤2d1 k&
�� 9 G�2a�6 ,52���" �]��� �#
  �&0��� ��
F�� .� ��|�" �C� ") :RmH��" t jMJ

,:&���� �mdJ�R0+ �) B3&� @ :�2�a� " B1 :�2
1 ����) :��m�  l�-+ �) �m�3&� @ *�CK@�
-�@�  _=
�m�= ��0�� .� k2D �¼�6 ,�m;��?) t B= G#��0�� �=�F�� 9 z3u0�� _= G�!�o XY �¼�3�"K@�
-��  k&
��

 X �
0�� �<1�  ���+ �¼�6:2��
-�@�  jMJ B= :����� :28�d���"K@�
-�@� :=�&r l�6 �<s B1  B1
#=����� jMJ :� �,� K�2�-�� B1 :=�&R&  z3u0�� X?C� B1 nd,0� �  ,#=�����" X��
��t 

  k&
�� ��  ����� B3&� ��M�·�
-�@�  nd,0� k&= L) B1 ��q? k3F���e+�  \  k=�-+"
�Ã�� �;�0��� �
  k&
�� B1 ����� �MJ B= �0�� #o" ,:&���� ��' B1 �Ho��1 ��3�" !��6C� _= :2 

 G��!� L!~+ �) B3&� 4� ;������ #$ _= :&����" \d1�
�� !��6C�K@�
-�@�  #=��o E1 7�6��+ �1 �4�
:2��
6 �S8) k3F  !��6C� \  k=�-+" B�$) I�m1 ��!) .� l�
��" XH
0�� t NH+�� ·�
-�@� k&
�� �) XY

 \-���� _= :2Hd��� ���È� �
H  ���)¢�f$@�8 ��� I0��" ,I-2���� �]�<��" I�m�� N����" g-
:&m1 :2&2��+" :�!�6 �;�0�  �J�"#  NH+�+ t ��$ :26�]� K�O��#  ��2��� ��3&  :2�C� B1 *��6 ��M�"

 k&
�� �;�0�" 5 ��O·�
-�@� t 
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