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Abstract. Purpose. The purpose of the present research was to investigate the mediating role of
emotional labor strategies between display rule demands and job satisfaction among customer services
employees. Methodology. The present study used a cross-sectional survey research design. Self-report
measures in English language including Emotion Work Requirement Scale (Best et al., 1997); Emotional
Labor Scale (Brotheridge, Lee, 2003); and job satisfaction subscale of Michigan Organizational
Assessment Questionnaire (Camman et al.,, 1979) were used to operationalize the focal constructs of
the present study in a purposive sample (N = 232) of customer services employees of banking and
telecommunication sectors from Islamabad, Rawalpindi, and Sargodha cities of Pakistan. Findings. Path
analysis through Amos revealed that integrative display rules had a positive direct influence on deep
acting and job satisfaction, whereas emotional masking had a positive direct influence on surface acting.
Surface acting not only demonstrated the negative direct effect on job satisfaction but also fully mediated
between emotional masking and job satisfaction. Research limitations. Owing to the self-report data and
survey research design, the findings of the present study did not delineate the causal effects. However,
our results do suggest that integrative display rules should be made explicit in customer services so
that customer services employee regulate their emotions through deep acting. Emotional masking, on
the other hand, should be discouraged as it may lead the employees to surface act, which in turn may
reduce their job satisfaction. Value of the results. The present research empirically demonstrated that
customer services employees following emotional masking display rules were more likely to engage in
surface acting, which in turn may jeopardize their job satisfaction. Therefore, service organizations must
promote integrative display rules and deep acting for the emotional regulation of customer services
employees.

Keywords: surface acting; deep acting; integrative display rules; emotional masking; emotional labor;
job satisfaction.

Introduction

During the past couple of decades, customer services jobs have been considerably increased in
Pakistan due to expansion in the telecommunication and banking sector. In Pakistan, the share of the
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services sector in all economic spheres is consistently rising. According to A. Ahmad and H. Ahsan,
the service sector accounts for more than 50% of the national GDP and provides more than one-third
of the total jobs in the country (Ahmad, Ahsan, 2011). It is the fastest-growing sector in the Pakistani
economy. Emotion work is a vital constituent of services jobs, which require either voice-to-voice
or face-to-face interactions with the clients (Zapf, 2002). A. Hochschild labeled this emotional work
as emotional labor and believed that emotional labor involved the emotional regulation for creating
an overt facial and bodily display for earning a wage and it had the exchange value (Hochschild,
1983). Despite the significance of the service sector in the Pakistani economy and the prevailing
phenomenon of emotional labor in our service organizations, the empirical literature on emotional
labor, acting mechanisms of emotional labor, and its organizational outcomes is quite scarce. The
present research is an empirical endeavor for understanding the dynamic relationships among
display rule demands, emotional labor, and job satisfaction among employees of customer services
in an indigenous context.

We indulge in emotional labor when we undertake emotional management to meet our job
requirements of displaying certain emotions and suppressing others. A. A. Grandey conceived
emotional labor as an emotional regulation process that may involve augmenting, feigning, or
withholding emotions whereby employees manage their feeling and expressions to comply with
organizational demands (Grandey, 2000; 2003). Emotional labor involves the process of emotional
regulation to comply with display rules for the achievement of organizational goals (Diefendorf,
Gosserand, 2003). Numerous researchers believe that regulation and management of emotional
expressions is essential for effective performance in customer services jobs because these jobs
may treat affective management as a marketplace product or service (Ashforth, Humphrey, 1993;
Brotheridge, Grandey 2002; Grandey, 2000; Morris, Feldman, 1996). The employees may perceive
emotional labor as part of their job (Diefendorff, Richard, Croyle, 2006).

Theoretical background

Display rule demands

Most of the research on emotional labor posits display rules as standards for suitable emotional
expressions. Display rules are the behavioral standards that dictate which emotion is appropriate
in which situation and how various emotions should be expressed to different people (Brotheridge,
Grandey, 2002; Cropanzano, Weiss, Elias, 2004; Grandey, 2000; 2003). These display rules can be
explicitin selection manuals or organizational policies, or they may be implicit in terms of organizational
culture and norms. Expression of emotions in accordance with these display rule demands irrespective
of actually felt emotions constitutes emotional labor and it may involve forging an unfelt emotion,
exaggerating an emotion that is being experienced, or withholding the overt expression of an emotional
experience (Grandey, 2003). Alternatively, we may say that perceived display rules refer to the degree
to which employees conceive certain emotional expressions as part of their jobs.

Literature suggests three different types of emotional display rules (Becker, Cropanzano, 2011).
First, differentiating emotional displays that involve the expression of negative emotions, such as
anger or fear. Sometimes, bill collectors must comply with this type of display rule. Second, integrative
emotional displays, which involve the expression of positive emotions, such as joyfulness, which many
customer service representatives must display. Third, displaying the neutral emotions or emotional
masking, which therapists and judges usually must portray. Since the present research was conducted
in a sample of customer services employees, therefore it only focused on integrative display rules and
differentiating display rules because few customer services jobs require emotional masking.
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Acting mechanisms of emotional labor

A. A. Grandey conceived two important acting mechanisms of emotional labor namely surface
acting and deep acting. In surface acting, employees simulate emotions they have not felt, by
modifying their overt looks (i.e., voice tone, facial expression, body gestures) (Grandey, 2000). Thus,
in surface acting, people only change their emotional expressions without changing the real feeling
component of the emotion. By modifying facial expressions or bodily gestures such as drooping
shoulders, slumped head, or limping mouth, feelings may be changed to a corresponding state
(Hochschild, 1993). B. E. Ashforth and R. H. Humphrey (1993) concluded that surface acting may
refer to the disparity between displayed and felt emotion (Ashforth, Humphrey, 1993).

In contrast with surface acting, employees may change their feelings when they indulge in
deep acting. A. Hochschild identified deep acting as (1) pressing feeling, whereby one deliberately
endeavors to arouse or withhold an emotion, and (2) trained imagination, through which one
intentionally evokes images, thoughts, and memories to arouse the associated emotion (Hochschild,
1983). In deep acting, employees may invoke appropriate emotions according to the display rule
demands by using their past experiences or training (Kruml, Geddes, 2000). This means that in deep
acting, emotions along with the feeling component are deliberately aroused, withheld, or formed.

Display rules and acting mechanisms of emotional labor

A. A. Grandey with colleagues studied the dynamic interplay between display rules and acting
mechanisms of emotional labor. They observed positive associations of both types of display rule
demands with the surface as well as deep acting (Brotheridge, Grandey, 2002; Grandey, 2002). Thus, it
may be inferred that perceiving high display rule demands of expressing or suppressing emotions may
lead to increased emotional labor. Remarkably, in Brotheridge and Grandey’s study, deep acting was
more strongly correlated with the display rule of expressing positive emotions and surface acting had
a stronger association with display rules of suppressing negative emotions. This means that indulging
in surface or deep acting is contingent upon employees’ perception of the relative importance of the
display rule of expressing positive emotions (integrative display rule) or hiding negative emotions
(emotional masking). Employees perceiving the display rule of hiding negative emotions as more
important may prefer surface acting while employees who believe in the display rule of expressing
positive emotions are more likely to deep act. Since deep acting involves cognitively restructuring
the situation or deliberately inducing the positive thoughts to bring about the real feeling, it deems
appropriate to conceive that deep acting should be more closely aligned with the expression of emotions
than with their suppression. Moreover, since surface acting usually entails faking or hiding actually felt
emotions, therefore, emotional masking may lead to surface acting.

Emotional labor and job satisfaction

Being the core component of many service jobs requiring interpersonal interaction, emotional
labor influences many organizational and individual outcomes (Gosserand, 2003). Emotional
management in compliance with display rule demands may lead to more effective interpersonal
functioning and better performance (Adelmann, 1995; Arvey et al, 1998). On the other hand,
emotional labor may also lead to certain negative employees’ outcomes, such as job dissatisfaction,
burnout, and occupational stress (Grandey, 2000; Morris, Feldman, 1996).

Job satisfaction is one of the most studied outcomes in relation to emotional labor and it refers
to an assessment of how one feels about one’s job (Weiss, 2002). Research evidence generally
suggests that employees with high levels of emotional management are less likely to be satisfied with
their jobs. Nevertheless, counter-evidence is also available in the relevant literature. For example,
P. K. Adelmann observed that waiters with high levels of emotional regulation who expressed
their genuine emotions were more satisfied with their job as compared to their counterparts who
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displayed fake emotions (Adelmann, 1995). P. K. Adelmann’s research is one of the few investigations
that reported a positive association between job satisfaction and emotional labor. Usually, studies
demonstrate a negative association between emotional labor and job satisfaction for employees
who engage in surface acting (Abraham, 1998; Morris, Feldman, 1997). For instance, D. R. Rutter
and P. ]. Fielding reported that prison officers who concealed their emotions in the workplace were
more likely to experience stress and job dissatisfaction (Rutter, Fielding, 1988). Nevertheless, some
research evidence also suggested the positive consequences of emotional labor on both individual
and organizational levels.

B. E. Ashforth and R. H. Humphrey, for example, observed that strong adherence to explicit
display rule demands may lead to task efficiency and improved service quality on an organizational
level and might boost employees’ well-being and self-efficacy on an individual level (Ashforth,
Humphrey, 1993). In the same vein, W. Strickland, M. B. Tolich, and A. Wharton reported the positive
influence of emotional labor on job security, satisfaction, and self-esteem (Strickland, 1992; Tolich,
1993; Wharton, 1993) whereas C. Conrad and K. Witte observed that emotional labor might serve
to lessen occupational stress (Conrad, Witte, 1994). This signifies that emotional labor may be
conceived as a double-edged sword and additional research is needed to disentangle the emotional
labor processes that may lead to positive or negative outcomes. One plausible explanation for the
differential influences of emotional labor on job satisfaction may lie in the acting mechanisms (deep
and surface acting) of emotional labor.

Acting mechanisms of emotional labor and job satisfaction

It is evident from the aforementioned literature review that research on job satisfaction as a
corollary to emotional labor has not reached some definite conclusion as it has found both negative
(Abraham, 1998; Morris, Feldman, 1997) and positive relationships (Adelmann, 1995). The acting
mechanism employees choose in performing emotional labor may offer a pertinent explanation for
these contradictory findings. Surface acting, for example, may foster a sense of inauthenticity among
employees, which may culminate in job dissatisfaction. On the other hand, employees undertaking
the deep acting path to the emotional labor may experience personal accomplishment, which in turn
may make them more satisfied with their (Kruml, Geddes, 2000). N. Nguyen and F. Stinglhamber found
that surface acting negatively predicted job satisfaction of service employees (Nguyen, Stinglhamber,
2018). Recently, it was found that deep acting is a positive and surface acting is a negative correlate
of job satisfaction in a sample of Chinese hotel employees (Wen et al., 2019).

Display rules and job satisfaction

The individuals conform to display rules by feeling more positively (i.e., deep acting), they may
receive benefits directly from their own positive emotions as well as indirectly through the positive
interactions they have with others (Humphrey et al.,, 2015). The potential harm of display rules
is that these external demands may be experienced as controlling and infringe upon the private
internal experiences of employees.

In their meta-analysis, ]. D. Kammeyer-Mueller with colleagues reported that positive display
rules were significantly correlated with job satisfaction (p = .12) and performance (p = .16), but
uncorrelated with stress / exhaustion (p = .00). They further found that negative display rules
were significantly correlated with job satisfaction (p = -.16) and stress / exhaustion (p = .27), but
non-significantly correlated with performance (p =.08) (Kammeyer-Mueller et al,, 2013). In contrast
to positive display rules, negative display rules do not appear to have many benefits for workers
(Humphrey et al.,, 2015).

A. Adil with colleagues cogently explained the differential influence of display rule demands
on the job satisfaction of employees in terms of emotional dissonance. They argued that when an
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employee actually felt positive emotions and expressed them in compliance with the integrative
display rule towards the clients, she or he was unlikely to experience any sort of emotional dissonance
(Adil et al., 2012). Such an employee should have a positive evaluation of her or his job resulting in
higher levels of job satisfaction. Conversely, while confronting an obstinate and demanding client,
a customer services employee might actually experience insult, anger, frustration, or any other
negative emotion, but she or he had to suppress it and fake positive emotions in compliance with
the emotional masking rule. This discrepancy between the felt and expressed emotion might lead
to emotional dissonance, which in turn, may reduce employee’s job satisfaction. Furthermore, by
displaying positive emotions may result in physiological changes that may enhance well-being,
therefore, positive display rules may spawn positive affect in employees leading to improved levels
of job satisfaction (Anafarta, 2015). In accordance with the aforementioned literature, the present
study hypothesized:

Hypothesis 1: Integrative display rule will lead to deep acting whereas emotional masking will lead
to surface acting.

Hypothesis 2: Deep acting will be positive whereas surface acting will be a negative predictor of
job satisfaction.

Hypothesis 3: Integrative display rule will be positive whereas emotional masking will be negatively
related to job satisfaction.

Hypothesis 4a: Surface acting will mediate between emotional masking and job satisfaction.

Hypothesis 4b: Deep acting will mediate between integrative display rules and job satisfaction.

Method

Sample

The present study was conducted in a purposive sample of 232 customer services representatives
from the banking and cellular service sectors of Rawalpindi, Islamabad, and Sargodha cities. The
sample comprised an equal number of customer services representatives from both sectors. Moreover,
gender was equally represented in the sample (i.e., 58 men and 58 women from each sector). The
baseline education of the participants was 14 years of education. 69.39% of the participants had
graduation degrees whereas 30.61% had post-graduate degrees. The mean age of the sample was
25.96 years with a standard deviation6.02 years (age range was 20-58 years). Participants had
1.5 to 13 years of job experience (M = 5.03, SD = 3.97) and it was divided into two categories in
terms of job experience. 41.81% of the sample (97 individuals) had more than three years of job
experience, whereas employees with a job experience of fewer than three years constituted 58.19%
of the sample (135 individuals). Participants were approached in their offices after getting official
permission from their managers. In sum, 350 questionnaires were distributed among the CSRs, and
232 completed questionnaires were received back with a response rate of 66.29%.

The inclusion criteria for the participants were limited to the full-time CSRs of cellular services
and banks with a minimum education of 14 years and minimum job experience of one year. These
criteria were justified as the current study aimed at exploring various aspects of emotional labor,
which could best be done in customer services jobs. Considering the time constraints of the current
study, cellular service providers, and banks constituted the best occupational categories for the
customer services jobs, which could be accessed within the given period. The baseline of graduation
was necessary as all the instruments of the current study were in the English language and itappeared
that individuals with an educational level less than graduation might encounter serious limitations
about the comprehension of the scales.
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Instruments

Emotional Labor Scale

The emotional labor was measured using Emotional Labor Scale with a five-point Likert type
response format (1 = “never”, 5 = “always”) (Brotherdige, Lee, 2003). Deep Acting subscale comprised
of three items with a score range of 3 to 15 and assessed the degree to which a CSR altered his (her)
feelings to abide by the display rules. High scores on this subscale suggested that the respondent
was more likely to engage in deep acting as a mechanism of performing emotional labor. Surface
Acting subscale comprising of three items measured the degree of expression of those emotions that
were actually not experienced. The range of the score on this subscale was 3 to 15 and high scores
indicated greater indulgence in surface acting. None of the items was reverse scored. Satisfactory
levels of internal consistency for the deep acting and surface acting have been reported by the
authors (a = 0.89, a =.86).

Emotion Work Requirements Scale

Display rule demands were measured by the seven-item Emotion Work Requirements Scale
(Bestetal, 1997) on a five-point Likert response format (1 = “never required”, 5 = “always required”).
[t assessed the degree to which CSRs perceived that their emotional display was being shaper by the
display rule demands. None of the items was reverse scored and the score ranged from 7 to 35 where
high scores indicated more stringent display rules and vice versa. The Emotion Work Requirements
Scale (EWRS) is comprised of two subscales. Integrative display rules subscale consisted of the first
four items of the scale and measured the extent to which the employees were required to display
positive emotions. The score ranged from 4 to 20 where high scores represented a more stringent
display rule of exhibiting positive emotions and vice versa (a = .78, Brotheridge, Grandey, 2002).
Emotional masking subscale measured the extent to which the employees were required to hide or
suppress the negative emotions on their jobs. It consisted of the last three items of the scale with a
score range of 3 to 15. High scores represented a more stringent display rule of hiding/suppressing
negative emotions and vice versa (a = .77, Brotheridge, Grandey, 2002).

Job Satisfaction Subscale of Michigan Organizational Assessment Questionnaire

The three-item item job satisfaction subscale of the Michigan Organizational Assessment
Questionnaire (Camman et al.,, 1979) was used to assess global job satisfaction of the CSRs on a
six-point Likert scale of agreement (“6”) and disagreement (“1”). A high score indicated high levels
of job satisfaction and vice versa. The subscale had demonstrated excellent coefficients of internal
consistency in various studies (a =.77, Camman et al., 1979; a = .93, Grandey, 2003). The first item
of the scale was reversed scored.

Results

The obtained data were analyzed through SPSS and Amos. Descriptive statistics, Pearson
correlations, and internal consistency coefficients of various measurement devices have been reported
in Table 1. As evident in Table 1, all scales constituted internally consistent measurements of their
corresponding constructs as Cronbach’s alphas of all the scales were greater than .70. The correlation
matrix depicted that all variables of the present study were correlated in the expected direction.

Path analysis was undertaken through Amos and the structural model based on the sample was
tested forinvariance in separate samples of men and women. The proposed path model demonstrated
a very good fit to the data (* = .19, df = 2, p = .91, CFI = .99, GFI = .98, RMSEA = .001). The path
diagram for the whole sample along with standardized path coefficients of direct effects is presented
in Figure 1.
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Table 1. Descriptive statistics and interscale correlations (N = 232)

Variables M SD a 2 3 4 5
1. Integrative display rules 1451 3.06 .72 Al®* 277 10 .19%*
2. Emotional masking 9.66 287 .75 - A1 317 .04
3. Deep Acting 9.40 271 .73 - - 24 .07
4. Surface Acting 9.03 283 71 - - - -.16*
5. Job Satisfaction 13.28 3.39 .76 - - - -

Note: *— p < .05,*— p < .01, **p — < .001

27

Deep Acting

Integrative Display Rule

41

Emotional Masking

Surface Acting

07

Job Satisfaction

Figure 1. Path diagram of the proposed model of the present study (whole sample)

Findings of the path analysis are reported in Table 2. As hypothesized, integrative display rules
positively predicted deep acting whereas emotional masking had a positive direct effect on surface
acting. Integrative display rules had a significant positive direct effect on job satisfaction whereas
emotional masking failed to demonstrate any direct effect on job satisfaction. Surface acting had an
inverse direct effect on job satisfaction whereas deep acting had no direct effect on job satisfaction.
Finally, emotional masking or the display rule of suppressing negative emotions had a significant
indirect effect on job satisfaction through surface acting. Deep acting did not mediate between
display rule and job satisfaction. The structural model was tested across genders by comparing
unconstrained and fully constrained models. Results revealed that the model remained invariant in
samples of men and women (4y? = 8.35,df =6, p =.21).

Table 2. Standardized Direct and Indirect Effects of Focal Constructs on Job Satisfaction (N = 232)

Whole Sample Men Women

Paths 95% CI 95% CI 95% CI

P SE LL UL B SE LL UL P SE LL UL

+ DR -> DA 27706 .16 .38 .22 .09 .02 41 32 07 .19 45
-DR->SA 3106 .19 43 21* .09 .03 .37 40" .09 22 .56
+DR->]S JQ8* .08 02 35 .13 .12 -.09 .38 25 11 .04 48
-DR->]S 03 08 -12 .17 10 09 -11 28 -.05 .11 -29 .17
DA —>]S .07 .07 -07 20 .19 .08 .03 34 -05 .10 -27 .15
SA ->]S -21"* .08 -35 -.05 -25* .10 -43 -04 -13 12 -36 .11
+ DR ->DA ->]S .02 .02 -03 .06 .04 .03 .000 .11 -.02 .04 -11 .04
-DR->SA ->]JS -06** .03 -12 -.02 -.05* .03 -11 -001 -.05 .05 -.16 .04

Note: + DR = integrative display rules; - DR = emotional masking; DA = deep acting; SA = surface acting; JS = job satisfaction; * — p < .05,

©_p <01, — p<.001.
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Discussion

The findings of the present study supported our first hypothesis as integrative display rules
predicted deep acting and emotional masking predicted surface acting. In surface acting, the
employee is supposed to suppress his (her) real feelings, he (she) fakes i.e., hide the true emotions
and that is exactly what display rule demands of hiding negative emotions dictate. It was found that
emotional masking was more strongly associated with surface acting (Brotheridge, Grandey, 2002).
Since surface acting involves feigning the unexperienced emotions or suppressing the actual feelings,
therefore it may relate more strongly with emotional masking rather than the integrative display
rule of expressing positive emotions. Display rule demand of hiding negative emotions was the only
type of display rule demands which significantly predicted surface acting (Gosserand, 2003).

The finding, therefore, implies that employees who perceive emotional masking as the dominant
organizational display rule are more likely to indulge in faking and (or) suppressing emotions.
Conversely, in deep acting, employees may cognitively restructure the appraisal of the situation or
intentionally induce positive cognitions to feel the real positive emotions they need to express to their
customers. Thus, they are naturally aligned with the integrative rule of displaying positive emotions
rather than suppressing or hiding negative emotions. This finding of the present study is also in
line with pertinent literature as J. M. Diefendorff and G. J. Greguras found that display rules were
positively related to surface acting across a variety of occupations and organizations (Diefendorff,
Greguras, 2009). Integrative rules were positively associated with deep acting and emotional masking
was positively associated with surface acting (Diefendorf, et al., 2005). Meta-analysis of research on
emotional labor demonstrated that display rules were differentially associated with deep as well as
surface acting (Bono, Vey, 2005).

The second hypothesis of the present study postulated deep acting as positive and surface acting
as a negative predictor of job satisfaction. Results of the present study yielded partial support to this
hypothesis as surface acting indeed turned out as a negative predictor of job satisfaction, however,
deep acting was nonsignificant in relation to job satisfaction. The hypothesis was formulated in
accordance with A. A. Grandey’s finding who reported a negative relationship of both the mechanisms
with job satisfaction (Grandey, 1999). Deep acting may lead to a sense of accomplishment as the
emotional expressions exhibited through deep acting seem to be more original, therefore the
non-significant and positive relationship of deep acting and job satisfaction is quite justified.

The direction of the relationship between surface acting and job satisfaction aligned with
previous studies indicating that employees who perform emotional labor through surface acting
would be more likely to be dissatisfied with their jobs. Our results suggest that job satisfaction is
influenced by the choice of emotional labor strategies, for example, inauthenticity may develop a
corollary to being engaged in surface acting, which may lead to job dissatisfaction. On the other hand,
employees who engage in deep acting may experience a sense of personal achievement resulting in
higher levels of job satisfaction (Kruml, Geddes, 2000). This was exactly what the current study did
find i.e., employees engaged in surface acting were actually found to be less satisfied with their jobs.
T. A. Judge with collesgues reported similar findings in a sample of customer services representatives
(CSRs) as they observed that deep acting was not related to job satisfaction, however, surface acting
had a significant negative influence on job satisfaction of CSRs (Judge et al., 2009). Similarly, another
study on a sample of service sector employees found deep acting was unrelated to the employees’
job satisfaction, nevertheless, superficial acting resulted in lowered levels of job satisfaction (Walsh,
Bartikowski, 2013). Surface acting may lead to the accumulation of occupational stress in employees
that may hamper their satisfaction with the jobs (Nixon et al., 2010).
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The third hypothesis of this study postulated that integrative display rules would have a positive
relationship and emotional masking would have a negative relationship with job satisfaction. Data of
the present study yielded partial support for this hypothesis as only integrative display rules were
significantly related to job satisfaction. Research evidence on the association between display rules
and job satisfaction is far from being conclusive. A negative relation between emotional masking and
job satisfaction was found by some researchers reported a negative association between integrative
display rule and job satisfaction (Abraham, 1998; Zapf et al.,1999; 2001). While complying with
the integrative display rules, employees are more likely to be authentic and positive which may
foster a sense of personal efficacy and accomplishment that may enhance their job satisfaction
level. Conversely, in their effort to abide by emotional masking, employees are likely to experience
the aversive state of emotional dissonance by noticing a breach between their felt and expressed
emotions that may culminate in inauthenticity and frustration. Such aversive states of mind may
lower employees’ job satisfaction.

The final hypothesis of the present study posited mediating role of emotional labor strategies
between display rule demands and job satisfaction. The result of the present research provided partial
support to this hypothesis. Emotional masking demonstrated a significant negative indirect effect on
job satisfaction via surface acting, however, deep acting did not mediate between integrative display
rules and job satisfaction. Our findings suggest that complying with the emotional masking does not
resultin lowered job satisfaction (since the direct effect of emotional masking on job satisfaction was
not significant), rather it is the acting mechanism of emotional labor i.e., the surface acting (which
employees choose to abide by the display rule of suppression of negative emotions) that leads to
lowered job satisfaction.

Limitations and suggestions

The cross-sectional nature of the present study precludes the causal interpretation of the
findings. Future research should take a longitudinal approach or experience sampling methodology

To overcome the shortcomings of cross-sectional design. Furthermore, the use of self-report
measures for all the focal constructs might have led to mono-method bias resulting in inflated
relationships among the constructs. However, an inspection of the correlation matrix revealed that
none of the correlations were aberrantly high.

The present research focused on two emotional labor strategies i.e., deep acting and surface
acting in accordance with A. A. Grandey’s conception of emotional labor (Grandey, 2000). B. E.
Ashforth and R. H. Humphrey also conceived genuine acting as the third type of acting mechanism of
emotional labor (Ashforth, Humphrey, 1993). Future research may also focus on genuine acting and
should explore if it is conceptually different and may explain something beyond the deep acting in
the outcome measures. Other relevant outcome measures in relation to emotional labor may include
burnout, emotional exhaustion, occupational stress, and job-related well-being.

The present research did not focus on the dispositional variables that could have been relevant to
emotional labor and job satisfaction. Affectivity seems to be an essential disposition in this context as
previous research demonstrates its empirical relationship with job satisfaction (Chu et al., 2003) as
well as emotional labor (Brotheridge, Grandey, 2002; Schaubroek, Jones, 2000). Therefore, exploring
the role of affectivity in relation to display rule demands, emotional labor, and its outcomes is a
worthwhile research pursuit.

The scale for operationalizing job satisfaction in the present study was a three-item subscale
that tapped global job satisfaction. It might not be sensitive enough to assess the complexity of job
satisfaction construct in terms of its various facets such as pay and promotions, nature of work,
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etc. Further research should operationalize job satisfaction at the facet level so that the differential
influences of emotional labor strategies may be assessed on various domains of job satisfaction.
Overall, the current study justified job satisfaction as a consequence of emotional labor and lent
support to A. A. Grandey’s model of emotional labor (Grandey, 2000).

Conclusion

Overall, our findingsindicated not only the protective role ofintegrative display rules inimproving
the job satisfaction of employees in customer services but also its positive influence on employees’
engagement in deep acting. The mediating role of surface acting between emotional masking and
job dissatisfaction reveals the mechanism through which emotional masking jeopardizes the job
satisfaction of employees in customer services. Employees who perceive high degree of emotional
masking as the organizational display rule demands are more likely to employ surface acting as
their predominant mode of emotional regulation, which may reduce their job satisfaction. Therefore,
service industry must incorporate integrative display rule demands in their service structure if they
want to have satisfied employees. At the same time, the emotional masking must be discouraged so
that employees may not feel forced to surface act and remain satisfied with their jobs.
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[MyOGMHHBbIE U TOBEPXHOCTHDbIE AEUCTBUS KaK MeJUaTOoP
CBSI3W M€Ky IpaBUJIaMH AeMOHCTPAIUU SMOIUU U
YA0BJIETBOPEHHOCTBIO TPY/IOM Y COTPYJHHUKOB CJIYKObI
oA eP>KKH KJIUEHTOB

AJINJI Agnan

Yrusepcumem Capzooxa, Capzooxa, [lakucman

KAMAJIb Aauna

Kenckuti ynusepcumem Pasannunou, Pasannunou, Ilakucman

['VJIIAM Wcxaxk

Jlaxopckuti ynusepcumem LEADS, Jlaxop, Ilakucman

AHHoTauMda. [Jesb. llenb HacTosIero HcCCAe0BAaHUA 3akK/4alacb B H3y4YeHUU OINOCPeAylo-
el posu cTpaTeruii 3MOLMOHAJbHOIO TpyAa' Mexay TpeGOBaHHUSMH HpPaBUJ JEeMOHCTPALUU
3MOLMH U YJOBJETBOPEHHOCTbIO PAabOTON CpeAy COTPYAHHUKOB CJIYXKObl MOAJEPXKH KJIHEHTOB.
Memodosiozus. B HacTos1eM nccae,0BAaHUH UCII0Jb30BaJICs U3alH IONIepevyHoro cpesa ¢ IOMOLIbI0
onpoca. 3MmepeHus ocylecTB/AJNCh HA OCHOBE CAMOOTYETOB Ha aHIJIMMCKOM sI3bIKe U BKJ/IIOYaIn
[llkany TpeboBaHUM K aMOIMOHaAbHOUN paboTe (Best et al,, 1997), lllkany aMoLMOHANBHOTIO TPyZAa
(Brotheridge, Lee, 2003) u cyb1ikany yA0BJIeTBOPEHHOCTH TPYZOM MHUYHUTraHCKOTO ONIPOCHUKA Opra-
HU3aLUOHHOH onleHKU (Camman et al., 1979). [loka3aTeid 3TUX IIKaJ UCI0Jb30BaJIUCh AJS oepa-
LMOHAJIN3allMM OCHOBHBIX KOHCTPYKTOB HACTOSALIEro UCCle,0BaHNA Ha liesieBoi Beibopke (N = 232)
COTPYZHUKOB CIY»ObI OAAEP>KKH KJIUEHTOB 6aHKOBCKOI'O U TeJIeKOMMYHUKAIlMUOHHOTO CEKTOPOB B
ropofiax Mcinamabaz, Papannungu u Caproaxa B [lakucrane. Pedyibmameul. [lyTeBol aHaIM3, IpoBe-
JIEHHBIN ¢ moMolbio naketa AMOS, nokasaJs, 4TO NpaBUJa UHTETPAaTUBHOIO OTOOPaKeHUs IMOLUI
OKa3bIBaJd NPSMOUN MOJOXKUTENbHbIN 30deKT Ha IyOUHHbIE AEWCTBUS U YAOBJETBOPEHHOCTb
TPYZOM, B TO BpeMsl KaK MaCKMPOBKa 3MOLIMM OKa3blBasa NMPSAMON MOJOXKUTENbHbIN 3QPeKT Ha
MOBEPXHOCTHBIE fleHcTBUs1. [loBepXHOCTHBIE [IeliCTBHUS He TOJIbKO 00HAPYKHUJIM HETaTUBHBIN IPAMON
3¢ deKT Ha y0BJETBOPEHHOCTb TPYZOM, HO U MOJHOCTbIO ONIOCPe0BaIl 3MOLIMOHAIBHY0 MacKH-
POBKY M y[l0BJIETBOPEHHOCTD TPYAOM. O2paHuyeHus ucciedosaHus. 3-3a caMOOTYETHOTr 0 XxapaKTepa
JIAHHBIX U OIIPOCHOTO IU3aiiHa pe3yIbTaThl HACTOAILET0 HCCIe,0BAaHUSA He TT03BOJIMJIU BbIIBUTD IPU-
YHUHHO-C/e/ICTBeHHbIe CBsA3U. TeM He MeHee, HAlllM Pe3y/IbTaThl I0Ka3bIBAIOT, UYTO IpaBUJIa MHTErpa-
THUBHOTO OTOOpaXKeHUS JO/HKHBI ObITh YETKO cHOPMY/IMPOBAHEBI B cdhepe 06CTyKUBAHUS KJIUEHTOB,
YTOOBI COTPYAHHUKH CJAYKObl MOJJEpPKKHU PeryJupoBad CBOM 3MOLMHU C MOMOLBI TJTyOUHHBIX
JleCTBUM. IMOLMOHAJIbHYI0 MacKUPOBKY, C APYrod CTOPOHBI, He cJleJyeT MOOLIPATh, TaK KaK 3TO
MO>KeT [IPUBECTH K NOBEPXHOCTHBIM JIeNCTBUAM COTPYAHHUKOB, UTO, B CBOIO 04epesib, MOXKET CHU3UTh
VX YJI0BJIETBOPEHHOCTB paboTOH. [JeHHOCmb pe3ysbmamos. HacTosi1ee ucciejoBaHAe SMINPUYECKH
NpOJIeMOHCTPUPOBAJIO, YTO COTPYAHUKH CIYXKObl NOJJEPKKHU KJIHEHTOB, cOOJI0/ale MpaBuia
JIeMOHCTPALMK 3MOLUH, MacKUpys UX, C 60/blIel BepOATHOCTBIO OYAyT BOBJIeYeHbl B TOBEPXHOCT-
Hble JIeHICTBUS, YTO, B CBOIO OYepe/ib, MOXKET NOCTABUTD [0/ yT'PO3y UX y/I0BJIETBOPEHHOCTb PabOTOM.
[TosToMy 06Cay>KMBalMe OpraHU3alUu JO/DKHBI IPOABUraTh UHTErpaTUBHbIE MpaBU/a 0TOOpa-
>)KeHUs U IVIyOMHHbIe el CTBUs A/ 3MOLUOHANIbHON PEry/sliuM COTPYJHUKOB CJIY>KObI IO/ JJePAKKU
KJIMEHTOB.

KiroueBble c/10Ba: 3MOIIMOHAIBHBIN TPY/; TOBEPXHOCTHBIE JIEHCTBUS; TyOUHHBIE 1eCTBUS; HHTErpa-
TUBHbIE NIPaBUJIA IeMOHCTPaL X 3MOLMH; 3IMOLMOHA/IbHAsA MaCKUPOBKA; YZ,0BJI€TBOPEHHOCTD TPYZOM.

1 OMOLVMOHAIbHBIN TPYZ» ONpefendeTcs KaK NeliCTBMA, HallpaBJieHHble Ha M3MeHEeHMe MHTeHCUBHOCTY VUM IPYTUX KaueCTBEHHBIX
xapaxrepuctuk amouuit (Hochschild, 1979). IIpu 5ToM OnMCBIBAIOTCS ABa TUIIA HOPM 9MOLIVOHA/IBHOI KY/IbTYPBI IOBEEHNs COTPYAHIKOB
opraHusanuu: 1) npasuia 4yBcTBoBaHuA (feeling rules), KOTOpbIe IPEIICHIBAIOT, KaKie SMOLIMM M KAKOJ MHTEHCUBHOCTY VTN ITATEIbHOCTI
HY>KHO [IepeX1BaTh B [AHHOI CUTYaI[Uy; 2) IPAaBIIa BhIpakeHus 1yBCTB (display rules), BUKTyIOMLINe, KOTAA 1 KAK HY>KHO BBIPaXKaTh 9MOLIUIL.
Kpome TOro, MOYXHO TOBOPUTDb O TOM, YTO COTPYLHMKY BOB/IEYEHbI B IIOBEPXHOCTHOE MCIHOMHEHME (surface acting) sMOLVIL M, APYTUMM
CTIOBaMM, MHUITMMPYIOT M3MEeHEeH/e BHEIIHETO BhIPAyKEH NS U IOBEJIeHNS B TeX C/TyJasx, KOTfa IefiCTBYIOT B COOTBETCTBUY C HOPMAaTUBHBIMU
OXIJAHUAMMU OpraHusanyuyu. Hampumep, COTpyIHMKY YacTO «HAJEBAIOT CYACTIMBOE JIMI[0» B IIPOLIeCCe B3aMMOJIEICTBMA C KIMEHTOM WU B
Te MOMEHTbI, KOIZja X IpOodeCcCHOHAIbHbIE 3aa4l TPEOYIOT COOTBETCTBYIOIIErO 9MOLMOHAIBHOTO BbIpaKeHNs. O ITy60KOM MCIIOTHEHNN
(deep acting) creyeT rOBOPUTD B CUTYalMAX, KOTIA COTPYAHMK MPOSIB/SAET YCUINA /IS TOTO, YTOOBI PeaIbHO MCIBITBIBATD OKMJaeMble Opra-
Husanuert samoryn (Hochschild, 1979, c. 560-563). ITpum. peo.
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