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Abstract

This study is to examine the relationship between emotional labour which is defined as workers’ exhibiting appropriate
emotions designated by the organization towards the customers of the organization, and emotional exhaustion and job
satisfaction. In this context a field study was conducted on the employees of a health institution operating in the province of
Konya. As a result of this study, it is found that there is statistically significant relationship between emotional labour and
emotional exhaustion. Also, it was found that job satisfaction was decreasing as emotional exhaustion levels were increasing
and there was a statistically significant relationship between emotional labour level and job satisfaction of workers. At the end
of study, it was determined that there was statistically significant relationship between emotional labor and emotional
exhaustion and that the levels of emotional labor of the employees, whose the level of job satisfaction are high.

Keywords: Emotional Labour, Emotional Exhaustion, Job Satisfaction.

1. Introduction

In reaching the success of today's organizations, besides economic factors, social factors also become important.
Therefore, organizations have to consider the emotions of its employees, their internal dynamics, as a value. Considering
emotional labor, defined as bringing the emotions into the standards determined by organization and exerting effort in
this direction (Oral and Kdse, 2011: 465) as a value has a great importance especially in health sector, one of the
sectors, where there are intensive relationships with the customer. In an organization like health sector, exerting the
emotional labor in high level brings together the positive and negative results on the employees. In the scope of this
study, examining the relationships between emotional labor, emotional exhaustion, and job satisfaction of the employees
in a health institute being in active in the province Konya, the positive and negative results of emotional labor will be
attempted to be described in the frame of emotional exhaustion and job satisfaction.

2. Conceptual Framework
2.1 Emotional Labor
The concept of emotional labor, considered in the frame of social psychology, handles the emotions in two dimensions

organismic and interactive account. According to the organismic view, considered in the perspective of thinkers such as
Freud (1911), Darwin (1955) and James (1922), the emotions reveal a sudden reflex depending on instincts and motives.
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Interactive account, described in the basis of Freudian and Neo-Freudian thought and considered by social psychologists
such as Gert and Mill (1964), Goffman (1956), Lazarus (1966), puts forward that in showing and reflecting the emotions,
the role of social factors should be included in the model (Hochschild, 1979: 553-555). In 1983, in the book, called “The
Managed Heart”, of Hochschild, this approach was first time defined as emotional labor and has begun to develop.
Hochschild (1983: 7) defined the emotional labor as making a facial and physical indication, arranging the emotions, as a
necessity of job, so that the others can see them.

When the literature of emotional labor is examined, it is seen that emotional labor is considered in three
dimensions as deep acting, surface acting, and genuine emotions. Deep acting is a process to control of the employee
his/her emotions and thoughts as a necessity of indication rules (Brotheridge and Grandey, 2002: 22). Surface acting is
that employees, in the frame of the institutional and professional indication rules, fixing their emotions, reflect them on the
customer or receiver in different way from the emotions they actually feel (Hochschild, 1983; Brotheridge and Grandey,
2002: 22; Basim and Begenirbas, 2012: 79). And genuine emotions are expressed that the employee reflects out his/her
emotions inherently (Basim and Begenirbas, 2012: 79).

2.2 Emotional Exhaustion

Emotional exhaustion, a dimension of burnout, is defined as exhaustion of the emotions and feelings of individual toward
the other people (Leiter and Maslach, 1988: 297; Bruce, 2009: 58, Yildirim and igerli, 2010: 124). Emotional exhaustion
represents the dimension of basic stress of burnout (Maslach and Goldberg, 1998: 64). When the relationship between
burnout and emotional labor is examined, burnout is evaluated as an outcome of emotional labor. Grandey (2000), in his
study he conducted, in case that in the relationships with the customer, the emotional participation is high, put forward
that burnout emerged. Brotheridge and Grandey (2002), in their studies they conducted, determined a positive
relationship between the dimensions of emotional exhaustion and depersonalization of burnout and the dimensions of
deep and surface acting of emotional labor. Kim (2008), in the study he conducted, determined a positive relationship
between surface acting, considered the sub-dimension of emotional labor, and emotional exhaustion and
depersonalization, considered the sub-dimension of burnout. Similarly, Lee and Ok (2012), in their studies, considered
the emotional labor as an emotional effort and put forward that there was a positive relationship between emotional effort
and emotional exhaustion.

2.3 Job Satisfaction

Job satisfaction is defined in the organizational literature in many ways, but the most general definition on job satisfaction
is in the form that it is a satisfying or positive emotional state from evaluating of individual his/her job or work experience
(Locke, 1976:1300). Job satisfaction is the degree of at which degree the needs and expectations of employee are met.
Spector also defined the job satisfaction as at what degree the employees like their jobs (Lee and Ok, 2012: 1103) Job
satisfaction is one of the concepts, which emotional labor is most associated with In the studies carried out, while the
view that emotional labor negatively affects job satisfaction prevails, there are also some studies suggesting that there
are also positive relationships between job satisfaction and emotional labor (Oral and Kdse, 2011: 474). Pugliesi (1999),
in his study, considered job satisfaction as a behavioral outcome of emotional labor and argued that there was a positive
directional relationship between job satisfaction and emotional labor. Yang and Chang (2008), in the study they carried
out on clinical nurses, they argued that there was a positive relationship between the dimensions of surface acting and
deep acting of emotional labor and job satisfaction.

3. Research Methodology

In this section of the study, information will be given about the aim, hypotheses, and findings of study realized by using
the method of survey. In addition, whether or not the results obtained in the study were statistically significant will be
assessed and whether or not the hypotheses are confirmed will be tested.

3.1 Method of Study and Sample

In forming the dataset of this study, method of survey was utilized from the method of survey, the study was carried out
on the employees of a health institute (since the institute did not permit about publishing its name, in the study, the
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expression of health institute took place) being in active in the province Konya. In the studies, the data were collected by
means of standard questionnaire prepared by regarding to likert scale and via face to face interviews conducted with the
responders. The items in the scale were put in order in the form “1 = | definitely disagree” and “5 = | definitely agree”.

In the study, in determining the points to be included in the sample, convenience sampling method, used in the
similar studies (Cui et. al., 2003; Zhou, 2004), was chosen. Convenience sampling, since it provided the possibility to
rapidly access to a number of dates, was a preferred method (Nakip, 2003).

In calculating the sample size, Yazicioglu and Erdogan (2004: 50) were utilized. The authors, for confidentiality
value o= 0.05 with equation error ,-0.05, and in the condition that the rate of being observed and not being observed of
each x variable in the universe is accepted equal, in case of having a sample size of 500 people, calculated the number
of survey that should be conducted as 217. In this context, the rate of survey that should be returned is approximately
44%. In the health institution, where the study was carried out, 280 health personnel work and as a result of application
made, 128 questionnaires, suitable to asses, were obtained. The return rate, obtained in this context, is approximately
45% and it can be said that this represents the main body.

3.2 The Aim and Hypotheses of the Study

The aim of study is to determine the levels of emotional labor, emotional exhaustion and job performance of the
employees of a health institute being in active in health sector in the province Konya and to examine the relationships
between the levels of emotional labor, emotional exhaustion, and job performance. In the direction of this aim, the
hypotheses developed in the scope of study were put in order as follows.

Hypothesis 1. “There is a statistically significant relationship between the level of emotional labor and emotional
exhaustion of health staff".

Hypothesis 2. “There is a statistically significant relationship between the level of emotional labor and job
performance of health staff”.

3.3 The Scales Used in the Study

In the study, in order to determine the levels of emotional labor of the employees of health institute, “Scale of Emotional
Labor”, including some items of emotional labor scales by Grandey (2000) and Kruml and Geddes (2000), developed by
Diefendorff et al. (2005), and adapted to Turkish by Basim and Begenirbas (2012) was used; in order to measure the
level of burnout, “Scale of Burnout”, developed by Maslach and Jackson (1981) and adapted to Turkish by Ergin (1992);
and in order to determine the levels of job satisfaction, “Scale of Job Satisfaction”, developed by Spector (1994) used
in their studies.

4. Findings Of Studies

4.1 Specifications of Sample

Table1. Demographic Characteristics of the Sample

Gender of Those Participating in The Study Number | Percent
Female 31 34,1
Male 60 65,9
Total 91 100,0
Titles of Those Participating in the Study
Research Assistant Doctor 53 42,1
Specialist Doctor 12 9,5
Asst. Prof. Dr. 26 20,6
Assoc. Prof. Dr. 22 17,5
Prof. Dr. 13 10,3
Total 126 100,0
The unit, where those participating in the study work
Basic Medicine 9 75
Surgical Medicine 53 44,2
[ N
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Internal Medicine 58 48,3
Total 120 100,0

Note: (i) n=113.
4.2 Findings about Emotional Labor
In order to determine the levels of emotional labor of those participating in the study, the items taking place in Table 1
were asked in the form of 5-point likert scale. In the scale, 1 is in the meaning of “disagreeing at all’ and 5 is in the

meaning of agreeing in very high level. The results are seen as follows:

Table2. Level of Emotional Labor

Scale of Emotional Labor Mean | SD
While | am engaged in the patients, | pretend to feel self well. 222 | 129
In order to be able to exhibit the emotions my profession requires, | pretend to take on a masque. 223 | 122
While | am engaged in the patients, as if | am making a show, | exhibit an extra performance. 2,04 | 1,22
| play act for being able to be interested in the patients appropriately 197 | 115
While | am performing my profession, | behave as if | feel the emotions | do not feel 223 | 121
| exhibit the different emotions other than those | actually feel to the patients. 227 | 120
Surface Acting 12,77 | 6,13
| exert effort to also actually feel the emotions | have to show 290 | 141
| try to actually experience the emotions | have to show to the patients 3,04 | 1,32
I show an intensive effort in order to be able to feel inside of me 261 | 1,32
In order to be able to feel the emations | have to show to the patients, | do everything as much as possible | 2,96 | 1,34
Deep Acting 11,27 | 4,21
The emotions | showed to the patents spontaneously reveal. 3,63 | 1,08
The emotions | exhibit to the patients are friendly 3,89 | 1,00
The emotions | showed to the patients is the same as those | felt at that moment. 358 | 1,13
While | am engaged in the patients, | show false emotions. 198 | 114
Genuine Emotions 12,95 | 2,41
General Total® 37,55 | 7,92

Notes: (i) n=113, (i) in the scale, | is in the meaning of “I definitely disagree” and 5, in the meaning of “I definitely agree” (iii).
According to two way Anova Test of Friedman, x2=636,045; p<0,001; the results are statistically significant.

When Table 2 is examined, it can be said that the answers of participants associated with each dimension predominantly
range in the low level. In other words, the levels of emotional labor are low. While the scores on the dimensions of
surface acting and deep acting are at low level in the context of scale, genuine emotions is higher compared to the other
two dimensions in the context of scale. This case can be evaluated that employees reflect their genuine emotions to their
patients in the working environment.

4.3 Findings About Emotional Exhaustion
In order to determine the levels of emotional exhaustion, items taking place in Table 3 were asked in the form of 5-point
likert scale. In the scale, 1 is in the meaning of “disagreeing at all” and 5 is in the meaning of agreeing in very high level.

The results are seen as follows:

Table3. Scale of Emotional Exhaustion

Scale of Emotional Exhaustion Mean. | SD
| feel that | am alienated to my job. 2,47 1,31
| feel myself emotionally exhausted after return from the job. 2,82 | 133

* Cronbach's alpha values of the variables examined after added points related to variables. Cronbach's alpha value of the scale is
0,719. The Cronbach's alpha values show that the scale was highly reliability and possible to use total score by related to item scores of
variables.
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When | wake up in the morning, | cannot bear to this more 239 | 121
Striving with the people having problem is really back-breaking. | 3,14 | 1,31
| feel being sick of the work | do. 2,70 | 1,34
| think that my job constrained me. 281 | 143
| think that | work too much on my job. 307 | 135
Directly working with people is creating stress on me. 2,79 | 1,04
| feel that | reach at the end of the way. 228 | 132
Emotional Exhaution” 24,59 | 7,78

Vol 4 No 10
October 2013

Notes: (i) n=107, (i) in the scale, | is in the meaning of ‘I definitely disagree” and 5, in the meaning of “I definitely agree” (iii).

According to two way Anova Test of Friedman, x2=638,976; p<0,001; the results are statistically significant.

When Table 3 is examined, it can be said that the answers of participants associated with each dimension predominantly
range in the low level. When the results in the table are generally assessed, it can be said that the exhaustion occurring
in the feelings emotions of the employees working in the health institute is in low level.

4.4 Findings About Job Satisfaction

In order to determine the levels of job satisfaction, items taking place in Table 4 were asked in the form of 5-point likert
scale. In the scale, 1 is in the meaning of “disagreeing at all” and 5 is in the meaning of agreeing in very high level. The
results are seen as follows:

Table4. Level of Job Satisfaction of Employees

Scale of Job Satisfaction Mean SD.
| feel | am being paid a fair amount for the work | do. 2,73 1,32
There is really too little chance for promotion on my job. 2,49 1,27
My supervisor is quite competent in doing his/her job. 3,73 1,04
| am not satisfied with the benefits | receive. 3,24 121
When | do a good job, | receive the recognition for it that | should receive. 3,43 1,05
Many of our rules and procedures make doing a good job difficult. 2,94 1,23
| like the people | work with. 3,93 1,08
| sometimes feel my job is meaningless. 2,66 1,35
Communications seem good within this organization. 3,69 0,98
Raises are too few and far between. 3,65 1,10
Those who do well on the job stand a fair chance of being promoted. 311 1,27
My supervisor is unfair to me. 2,56 1,39
The benefits we receive are as good as most other organizations offer. 2,88 1,13
| do not feel that the work | do is appreciated. 2,69 1,38
My efforts to do a good job are seldom blocked by red tape. 2,86 1,26
| find | have to work harder at my job because of the incompetence of people | work with. 2,96 1,27
| like doing the things | do at work. 3,66 1,14
The goals of this organization are not clear to me. 2,79 1,33
| feel unappreciated by the organization when | think about what they pay me. 3,07 1,28
People get ahead as fast here as they do in other places. 2,89 1,23
My supervisor shows too little interest in the feelings of subordinates. 2,55 1,33
The benefit package we have is equitable. 2,81 1,17
There are few rewards for those who work here. 3,08 1,19
| have too much to do at work. 3,38 1,07
| enjoy my coworkers. 3,66 1,15
| often feel that | do not know what is going on with the organization. 2,85 1,24
| feel a sense of pride in doing my job. 3,87 1,18
| feel satisfied with my chances for salary increases. 3,01 1,33

* Cronbach's alpha values of the variables examined after added points related to variables. Cronbach's alpha value of the scale is
0,800. The Cronbach's alpha values show that the scale was highly reliability and possible to use total score by related to item scores of

variables.
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There are benefits we do not have which we should have. 3,02 1,36
| like my supervisor. 3,52 121
| have too much paperwork. 3,18 121
| don't feel my efforts are rewarded the way they should be. 3,04 121
| am satisfied with my chances for promotion. 3,40 1,19
There is too much bickering and fighting at work. 2,73 1,27
My job is enjoyable. 3,67 1,15
Work assignments are not fully explained. 2,87 1,25
Total" 112,57 | 14,96

Notes: (i) n=108, (ii) in the scale, | is in the meaning of “I definitely disagree” and 5, in the meaning of “I definitely agree” (iii)
According to two way Anova Test of Friedman, x2=732,516; p<0,001; the results are statistically significant.

When the table 4 is examined, it can be said that the evaluations of individuals working in the health institutes on the
level of job satisfaction are in the medium level, in other words, that the levels of work satisfaction of the employees are
in middle or higher level.

4.5 Hypotheses of Study

The evaluation about hypotheses developed in the context of study will be done in this section. The first hypothesis of
this study is to scrutinize whether or not there is a relationship between the level of emotional labor and emotional
exhaustion of health staff. In order to evaluate this situation, the correlation level between scales and the level of
relationship was calculated by using Pearson correlation coefficient (Table 5).

Table5. Correlation Matrix for Level of Emotional Labor and Burnout Emotion

Surface Acting | Deep Acting | Genuine Emotions | Emotional Labor | Emotional Exhaustion
Surface Acting 1
Deep Acting 234(** 1
Genuine Emotions -,379(*) -0,051 1
Emotional Labor 194(*) ,708(**) -0,016 1
Emotional Exhaustion ,435(*) ,196(*%) -211(%) ,382(*) 1

Note: **p<.001, *p<.05

As seen in correlation matrix in Table 5, there is a statistically significant relationship (p < .001) between the level of
emotional labor and burnout emotion. In this case, Hypothesis 1 putting forward that there is a statistically significant
relationship between the level of emotional labor and emotional exhaustion of health staff was accepted.

In the scope of the second hypothesis of the study will be evaluated toward determining the relationship between
job satisfaction and emotional labor of health staff. In order to evaluate this situation in similar to the method applied by
Dean and Snell (1996), the employees participating in the study, according to the median rule, are divided into two
groups. The effect of level of emotional labor of the employees on job satisfaction is seen in Table 6.

Table 6. The Effect of Level of Emotional Labor of the Employees on Job Satisfaction

Job Satisfaction
Emotional Labor (rl‘_:sv; ) (:l%r;;) Mann Whitney U Tests
Mean | Std. Dev. | Mean | Std. Dev. Z p
Surface Acting 11,58 5,61 14,00 | 643 -2,167 p <,05
Deep Acting 10,55 4,27 12,00 4,05 -1,861 p <,05
Genuine Emotions | 12,80 2,14 13,11 2,67 -0,703 p >,05
Emotional Labor | 34,94 6,66 39,11 8,37 -2,478 p <,05

* Cronbach's alpha values of the variables examined after added points related to variables. Cronbach's alpha value of the scale is
0.782. The Cronbach's alpha values show that the scale was highly reliability and possible to use total score by related to item scores of
variables.
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Notes: (i) n=128, (ii) in the scale, | is in the meaning of “| definitely disagree” and 5, in the meaning of “| definitely agree”.
When Table 6 is evaluated, it was determined that the levels of emotional labor of the employees, whose the levels of job
satisfaction is high, is also high and that these results are statistically significant in the dimension of surface acting and
deep acting of emotional labor and generally in the level of emotional labor. it is seen that Hypothesis 2, developed in the
way that “There is statistically significant relationship between the level of emotional labor and job satisfaction of health
staff”, is partly supported.

5. Conclusion

In this study, the relationships between the levels of emotional labor and emotional exhaustion of the employees of
health institute and their job satisfaction were scrutinized. According to the results of study, it was determined that the
levels of emotional labor and job satisfactions of the employees in health institute were in medium level and that their
level of emotional exhaustion was in low level. Emotional labor was determined in three sub-dimensions as surface
acting, deep acting, and genuine emotions and a statistically significant relationship was determined between these sub-
dimensions and emotional exhaustion. It was concluded that there was a negative directional relationship between
emotional exhaustion and genuine emotions and that there was a positive directional and statistically significant between
the behaviors of surface acting and deep acting.

When the relationship between emotional labor and job satisfaction is examined, it was seen that job satisfaction
had positive effects on the level of motional labor. In the sample of the study, it was reached the conclusion that the level
of emotional labor of the employees, whose the level of job satisfaction are high, were also high. This situation is in
quality supporting the studies carried out in the literature (Yang and Chang, 2008; Kim, 2008; Brotheridge and Grandey,
2002; Lee and Ok, 2012).

In this context, that the further studies, due to some limitation in health sector, are carried out in the different sector
in different sample size can be suggested in terms of generalizability of study. Let's make this explanation different
slightly.
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