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ABSTRACT

The main purpose of this study was to investigate the influence of emotional labor on the
experience of burnout among customer service employees, and attempts to determine which
individual variables play moderating roles in these relationships. Three hundred and thirty three
participants from 13 customer service organizations completed a 76-item survey. Correlation and
regression analyses were conducted to test the proposed hypotheses.

Results of the regression analyses show the distinctive influence of explicative variables (surface
acting and deep acting and individual variables) on the three dimensions of the burnout. Among the
more notable findings is the role of emotional intelligence, positive affectivity and negative
affectivity as a moderator in the relationship between emotional labor and two outcome variables,
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Depersonalization and Lack of personal accomplishment. Therefore, individuals with high levels of
emotional intelligence, high levels of positive affectivity, and low level of negative affectivity are
better able to requlate their emotions to meet organizational display rules, which results in lower
Depersonalization and Lack of personal accomplishment.

This finding has interesting implications for the selection of customer service employees. That is,
employers may want to assess the emotional intelligence, and affectivity of potential emplovees as
1t appears to contribute to employee well-being in the service context.
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