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Extended Abstract

Abstract

Emotional labor, first introduced by Hochschild (1983), has attracted interest
from researchers. Despite researchers' efforts to understand why and how
emotions managed by managers in the workplace, in other words, by examining
their emotional labor with the help of various conceptual frameworks, they have
achieved the contradictory results, especially on deep action. Therefore, the aim
of this study was to explore emotional labor considering the role of contextual
factors, individual differences and emotional intelligence.

Introduction

Emotional labor can have a significant impact on the growth of employees and
managers (Wolters and Gonzalez, 2008). In addition to gaining knowledge and
scientific skills from their managers, the employees are increasingly affected by
their emotions as part of their socio-emotional development and react to them
according to their understanding of these emotions (Konishi & et al, 2010). On
the other hand, managers are influenced by the behaviors of their employees
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and experience different emotions in the workplace that can affect both
themselves and their employees (Frenzel & et al, 2009; Fredrickson, 2001).
According to studies conducted on emotions in work environments, people do
not act passively against their emotions and seriously modify them (Gross,
2015). According to previous research, managers experience a variety of
emotions during work, from pleasure to empathy and anger and compassion,
and thus these emotions affect different aspects of their lives (Sutton &
Wheatley, 2003; Sutton, 2005; Frenzel & Stephens, 2013; Chang, 2009, 2013).
Therefore, this study used findings from the previous research with the aim of
explaining the existing knowledge about the emotional work of managers,
examined the effect of contextual factors and individual differences on the
emotional labor of managers. The role of emotional intelligence modulator in
these relationships is also considered.

Case study

The study population consisted of managers of higher education institutions in
Kerman. The sample size was 203 managers. the Cochran's formula was used to
determine the sample size, so that the questionnaire was distributed among
managers.

Theoretical framework

Emotional labor was originally defined as the management of feeling to create a
publicly observable facial and bodily display and is commonly used to describe
how individuals modify their emotional expressions from their truly
experienced emotions for communicative purposes. According to Hochschild
(1983), surface acting referred to when individuals externally expressed an
emotion that differed from their experienced emotions without modifying their
internal feelings, as evidenced by amplifying, faking, or suppressing an emotion
(Coté et al. 2013; Grandey 2000). In contrast, the term deep acting referred to
internalizing the desired emotion such that the emotions expressed are more
consistent with felt emotions. Ashforth and Humphrey as well as Morris and
Feldman (1996) later included genuinely expressing emotions as a third
emotional labor strategy, arguing that although emotional dissonance the
discrepancy between expected and experienced emotions may be low, cognitive
effort is nonetheless required to express internally felt desired emotions in a
contextually appropriate manner.

Methodology

According to the applied purpose and in terms of data collection, this was
descriptive research of correlation type and specifically modeling structural
equations. In order to collect the data on the theoretical foundations and the
research literatures such as paper, existing dissertations and research related to
the subject, Persian and Latin books and internet search were studies. Field
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research in this study included data collection using questionnaire. The
questionnaire used in this study includes 24items. A 5-point Likert scale was
provided with response choices ranging 1 for completely agree to number 5 for
the option completely disagree. To test the hypotheses, the structural equation
modeling technique was used using PLS software.

Discussions and findings

The center of control of the personality index is the main individual differences.
People with internal control are social, enthusiastic, energetic and optimistic.
Because these people tend to have positive emotions and are satisfied when
working with groups, they may be more emotional as a result of ensuring that
teams are stable. Contextual factors include a person's ability to tolerate
stressful stimuli and stressors. These people have confidence in themselves, are
stable and calm. One of the obstacles that hinders emotional labor is the fear of
managers that others may take advantage of this situation after they share their
emotional feelings with employees. Hence, the fear of these people causes them
to mainly avoid expressing emotions in order to maintain their exclusive
position. Emotional intelligence is associated with positive attitudes toward
others because people with high emotional intelligence are intelligent and they
are curious about the inner and outer worlds and are more experienced in their
lives. Thus, people with high emotional intelligence may be more interested in
looking for emotional relationships with employees. A high level of emotional
intelligence in a person can bring more emotional labor. Therefore, it is
recommended that measures be taken to strengthen emotional intelligence in
higher education institutions, because the presence of emotional intelligence is
high, which causes the underlying factors and individual differences of
managers to lead to a high level of emotional labor.

Conclusion

In this study, a model of managers' emotional labor considering the role of
contextual factors, individual differences and emotional intelligence was
examined. The theoretical foundations of all four concepts were examined and
the conceptual model of the research was developed. The questions of the
questionnaire were examined by professors and experts familiar with the subject
and their validity was confirmed as 0.85. The results showed the confirmation
of the research hypotheses. To study the research hypotheses, the significant
effects of contextual factors and individual differences on emotional work was
confirmed. Also, the role of emotional intelligence modulator in these
relationships was confirmed.

Keywords: Emotional Work, Contextual Factors, Individual Differences,
Emotional Intelligence.
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