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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
guestionnaire 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.



1Fee sl ¢ sog0s o o slo g3 V¥

ol b G 5 9 (59 3 slawglii g Sl ) Jolge il
' . . _ o aee
SLud igd Jha
T owo (Wl (99 198 T — (g (5 ke Lo gle SS9 —ylhgS 10
TP ol gl sige IO - (JIls 49 (2> Ami G5O

ol

4 9 )l bumxo 50yl p oo bwgd Wllad Cu o g j9 0 893 g (2153 S0 Sl liixe W D429l
3 PPaSd (phdigas gl 4 i (et L,y S L byl bl H5 owyp il
b;”g" a 4’9" L' «5“‘9“‘ )lS u"*” )"l’ G"'w GJS Sas 9 u" )' ‘”‘wb Cawd d“'“‘c P“"j| S)90
EF 3 9 mnnd — Suogi Gadixd Ghey wblige Slxad Gigh 9 5058 gley (glaine) Jolge
Fsid lo S el Jle ‘_,;”a)',.oT Oluwso o 1y adgi ool ‘5)Lni arols cowl g e le WY ol
SrSaiges b cuaxd & VoV gy (o] plaxl (6l diged poxe (3] 5595 Jgo 58 5l oolaiwl b .l 0
,_',l,lS.w 9 QJT 3 lasitew! d.nL.&.u).t 3 bosls 6)5Té°"? 6‘)‘3 g ral:;.il ‘Sls\.ﬁ.,.b @bl@ vy @
GgJ” 9 @bb o eolaw! (YeeR) S—:L" 9 KL 9 (Y++9) L) (Y+o¥) Q‘)l&oﬁb 9 C,.“J)Lo (YYF)
9 9l g (3l o sl il g eSileo 9 (o5 5 (2L Elig S ST awlono b Gl !
9+ IAD iy o)liae b wml gadge & Uil (5 s 5 lobiw] by baslidusyy ilsixe 2ls)
ol SmartPLS ‘5)L0T Hdle s b qﬁﬁiéu? 3w ooty el odw] Cawd a4 +/AY SLL Yo
9 Wyl ‘5)|.>LL:.0 9 Co )...ai.a @l:u.m HE » 66)3 6&0;&3 9 6'4.3.:.0)’ J.n|5.: als ul.m.a @Lu R
20,18 (FassS baxi G5 bLI | cpl o (Slxad (figa

SLed Jied (59,8 GLOgli (slaime) Jolge (Sl H 15 s sulS 5o}l

8l o L35S 125 il 525 4abs B Sl e Allis |

Ol eole S sl al31 oliils  Sluil pgle g losl ouSiils (6,558 (ggzislo—

Ol eylee,S e oMl ol5T ol _ils ¢ Slowil pgte g ool oaSiils Jbobiwl - Jot s odiwngi —
a.manzri@iauk.ac.ir

Ol eale S sl al31 olils  Sluil pale 5 lool ouslidls JLoliwl —

Ol leyS e oDl ol3T ol8tils ¢ Sl pgle 5 bl sasiiils L obiwl ——

Olpl eple,S il agds olBiils colazdl 5 oy caSasls jLisly




‘YO b (B JI5 1 (5945 Syl 5 slaia) Jolge il

doddo

Coal 1,93 2 Ol 5 QLSS 0y 53 gl 23 51 slabame ible (slad
3 e=de o lge g il S 1 odle LS IST . Wolters & Gonzalez, 2008)
- Sl 0 | st5 Glyea bl Sl L8l cou loanlid jebar g oo
STy Lagl an aisS (oo oy Slilmea (pl 5148 (Syo 4 azgi b as S )18 claial
S0 Cod 58 ol e o8,k 51 .Konishi, Hymel, Zumbo & Li, 2010) wiws oo ;yLas
o 45 AUS oo 4,55 5 e o siliste Sllrs g 48,5 18 095 LSS sla,lid,
Sl p Ll iy 0l ploxil laiaghy 5o Lol seul S5 (LALS I oo g 095 »
030 Gl pae Sl a3l 5 5l sl g ol 35 el AiiS o 4y LSS A5
a2 S e o |y (il Sl (lpoee iy SLAESS Bib 090 e
bt gloaa (Ul (1l 5 (555 5 025 5 (Jowa b aid 5 0l jlass s
SULEON & ) o o )8 095 5l o 1) (05551 5 STyl ¢ s 1o wsle) o] S
.Wheatley, 2003; Sutton, 2005; Frenzel & Stephens, 2013; Chang, 2009
JUPSIC - ARV. SPURREL PSRRI P S PSR [T g ICR.A - P IREN (ARVRCHCORCH PP
Frenzel, Goetz, Ludtke, Pekrun, & Sutton, ) oS o oS 55 LS, i, 4>
5o Sl 655> ;0 0uds sloul wliiss 3 - Ll 42009; Fredrickson, 2001
LogT oz o 5 WS o5 oo Jaiin 1095 Sl s 5 3131 oo IS sladanme
b s 0 a sl b oS o 4,28y pae a5 Sl (Gross, 2015) aisS o Jsoss |,
(Taxer & Frenzel, 2015) w5 )ls &gles g 0095 lusy caisS o 310l )15

8 wS oo pile |y olpite sl Sl ol 5 slezzl slajlia &5 bl ]
g WS (oo 25 &S SLlma o Glpoe 25T wies o (LSS 4 ) polB Sl
Taxer & Frenzel, 2015; ) 0.sS o (wles! Sion bL3 I pae G 0ipd o 59 a5l
Slolua! s oo 59 Glpae a5 Slbes o) oo k5 4 4> 51 . Zembylas, 2005
o 4l b oS e seily Byo 1y T a5 codl Sblbes cdél Ll wenla,T ol
Ny (rl (9 00,5 3l SIS Cdyig W) p0 Gladad B aiS e leiy | plastles

DS s |



1Fee sl ¢ sog0s o o slo g3 VY#

Sl o Sl sl 4 Sl Jasd 65, Shos ac> ¢ ible IS G e @b
Sl F o oz 5 )8, (Slyy sS 2 g ounelaml ool Il g ool ey
el wlaass (Taxer & Frenzel, 2015; Qi & et al, 2017; Cheung & Lun, 2015)
Hulsheger and Schewe, 2011; Mesmer-Magnus, ) .able LS 855> 0 00 i
o, 8l pla b LS5 wljs, (60, Shae S olss 0925 Jdo 4 DeChurch & Wax, 2012
Jolos 155 b o Ll sailosgs 55 5000 Sloas 5 0 Jsans sb & (0lyiie J20)
Shaces lsedny ol g5 (YY) GlSan 5 | ogife = pomes Lawgs ool plosil 5
Pl Jebine (gible LS (o) poi) a8l (nl g 03,5 Joo (sible 15 Gate S5
a> Vb slacas gl oz (Bawoasl) plo G5 lpae o)l oSk
aS Sl g aiwe Jols jo (LS, L S5 sleeg 5 LB 0 ax 5 alflos & g0
s i slos ol 5l (eaw (lsre @y QLS w5 oS (o 5l B dae o
.Sutton, 2004) sl e wablse

Olpae Sl 51l g o i 0gu 3l (6,5 Bues S )0 4 yduw, Baa b Gudss oyl
5608 Slbli)) 5 g )5 lalazms 10 09290 3,8 4 pazmie sl iy 4 agi b
Ay mlans wix b lpae able 155,00 ,0 Oladod ax 5100 sl Sbesle
sloaz, b sliwe p g a8lie sdel Cawd & sloaidl Lol ws Sl 045 @ 1) (5 i
Jslge U able LS alal, 0,50 ,0 g, daled ooyl 10 5 ditud ahie _iogh
= ol B 59k 092 bl ouis &l (g )5 Sl sla s, Célse sluaio;
Akin, Aydin, Erdogan, & ) by, sws it = olpdes gible )5 coie 30
O K0 wlaass s (Demirkasimoglu, 2014; Philipp & Schupbach, 2010
Tuxford & Bradley, 2015; Naring, Vlerick, & Van de ) a»s o oylii 1) gg.050 )]
.\en, 2012

=78 Slalllae 5l oyt elae d el Sy o, (Al glaadl (nl ) ol ]
5 Cpodl 0529 L aS o lebo 1) lpae jo gable (IS L akal) ;0 09250 4o
LS5 Sl Gigp sy 4 o Gojgel Slasgo 3 o8 Slilllas ¢ ible S L)

1-Emotional Labor
2-Mesmer-Magnus



VYV b (B JI5 1 (5945 Syl 5 slaia) Jolge il

WSl 58,5 5 sl pad gl &S ol Gudsn WAl 5 dwge opl jo ible
J.»S‘S«o JL\)Q ‘) RV 99 ¢ Og> 940 A_Jl.o..:é‘

S9z g (IS gu a5 Baw b g ey (Ao bl 5l 6550 b GBS (nl (sl -
G 0,8 lasglas g slaiw) Jolge 10U gy as ol pae able (IS0 ,60 30
D30 g0 ol pae able

55 o 58 e Ly, ol 5 s bon 5 Juass A oo -

ORRYF, My 9 551 ozl

ly shble LS (55 .05 7 ,lae (VAAY) ‘“‘lﬁ-?L“’ Lwg )b gl sable IS 20l
3O Sgpeden S g 0 gz DY IS ioled 4 g 31 Bua b 608 Slules] Cu pas
a5 1) Glalunt 0,3 S5 johaz a8 conl (ol (] 5l j5late @dly 50 a5 oS iy pai glo|
Slacal U couline S8 a1y o] g osls jsd 5 2ol laisS 4 S o 4,55 adly o
S5 o iales 4y g 00,5 5 LS|
Sy Sz doLil a5 Sl a5 coul Slej ¢ xbaw pladl 5 (VAAY) slale jelais
Wlos S 4,25 a5 Sllmea b oz OV L (S5 la)bs) (Jle ) S (o0 510
b 50,5 dgaily lughs dlawly 4 oyl 59,0 Slulus] 2ol § s sugl; g atils 5,8
Grandy, 2000; Cote, Van Kleef & Sy, ) cwl oas a3 25 28lg Sllbes () oS
ool gllan Sllres (3l Sgy0 ¢ ros ldl Dllasl 5l ol jslate o 3, 512013
el 55l 00 ol assT Ly oas 5l ol 457 (glassS
ol sible LS 51l eages Blsie a1 1y Sllbed 530 (V489) a5 50
g Ll 5550 Cablse o SN Jile 4y by Glrd SlsZeal bl jol 4y 155 cis S
5,8 G b 55 (V) o, en ¢ 8 00y &5 4y .o 0l s —ou 4y 50
e anil lesle LS b ik laisS 4 (LSS Slben sl 5l g

1-Hochschild
2-Surface acting
3-Deep acting
4-Morris and Feldman
5-Diefendorff



1Fee sl ¢ sog0s o o slo g3 VYA

Gl p3¥ a8 diw 5ol ol a4y LS 050 co el ol STiol ol Colem vy oo
ololw Lo Lo glojlw 5 )5 Ll o b gillas 1) 095 Giblse o> g b )li8)
.(Yazdanshenas & Khorsandi,2020) oS los cawd (5 540 0 ,Sae 4 wilss
L g oo 9 Oygmo S5 o Ginles gl clulua! co pas 1) able IS (VAAY) ol
~ sl 5l iz £ 50 S oo iy i lojle gllas el Dl ioles oSt
@ b 6505k Eres 6Nk 5 (v 65Xk s S92y (ible LI S5k sl
13 39,5 oo DU gy laleo (538,515 15 (30 08 g ol Dl 2] B
3908 5 Sarm Sl Galed £ o g 055 e (S0 Slulea (Joe (nl o &l
Sl gz bgy0 Slulus! Aol L b aiS co (09,8 (Gros (5,505 )0 .S oo
.dee & Chelladurai, 2018) a_ L 5,0l 1, cwl 055 28 Cuxlgo b canline a5 |,
5 Sapd o2l (alolid glp v9> STl )0 Ojles 5 edyl (SUlg (Slmn ise
) . e . . e e < - AT .
)5&._,.»‘ 9 uj_M.uL> .QQ)_TL;A oo gl Ls2305; 9 u‘)&d (LR Sg=> A.Jl;L?be JJ.MS
(_g)i:)l_) I Lg)ﬂ/l_v JLQ..}‘ (o ‘..\_3)|.> G:Yl.a @L?r...ﬁ: o9 as (_go‘)é‘ ..\.;.';él.l)o --Y)
Wi oo ;S 50 s (6,550 ,0 Wy (6,eS Slowe e a5 (gol)8l g Gaec
Sy 1y Goe 6500 5l it it 10 )95 5 (6 VL Glme Jiee 5l a5 LSS
39— Sliled sl sliwly jo Jidu 3l 5]l G aSsl s 4 s oo ] )8 cola]
.Dehghani Soltani, Shiri, Faraji & Farsizadeh, 2017) ool . 5L
Jalse lae 4y jlaboe lawgs Cdel 15 Lase jo ol 510l hled laie) Jaloe
Grandey 2000; Grandey and Gabriel ) wsi o 43,5 ,las o able |54 Soop
Sllbus iales pace 18 Glpoe aST a5 aas oo olas lidss o elal ol 5 (2015
Oled a samol g cenl s e b 6,550 L cude job 4 IS laxe jo Ak
el bad y e e (65050 L QI e (o cudie Slulas! 51l Jolls oylxs 5l 5l
LS s able Ol Loy o g ol ( Slgl 3 0550 0 ol o Slolael yioren
ible 15 5 55 )15 Lase 51 oy pae S0l Jad e ol dable IS L pgloe ek 4

5L Syt Szl & ol ke 05 5o i IS sLab az pp )38 e 3l o]

1-Johnson & Spector



AR b (B JI5 1 (5945 Syl 5 slaia) Jolge il

Yin, Lee, Zhang & Jin, ) oS o Cliz! xhw 6,550 5l g 00,5 (518 1) Gaes
295 o)L 5l 6 5YL slael aS” lpae (2017) o )LSa g o a5 4 2017
39 1y S8 Lo 8 (ol Sl ol 5 Siml x5,k cilos S I35
.Més‘c

B8>S i &5 Sl u] Comasels ;0 (60,8 lglas saddllas slo g, Y
ol p oS ccvass 3l con yo wls Solis K05 b e Smaied Slao 10 a3
0008 o Sl bl s (s 5 0 Ses jo o8l ass slaogles s> 4 Col
3,90 Bl e Gl o e ole Gl a0 Sazd b Sie Saatchi, 2010)
4,20 b olbee Olulua! 08« caseds ol bld 5l as Slpoe 0,5 J18 axg
397 5l S oo S8y 9 Supde (2l ansl slezel LB s pales 5 on
ol wler gl o) g 0 Slas wols lis

sible LS 8355 5 ke Syl a8 5 L5 sl 83 53 (V410) ' Ju 5 5 il )5
st Sloogas Jie 53,5 Jolse Joe ol Geb 0, Sleriny (AL Jao Sy
5 it Pl a5le) (glaie Jolse oizman 5 Gl sl lls 5 IS sleesS
g Sl baws «llbus 5l g8 as Cams ol 31 SlSTy0l 5 Jedtin (6 5lwax LSS
Eie S5 lgre el Colos aile Koo glaiwe; Jolse b g oog " able o Sles
ol B3I 0 e ible IS 5T eaiS Jyaws casd

lepli I L gillas 0o Glulus] g iblee hass o J,iuS &b 5l able |15 69,00
Yazdanshenas & ) ail aiils oo ;50 olojlw o,Sloe 10 iilys oo 395 i
.(Khorsandi,2020

(Voo 0) ) Som 5 8 gains 4 slaie sible |5 slaasen (3 Jolote 5 oyl
Giales &l )l 50 a5 Sllaga) (b pladl" oas Jols (Y+++) T 0S5 oS

1-Grandey & Gabriel
2-Diefendorff
3-Grandey, Kruml and Geddes



1Fo0 Jlgp « og0s Co ko sl iy 3y we

a5 a5 |y Gt 5o 18l 13 @S (o) Gra 555 (S s 5l 1y i
Ol 4y a5 SUbrs) (Aly Sllxes 1l Geizren 5 (0357 510 Gliie sl 05 o0
) | (S o ] iy ross b 4 o5 ABl Sblas los e e ol
Bl o slad o S it 5 i alplh 5 423 qoass 4 () 35
85 oy o) 5 ki
b yo goojlw g Sible )l

S s sl g Lol ccasl lpae ble (IS 5 addllas ol (Lol 55 i s e
b 5 Sl o Jte (T palate Jlo e o 5 bassyo slaosls 511, ible
(310 el o) (gl 3,8 aUIsT (Slond Gy 5l slite oS plaie | Glonen
0,8 olles slessl as” el Salovey and Mayer, 1990) Glulus! 50l g (6 S0 e
Yin, ) ocil oo 6,55 5 aied ad, Jeged B b Sllbrs 5l adlBle 6 25000 5 5 )0
o,Lil Slomn Lo i, plosil gl 0,8 Cud )L 4y o5les ol 2015; Yin et al, 2013
S s

i 4 LS eisa SIS ] 8 5 S53 e B ooz s Sl iS
Sl (Soe a5 0S5l pl @l plres aites p3le ijlo 1) (i 4 (Sloy s slo
S92 JrS 5 500l ( " Sl 5 aidl Sglite la ] aBly slag e
Feiz, Dehghani )" cul (65,8 o alae (b lojle wgllae Sliloesa il sl 5L
Sbl g xhaw cled p Jeiin Sl IS .Soltani, Farsizadeh & Faraji, 2017
ol a8 0 e 59 |y Slrd (LS 45 s e 7y Slej ol cudled oo
Lovatt & et al., 2015) cel" suis > bl i g ool > Sliles gS "
1 olulest oLSTog3b Ly aslalsT (45,5 seaily Ly 59,5 sl «ible LIS 51 jslats
iy Bk Clalaze (pl )3 Sllxes Slpl el 8 ol 2 ) sladas
Yin, ) ol ji3e el Slua o)l plastlas] hass 5 S, Ul 4 o3l b
038l Laly) 8555 5 o plowl )26 (i, Slalllae o Yin & et al., 2013; 2015
GOLS sl s, oS St Olsre @ S (hee (ble [ 5 Sl (her

1-Emotional Intelligence



AN il (B JI 1 (5948 SCsglis 5 slaiaf Jolge il

s able IS 5 S50 il Jule G L g Mikolajezak & et al., 2009) Jlxo
3 oot di> Sl e (Yin etal, 2013; Karim & Weisz, 2011) cewl oo
- e ollos (AbLe) (Slomen oo b 555 5 15 3131 Y Ul 5o o Sl e
g Lo oUly 5l slacgams 4y Lagos glowa hen (EXtremera & Rey, 2016) o4
g ool ety « Sy |y lilre 0,8 SO o G ,b 5l aS 09l co aieS o LB
.Dehghani Soltani et al., 2017) &S oo &0y

Xin et al., 2013; 2015) -y addllas w3l 50 e 3550 (Sl Kivrod 4 a5 b
Gos pladly Slown (o lpae (rhaw plall g (Sl (hge o o5 Slo (las
90 0 Db fasi 5 Gible )15 85l az 51005 0525 (awgte B o5 Dbl
G el S els gable )15 coale Ll i3S aie Slme Oly o dedan Sy pos
L s0,5kos 8555 5 2l 5y 5 45 Canls St s aegazma s olsi s |y sible
S5 oo 5o (69,3 et Sl S B b wogllas ablse ages 51l Sus
Jass 859> Sldlas 4o .@Gross, 2013; Grandey & Gabriel, 2015; Carson, 2006)
Sl —ased Sllrd Goch gows o 4 o,Lil gl ble 5 5 olws
Frenzel, 2014; Sutton & )" —zals Ly —are Jhosd s | oial3dl b cotie s e
Taxer & ) ollbxs 0,5 ol § 0,5 seaily b Harper, 2009; Cote et al, 2013
Sgs oo oolaiwl (Frenzel, 2015

Jol a0 o as gt Sladss B 5 og> Jiagh ;0 (YoV)) o, Sen 9 Sl

L 55 1) (5 rte g oS (o) (6 e 9 die)lS oS I, (dble IS 5T
Yl 3 oty a5 st 55 e e 1y Lible JIS i il g 44,8
e cs"l‘—'))‘ 4S9, )fﬁ‘b Sy g h)’“)ls SV (0 oasline J“’L"' oS A“"Scs“

1-Upregulating
2-Downregulating



1Fee sl ¢ sog0s o o slo g3 WY

9 sible LS o, Gz yle o) p jetaieds LSl 3 (V2Y ) (S 5 g0 (WS
3 seanlion L sble LS aS oo o lis b ol |aL>;.;| ‘QT s 5 basliy

bl Gabed Gilsd 5 (sloiz] Colom s loe (g0t (Gible (Bso (asd alox
odle )l (5 ytine & L2 e gl 5 (5,18 (55,5 @l » ke 3B (izmed 9 300
WS o g Sabauly |y ol @l 5 ible I8 s Ly w5 JLad ol

3yShoe 1 ible LS wanuily la il cwyp & 395 gy 0 (V) 0z 5 o2
Cald, obml 3k 5l Gable )5 a5 wsew) 4ol (nl 4 g 2 de slag IS,
Olyimie 55l0l3s 5 am y3 Gl 5o (ute Sl Slavely 4 Wl oo Gl e o
Dy yreia

Gt Slws slaiales Sad a5 s e Las (V1Y) oLSen 5 | Sl oy guls
@ NS e 5L 5t s 2STy Sl Salw bl edes jsb 4wl S
Sbibra Sle G2Ub Gla b)) Gk 5l QWS Glres Cute slaioles cdlol Ll
S 38 oo 3l ol e sla STy

S 3 Oleslow ;5T e ols las (Ve Ve) (g jo3 9 (ol (o Ghogiy slaasdly
50 A0l o syl alST able LS la S5y 5l a5 S eolatul oass o590l L8
il 4 lacassllas ¢ b il g5 5 b conlize Sloas &i1,1 L a5 o5, o8 (6 yoame
ST S8 093 (B2 Ol

Sl (o p g Gl )15 b e b gtaghy 50 (V) oliSen 5 o
b ol g blae ;53U Glee 15 a5 Wa; 4zl (pl 4 aible Slojle s
o)l (s oline 58l ol p ais Slxs (Sogup a5 o 50 0l Slolo sgas
a8l Caws ases cpl a4 wols ploil a5 Liwghy ;0 (Y0 VY) e 5 Slale Jlans
siie 30 5 QSIS 0 Shae 5 o 5,505k » 5)oline Coa Sl Slomea g a5
AU Gl (g g (i %5k oaizmen )l (i %05k 2 (s lolis
= Sololime Eiio 1315 55 Gase (6,53l 5 4kl (LSS 0 Shoe (s loline (hte
Sls B8 5 Shae

1-Chi & Chen
2-Wang



Y b (B JI5 1 (5945 Syl 5 slaia) Jolge il

ol b ablis 1y 013 coges bles 3,50, & Sllres hoass slowgz )l wiz o
5o LSSy Sl 59, o )5 adible slocgzla Lol wssls p oo 15 il
5 Dlilbrd Joosi 4 bgpe (cogtio slocsz)lr az S1.05 )00 55 03 6,15 o lare
bl hass slacsz ler as b ol 5Ll wijls (pelie Jgol (Gible )8
ay ible LS slacsz Le Lol wsls aST (60,8 slacslis 5 (I3l slaas] )3
ol 2 550 358 el 8310 5 oo Sl 511 lgs L (6,5l 5Lty slagilly
Ol 61978 Slxed Sljlpl g Sllxes Joowd p p2l (c) 2 35 005 4 a2 bl
sble LS990 50 oud piiie Sliiiow oy ) 50 (OUSE 0d) s Soo L
g 35 oS Gl pae

Wb ee g D)ge A Giegh sleans B Azl )

Sl ible IS (s loline 53U (slasea; Jolge =)

3yl dble IS 5 s loline 15U 60,8 slacglis -¥

s 6 Ko (i ble IS 5 (slane) Jelse 6,138 b 50 Slras ge =T

)l 6 Koy (2 ible IS 5 63,8 slaglis (5,138 b o Slres ge -1

ORI (o9t Juo

Sy o el oo molo ble IS )50 53 48 (5 paitue L aiien 525 L
L 0 o yod HLS laoe jo lpase a5 Slbre Gudad eSS0 sl auke
=l 690 o dam g ol )L (nlnly (oS Ole S oo Il &5 Sl
S 9 (Slazes; Jslse 5 60,8 slaglss wile ble LS slaarw) i)
23 pee (Slred (go wile ible )15 slasl )

Lol coas Lol ol ppace cible LS ol ol goomio o2y lagios 4z )3
mo3gr (ALS )3 oo b (res plaBl SIS 0500 50 ogaay il g Ltegh oSSy n
3,90 50 odel Cawd 4y 0,25 glaadly | glasds &Il Lol uagh Bas (pl by ]
Hostchild, 1983; Grandey & ) el able IS 655> slaas ks g )l pae able I8
.Gabriel, 2015



1Fee sl ¢ sog0s o o slo g3 ¥

ORB9H (Rgbe 5o .) S

Ty ts“‘l*“u*‘S)

g9 3l (o Shegi S by, Al s o)l Bas i) pole Gagh
50 6okl amals ol aid 5 plosl o bl cVolre obgSl oy, 4 45 ol | Ko
obe S et Jle (3igel Slusie slooasiasls lug; 5 crdslae 5 olpow yol> Guiou
S 5S g8 3l ey diged e 0,5] Cawd s (5l ol o L FY sgas Slaws 4
'4-)5.04 ‘_g‘).: -.\.oT Cewd ).D.) Y.V )Ja.v Q)jﬁ 4.:.0[.’> 6‘)4 4.194.: o~ 9 w‘ AW salau
u_>‘ )l_u 3,94 (_gL:boa‘o ‘_g)ﬂo)j 6‘)-? A oolawl (_g‘d.a...]o ‘_gota.: &9) )‘ o (_g).:_f
(Voo ¥) ol )lsen 5 i )le (Vo1 F) ) Sen 4 Qﬂ S Jaibiwl aslicew p Sl 5l e i
0z bl 3l g i 4y eal b sasliinn (s 90 2l 5l Glinedl Sy
ol bty p e aslol ol awl g oY Mol 5 Gy g (Slovde acliton
el 00 20355 (6 kel dral> o g A
ol 5l [Kon 2l aib oo 15Ty 5 1,500 25, oy 5 gl PLS 5,5, 50
Gl SO Hlade 098 0 00,5 4 PLS ig, ;0 6 505lail slaJaw Sisle sl a5



\Yo b AL SIS 1 (5958 SCoglis 5 sltinf Jolge il

Dehghani ) ail oo «/F oads glyoeinl Guilly oSibe) 'AVE JLae Joub alaw
Heboled .l 0l ¥ Jga 40 o5l ;8 AVE & by, polis .Soltani et al., 2017
ol a5 ail se iz +/F L AVE olie weles il se ateie Jgoz opl 5 &5
Sibaes a1 Joo conlin sl Sen Sy, £3050

[K0n (59 oyt St B o ooy gyl (il slg (peSlbao s ) Jgur

S Gigr | (698 slawgly | (glaiae) Jolge sible 5 iie
< IYY <IN N Niai AVE

Olee 1515 (@lsy sl PLS (g, 50 (505 03lail Jaw (35l Ghomies Jlne 1515 2,
J5:d JB mhaws ;5 (£351)51y (2l wwdee La ) GlaleaSli b ojle S (Stan
5 05k O m S by 5 it ole p2 sl AVE Jiz (e a5 cu

Al Jae 0 o sleojle

ojlw (Kmmod ol pd g AVE 1o aglio s yilo 1Y Jgur

Sl g | 60,8 Gl | (gl Jolge | sible IS
< IA sible )8
“INF - /%Y Sl Jolge
QaT <IYA - 10) 69 sl
-1AD -1 N e S Sigr

(ol ,ld jy0lie) il o AVE yolie wiisl o (aseis Y e yile 51 a5 g5 lon
0uds iy (Ogtw o 5 sl o8 polie) Koo sleojle b ole ()] (Ko s

il e bojl LSy sy s Jsed L 5 (Sl llae oyl 45
ool £lig,S ST o e (B9 5 Beho (nl 50 anlid (bl il (s
5045 00,5 acwlxe Flsg,S W oo SPSS 131e 5 51 eolisl b ol .ol oo
PS5 S ve @ o pd (nl e 422 ASpl 4 dz g b sloads SIS Jgoue
doliiiw s 45 1S o oddlie g cpl 51l oo OYIGw YL SLL easmslis wil

ol 10,55 5 255 bl 5l edel Cews 4 Colpo 4 as g b e 050

1-Average variance extracted



1Fee sl ¢ sog0s o o slo g3 kg

aoliiow pp Wl iV Jouo

Y1 g EWs S GWT | Jlge olass ko
(V) o Len 5 o) JAZ) $ lie Jalse
(Yoo 1) o5 5 o sle AN ) 692 sl
(V) oy 1A A s G
(Yo Kils 3 KL AN A sible |5

SYolso Joo doas,8 0, L Sl g bosls o g 44300 Sy ol a0
(6 Lo SYolae Jae il oo solawl SmartPls 138l 5 5 (SEM) (s,lisLes
509 oaal i gloite s Ll 0)l)0 (plaas ) (503T (sl oral> (s )lel 5,50,
Do) 5 05 5 e e il s (5,5 ol ol o el (3350 (5l i
Dehghani Soltani ) cuul (5,ksle &¥olee b Joe o gl o el Lol g o 00usls
Gh92) 00 S o it ey Sl e (& Azar, 2020; Feiz et al., 2019
sloas b ee3l sl sl sods solitul (g lsle SYolee Jow oy 5l 5 (Sl
a0 Sloline gloj abogy o ol po (g Limle DY olre (3lw Jow 5l oolatnl b gudo
Yaghoubi, Dehghani, Moghali ) ol aS -V/A% 515 55,5 VA8 5oyl ke o
.& Vazife, 2016; Balali Shahvari et al., 2019; Yaghoubi & Moradzadeh, 2019

o9 slaisl
wolpo ez Sl jo S hawd aie jgas e eols o Vo4 VO SS jo
el oo ooy lid (g oline ol s g o laslil



v b AL SIS 1 (5958 SCoglis 5 sltinf Jolge il

3 libiw! gl g (madi Sl > Gudiznd Joo 1Y S

S5 ol o aes o las 1) o laslinl (ol o esd Gl o B Juw (V) S
sible )15 yaite g ates oy 2 sl aite (63,8 Sloglds 5 slanes) Jelse sla it
el 00l [P ol el o s jlaie able LS e gl all se 13yg,0
£A.Y) aSlailyy gamme ;0 (69,8 slaglay g slaiw) Jolse o paio colad oyl by
s an b o oailedl as,0 V-0 1 Laias idg | sble |15 by 5l sy

3l ALl IS IS0 Julge S0 Jols Sl gn 5 33k e (siurcie

(t-value) culps g lobae il o Fuixs Jow ¥ S



1Fee sl ¢ sog0s o o slo g3 WA

Joe oyl e o plas |y (t-value) ol o (s loline Cll> jo 1) Gz Jow oY) JSCo
1) Gume o] 3) (6,5 L S¥sles 5 ((ole sl ,b) (60505l SYolee alos &ly o
o=l b s .(Colabi, 2020; Karimi et al., 2020) 0iS o 5051 & o)Ll 51 soliiwl L
o 5 08 o 5 Feslast |y Jace YL sy shele slal 51 ol gults Jo
Lo psiie e s lond Jlobine o ys A8 lipebs] grhavs 43 (5 505l EYoles
Solias 0o 10 0 ligebl maw jo sable LS 5 608 ol 5 slase; Jolse
wible LS b iie sl g o)l ,L3 VA8 B -V/38) o3k g, tolel 1y wilous
55l J..;b

il e Sl s Glmd isd T hasd ekt jeam b baesls Llos B USS o
el 0l 00l UL..MJ (_g)‘ol.i.xo w‘)..o 9 O)‘AJL..MJ‘

S luiliwl culps Clo j0 Slmd (ogd S honi piie jgao b Juwo :F IS

e cdl oy Slome (hes ;S hoasd e joda b gl Joe ((F) S5
Sglis 5 slae) Jolse (slopuiie o a8 LB a5 jeboylan aws oo lis o sl

5 larils loline g peitens ;b gible )5 e, 0oy A0 Glicebl mhaw jo (53,8



AR il (B JI 1 (5948 SCsglis 5 slaiaf Jolge il

9 Jne Gl i alaly 5y Wlg U sl oal dlslas o)ly (Sbred g0 e ¢ Joo (1
e gy ol s Gl Ay Jiee e 1 008 3l s
oo 5 0I5y 5L aly 5 Jis (slapeite alal, py Conl anuilyns Slmes iga
! ol fims Laalydl VAT @ /8 e 511, dble IS i Cprass gy
RE TN NN AEC U P KRN

ol a8 Y s SmartPls 15 sl 5 51 (F) Jsoz 50 oas &8l bl @ azg5 b
gl e Al 5 O)ge A iagh

G 93s sans b (y905] i :F Jgux

dwd b yg0)] A | o g oLl iy

. +
ol e YIvE sible 5 = glae; Jalse )

. +
ol ova ¥ ) sible LIS = 655 slacglis Y

5 Jl ool sl o)l 4 s b s o aliodle @) sz 3 o5 sboplen
SV VRO JU-IP FIPE I PR VIUC S gt ol 3590 2,0 A0 liebl mlaws )0 a9
g5 5l sible JIS 5 (68,8 Slaolis 5 slaie; Jalse b oS o) sl @ g
O3l 50 sl yusie o Jate o e Gl L o (] pulinne g Coulio o as
v Epge
IS o ead al)l mlis 5l glone (hep i (SaiS Jiasd Candg gy Hskaied
09'“"6‘) 43‘)‘ (a) de.?' B Mﬂ)" ‘56)5 w).e Y G’Lu u—")—’LA-’ tCewl ool oolaul (f)
oSS o on ke Comdg (o2 10 Jgux
Ooms 4l 55

SoS aw agl oy sy sible |15 = glar; Jolse
SouS baw agl ible IS 60,3 slacglis

dmliio aze | (Gl hgp) ojlol




1Fo0 Jlgp « og0s Co ko sl iy 3y A8

Sladd b an by pe rati o po laie 9 oo csaline (B) Jgaz y0 &5 j5bilea
Otlnls 2095 e (4 PAN) adsl jlade ) siiny oS Joaes slo i 9955 51 g S
O OlsSee 42 )0 s (FauS haw A8 ek (nl o Sl e ptie
S 59,3 slacglis 5 o Jalse 613530 5o Sbmp Jhge a5 05 ol

Syl Zhow s able

&S Ao 9 Sy
"ol sl Jelge B 4 a2 b plpae (Gble )15 Joe wlTL ragh ool 5o
)9 potie oz ;2 1 Slo (L85 1B (o) 2 3j50 Slmer em 5 53,8 sla
g 5l g dalidin pp V15 0l (ngdS (RBg% (sogtde Joe 9 S35 18 o) p
285 L8 9l 0)9e tIAD Glie 4 bl (@lsy 9 Wad () Egdge LT IS 5
=yt S S o LS | o slaa s, ool Laosls o g 50 s
sl ible LS 1 (69,5 slaglis 5 (slatne) Jalse jloline 3l imgsy sladns b
Omzred Sl (V1) (L pl5 5 5,5 5 (V210) J3538 5 ,SS bt L Billae oS 0
s bl Sy u’)*—“*’“—fd—“&—*-’l‘ Lulgy onl )o Slms Jhg0 5 Jooad 28
islbga s (YY) oL5as 5 ollal lins
UrtiS il oS a3l el (50,8 slasglis sons fmased jasls S sl
) po e s ol 31 cnlaiies B93> 5 (65530 bt (eloixl g3l 3N ls (Sg 50
A4S 9z B o g 5 yidan i |y 55,5 Slelaist g ey ,S Loyl asl sl cango
5, S e IS Lbog,S L oS ablge ;5 g i s Lslad Cusie cibsle 4 ol 3l oy
Sy shble )5 S j0 e wales ke el I Glaebl (gl cnl (S
9 ol GlasS ;o Joxd 1098 g 4 (sl elge aams oo 92 095 51,
a8 ailyn 5 aiell g sl (uisanlazel (gl w3l pl S e 0 Lt ;s Lelse
S L Loy T eSSl 51 sy sl 50 45 ] it s o] _ible S sl
51 aisS olitl £gas CarnBse ol 51 ], Ses w38 STl |, ol ible Elolus]
Cpage Lido o laiaas iblse Sl 5l Baee ol 08 oo crge SL3l cnl i g 00
alal) GLdhblan cons Cte Sl 3,0 b o Slres (h9e oS ol pla s las]



H) b AL SIS 1 (5958 SCoglis 5 sltinf Jolge il

oS, L able Lly, sommine a4y conl (Sew YU Slxa Jisa Lol 3 ol by co)ls
olables g aijle bles (1,50 a4 0,5 SeS &y s jobay ol 31l assl 5 stiie
Sy ga sbml Byl 90 5l (28 b ygl lieyl 4 ol yo ) (i ible IS wilgs oo
Ol yo 1y able LS 51 oYL &5 ;ST e, ol 5o J> b oools oS ], o)l
...\;J‘).:\f 9> )lfdm)o ‘) Syl Cdg g oo;g_iofjilm 4 Lac! Ogd 0 S go
s Lol e 53 1y ciblge o3, ol sl 35 oo 5 il om (sl g Lt
sible LS 4 g hles Lacl gl LS 29,5 ploedl a5 Sloj .i,l38 STyl
3 Sl (hge Caoeti gliwly jo Sleladl 00,5 o slpiiny pl plu scuils aialys>
(e S9b (able IS YL gl 4 2o Glnde (698 ol 5 slae) Jolse
Olser |y 9050 (nl ealiulluns (55590S g atmlio gl (g5luSin b 35k 5l il
“sible S 6505k Gl Bl il S e (ible I s g s slr ) Bg5le
5250 65l Azl 0 a8 o SIS bl 8 ,8ee @ Wip oo G LSS A5 (4
Ol 058 sl Col 03V Boee (6,550 FT ] 5 95d pnd Wb (b
Sleslo Ghalod 0ilsd 51 QLS (G95m 09 3,90 10 Sl p3¥ o (35500 Slunso
Dyl lejle (5,90 e 4zeS )0 9 9,Sles s (_g).._,L 09> bl 51

o a Sl Jol s 51,8 olacasgame 15U couv Slides ple asle Gubos oy
e 5 e il Sl SIS IS a0 anlllan (slo poite (s Laly, 2 5>
e dnals 4 g (ol 5l sdel Cuws 4 slaaBl asl o el 05,5 S a3 le,S
-oslasil gl o3 51 o Il S15 slbusgame (pgd ok pexi LB LS
bios 655



1Fee sl ¢ sog0s o o slo g3 VFY

References

1-Akin, U., Aydin, I., Erdogan, C., & Demirkasimoglu, N. (2014). Emotional
labor and burnout among Turkish primary school teachers. Australian
Educational Researcher, 41, 155-169.

2-Allen, J. D., Caspi, C., Yang, M., Leyva, B., Stoddard, A. M., Tamers, S., &
Sorensen, G.C. (2014). Pathways between acculturation and health behaviors
among residents of low-income housing: The mediating role of social and
contextual factors. Social science & medicine, 123, 26-36.

3-Austin, E.J., Dore, T. C., & O’Donovan, K. M. (2008). Associations of
personality and emotional intelligence with display rule perceptions and
emotional labour. Personality and Individual Differences, 44, 679-688.

4-Balali Shahvari, S., Yaghoubi, N.M., & Vafadar, M. (2019). Analysis,
Ranking and Presentation of Managers’ Core Competencies Model (Case
Study:Cooperatives, Labor and Social Welfare of Sistan and Baluchestan).
Public Management Researches, 12(45), 109-134. (In Persian)

5-Brackett, M. A., Palomera, R., Mojsa-Kaja, J., Reyes, M. R., & Salovey, P.
(2010). Emotion-regulation ability, burnout, and job satisfaction among British
secondary-school teachers. Psychology in the Schools, 47, 406-417.

6-Carson, R. L. (2006). Exploring the episodic nature of teachers’ emotions as it
relates to teacher burnout (unpublished doctoral dissertation). Purdue
University, West Lafayette, Indiana.

7-Chang, M. L. (2009). An appraisal perspective of teacher burnout: examining
the emotional work of teachers. Educational Psychology Review, 21(3), 193-
218.

8-Cheung, F. Y., & Lun, V. M. C. (2015a). Emotional labour and occupational
well-being: a latent profile analytic approach. Journal of Individual Differences,
36, 30-37.

9-Cheung, F. Y., & Lun, V. M. C. (2015b). Relation between emotional labour
and organizational citizenship behaviour: an investigation among Chinese
teaching professionals. Journal of General Psychology, 142, 253-272.

10-Chi, N. W., & Chen, P. C. (2019). Relationship matters: How relational
factors moderate the effects of emotional labor on long- term customer
outcomes. Journal of Business Research, 95, 277- 291.

11-Colabi, A.M. (2020). Modeling Factors Affecting the Sustainability of
Business model. Public Management Researches, 13(47), 111-134. (In Persian)
12-C6té, S., Van Kleef, G. A., & Sy, T. (2013). The social effects of emotion
regulation in organizations. In A. A. Grandey, J. M. Diefendorff, & D. E. Rupp
(Eds.), Emotional labor in the 21st century: diverse perspectives on emotion
regulation at work. New York, NY': Psychology Press/Routledge.



VY b AL SIS 1 (5958 SCoglis 5 sltinf Jolge il

13-Dehghani Soltani, M., & Azar, A. (2020). The impact of total quality
management on competitive advantage by mediating role of innovation
performance of exporting companies in the garment industry. Journal of
International Business Administration, 3(2), 1-22. (In Persian)

14-Dehghani Soltani, M., Shiri, A., Faraji, E., & Farsizadeh, H. (2017). The
effect of emotional intelligence on employee performance in the hotel industry,
the mediating role of acting strategies and burnout. Journal of Tourism
Management Studies, 12(37), 71-94. (In Persian)

15-Dehghani Soltani, M., Shiri, A., Farsizadeh, H., Tayebi, D., & Falahi, F.
(2017). An examination of the impact of authentic leadership on achieving
competitive advantage by clarifying mediating role of employees' psychological
empowerment. Iranian Journal of Insurance Research, 32(1), 107-126. (In
Persian)

16-Diefendorff, J. M., Croyle, M. H., & Gosserand, R. H. (2005). The
dimensionality and antecedents of emotional labor strategies. Journal of
Vocational Behaviour, 66(2), 339-357.

17-Extremera, N., & Rey, L. (2016). Ability emotional intelligence and life
satisfaction: Positive and negative affect as mediators. Personality and
Individual Differences, 102, 98- 101.

18-Feiz, D., Dehghani Soltani, M., & Farsizadeh, H. (2019). The effect of
knowledge sharing on the psychological empowerment in higher education
mediated by organizational memory. Studies in Higher Education, 44(1), 1-18.
19-Feiz, D., Dehghani Soltani, M., Farsizadeh, H., & Faraji, E. (2017). The
effect of emotional work and emotional burnout on emotional organizational
commitment: The mediating role of job satisfaction. Journal of Organizational
Behavior Studies, 3(19), 25-49. (In Persian)

20-Fredrickson, B. L. (2001). The role of positive emotions in positive
psychology: the broaden-and-build theory of positive emotions. American
Psychologist, 56(3), 218-226.

21-Frenzel, A. C. (2014). Teacher emotions. In R. Pekrun & L. Linnenbrink-
Garcia (Eds.), International handbook of emotions in education. New York,
NY: Routledge.

22-Frenzel, A. C., & Stephens, E. J. (2013). Emotions. In N. C. Hall & T. Goetz
(Eds.), Emotion, motivation, and self-regulation: a handbook for teachers (pp.
1-56). Bingley, UK: Emerald.

23-Frenzel, A. C., Goetz, T., Ludtke, O., Pekrun, R., & Sutton, R. E. (2009).
Emotional transmission in the classroom: exploring the relationship between
teacher and student enjoyment. Journal of Educational Psychology, 101(3), 705-
716.



1Fee sl ¢ sog0s o o slo g3 VF¥

24-Grandey, A. A. (2000). Emotional regulation in the workplace: a new way to
conceptualize emotional labor. Journal of Occupational Health Psychology,
5(1), 95-110.

25-Grandey, A. A. (2003). When Bthe show must go o: surface acting and deep
acting as determinants of emotional exhaustion and peer-rated service delivery.
Academy of Management Journal, 46(1), 86-96.

26-Grandey, A. A., & Gabriel, A. S. (2015). Emotional labor at a crossroads:
where do we go from here?. Annual Reviews of Organizational Psychological
and Organizational Behaviour, 2(1), 323-349.

27-Grandey, A. A., Diefendorff, J. M., & Rupp, D. E. (2013). Bringing
emotional labor into focus: a review and integration of three research lenses. In
A.

28-Grandey, J. M. Diefendorff, & D. E. Rupp (Eds.), Emotional labor in the
21st century: diverse perspectives on emotion regulation at work. New York,
NY: Psychology Press/Routledge.

29-Gross, J. J. (2013). Conceptualizing emotional labor: an emotion regulation
perspective. In A. A. Grandey, J. M. Diefendorff, & D. E. Rupp (Eds.),
Emotional labor in the 21st century: diverse perspectives on emotion regulation
at work. New York, NY: Psychology Press/ Routledge.

30-Gross, J. J. (2015). Emotion regulation: current status and future prospects.
Psychological Inquiry, 26(1), 1-26.

31-Hochschild, A. R. (1983). The managed heart: commercialization of human
feeling. Berkeley, CA: University of California Press.

32-Hilsheger, U. R., & Schewe, A. F. (2011). On the costs and benefits of
emotional labor: a meta-analysis of three decades of research. Journal of
Occupational Health Psychology, 16(3), 361-389.

33-Karim, J., & Weisz, R. (2011). Emotional intelligence as a moderator of
affectivity/emotional labor and emotional labor/psychological distress
relationships. Psychological Studies, 56, 348-359.

34-Karimi, S., Mohammadesmaeili, N., & Nooshabadi, S.H. (2020). The
Relationship Between Occupational Plateauing and Job Involvement with the
Mediating Role of Organizational Commitment (Case Study: State Pension
Fund Affiliated Building Holding). Public Management Researches, 13(47),
135-147. (In Persian)

35-Kavousi, M., Nasrasfahani, A., & Rashidi, M. (2019). Explaining the impact
of managers' personality on their management styles in the crisis management
process by providing a practical model (Case study: Managers and experts of
Khuzestan Crisis Management Headquarters). Crisis prevention and
management knowledge, 9(1), 90-109. (In Persian)



\Fo b AL SIS 1 (5958 SCoglis 5 sltinf Jolge il

36-Konishi, C., Hymel, S., Zumbo, B. D., & Li, Z. (2010). Do school bullying
and student-teacher relations matter for academic achievement? A multilevel
analysis. Canadian Journal of School Psychology, 25(1), 19-39.

37-Kruml, S. M., & Geddes, D. (2000). Exploring the dimensions of emotional
labor: the heart of Hochschild’s work. Management Communication Quarterly,
14, 8-49.

38-Lee, Y. H., & Chelladurai, P. (2018). Emotional Intelligence, emotional
labor, coach burnout, job satisfaction, and turnover intention in sport leadership.
European Sport Management Quarterly, 18 (4), 393- 412.

39-Lovatt, M., Nanton, V., Roberts, J., Ingleton, C., Noble, B., Pitt, E., Seers,
K., &Munday, D. (2015). The provision of emotional labour by health care
assistants caring for dying cancer patients in the community: A qualitative study
into the experiences of health care assistants and bereaved family carers.
International Journal of Nursing Studies, 52(1), 271-279.

40-Martin, R. A., Puhlik-Doris, P., Larsen, G., Gray, J., & Weir, K. (2003).
Individual differences in uses of humor and their relation to psychological well-
being: Development of the Humor Styles Questionnaire. Journal of research in
personality, 37(1), 48-75.

41-Mesmer-Magnus, J. R., DeChurch, L. A.,, & Wax, A. (2012). Moving
emotional labor beyond surface and deep acting: a discordance-congruence
perspective. Organizational Psychology Review, 2(1), 6-53.

42-Mikolajczak, M., Tran, V., Brotheridge, C. & Gross, J.J. (2009). Using an
emotion regulation framework to predict the outcomes of emotional labour. In
C. E. J. Hartel, N. M. Ashkanasy, & W. J. Zerbe (Eds). Research on emotion in
organizations: emotions in groups, organizations and cultures. Bingley, UK:
Emerald.

43-Morris, J. A., & Feldman, D. C. (1996). The dimensions, antecedents, and
consequences of emotional labor. Academy of Management Review, 21(4),
986-1010.

44-Néring, G., Vlerick, P.,, & Van de Ven, B. (2012). Emotion work and
emotional exhaustion in teachers: the job and individual perspective.
Educational Studies, 38, 63-72.

45-0lk, S., Lindenmeier, J., Tscheulin, D. K., & Zogaj, A. (2021). Emotional
labor in a non-isolated service encounter-The impact of customer observation
on perceived authenticity and perceived fairness. Journal of Retailing and
Consumer Services, 58, 102316.

46-Petrides, K. V. (2009). Psychometric properties of the trait emotional
intelligence questionnaire (TEIQue). In Assessing emotional intelligence (pp.
85-101). Springer, Boston, MA.



1Fee sl ¢ sog0s o o slo g3 VF7

47-Philipp, A., & Schiipbach, H. (2010). Longitudinal effects of emotional
labour on emotional exhaustion and dedication of teachers. Journal of
Occupational Health Psychology, 15,494-504.

48-Qi, X. L., Ji, S., Zhang, J., Lu, W. Y., Sluiter, J. K., & Deng, H. H. (2017).
Correlation of emotional labor and cortisol concentration in hair among female
kindergarten teachers. International Archives of Occupational and
Environmental Health, 90, 117-122.

49-Rajabi, S., Ali Moradi, Kh., Moradi, N. (2017). The structural relationship
between spiritual well-being and marital satisfaction with the mediating role of
emotional intelligence and self-differentiation. Journal of Psychological
Methods and Models, Year 8, Issue 2, 28, 19-48. (In Persian)

50-Saatchi, M. (2010). Work Psychology, Editing Publishing, Tehran: 40-170
51-Salovey, P., & Mayer, J. D. (1990). Emotional intelligence. Imagination,
Cognition and Personality, 9(3), 185-211.

52-Sutton, R. E. (2004). Emotional regulation goals and strategies of teachers.
Social Psychology of Education, 7, 379-398.

53-Sutton, R. E. (2005). Teachers’ emotions and classroom effectiveness:
implications from recent research. Clearing House: A Journal of Educational
Strategies, Issues and ldeas, 78, 229 -234.

54-Sutton, R. E., & Harper, E. (2009). Teachers’ emotion regulation. In L. J.
Saha & A. G. Dworkin (Eds.), International handbook of research on teachers
and teaching. New York, NY: Springer.

55-Sutton, R.E., & Wheatley, K.F. (2003). Teachers’ emotions and teaching: a
review of the literature and directions for future research. Educational
Psychology Review, 15(4), 327-358.

56-Taxer, J.L., & Frenzel, A.C. (2015). Facets of teachers’ emotional lives: a
quantitative investigation of teachers’ genuine, faked, and hidden emotions.
Teaching and Teacher Education, 49, 78-88.

57-Tuxford, L.M., & Bradley, G.L. (2015). Emotional job demands and
emotional exhaustion in teachers. Educational Psychology, 35, 1006-1024.
58-Van Kleef, G.A., Homan, A.C., Beersma, B., Van Knippenberg, D., Van
Knippenberg, B., & Damen, F. (2009). Searing sentiment or cold calculation?
The effects of leader emotional displays on team performance depend on
follower epistemic motivation, Academy of Management Journal, 52(3), 562-
580.

59-Wang, Z., Singh, S.N., Li, Y.J., Mishra, S., Ambrose, M. & Biernat, M.
(2017). Effects of employees’ positive affective displays on customer loyalty
intentions: an emotions-as-social-information perspective. Academy of
Management Journal, 60(1), 109-129.



Vv b AL SIS 1 (5958 SCoglis 5 sltinf Jolge il

60-Wolters, C., & Gonzalez, A. (2008). The influence of classroom context on
students’ motivation. In T. Urdan, S. Karabenick, & M. Maehr (Eds.),
Advances in motivation and achievement: 15. Social psychological
perspectives. Bingley, UK: JAI Press.

61-Xu, S. T., Cao, Z. C., & Huo, Y. (2020). Antecedents and outcomes of
emotional labour in hospitality and tourism: A meta-analysis. Tourism
Management, 79, 104099.

62-Yaghoubi, N., & Moradzadeh, A. (2019). Explore the relationship between
human resource needs with superior excellence in the municipality of Zahedan.
International Journal of Urban and Rural Management, 18(54), 79-96. (In
Persian)

63-Yaghoubi, N., Dehghani, M., Moghali, A., & Vazife, Z. (2016). Strategic
Alignment Approach and Balanced Maturity in Effective Implementation of
Knowledge Management. Public Management Researches, 9(33), 61-84. (In
Persian)

64-Yang, F. H., & Chang, C. C. (2009). Emotional labour, job satisfaction and
organizational commitment amongst clinical nurses: A questionnaire survey.
International Journal of Nursing Studies, 45(6), 879-887.

65-Yazdan Shenas, M., & Khorsandi, H. (2020). Using emotional work to
increase sales performance; The Role of Perception of Organizational Support.
Business Management, 12 (1), 115-194. (In Persian)

66-Yin, H. (2015). The effect of teachers’ emotional labour on teaching
satisfaction: moderation of emotional intelligence. Teachers and Teaching:
Theory and Practice, 21, 789-810.

67-Yin, H., Huang, S., & Lee, J. C. K. (2017). Choose your strategy wisely:
examining the relationships between emotional labor in teaching and teacher
efficacy in Hong Kong primary schools. Teaching and Teacher Education, 66,
127-136.

68-Yin, H.B., Lee, J.C.K., Zhang, Z.H., & Jin, Y.L. (2013). Exploring the
relationship among teachers’ emotional intelligence, emotional labor strategies
and teaching satisfaction. Teaching and Teacher Education, 35, 137-145.
69-Zembylas, M. (2005). Teaching with emotion: a postmodern enactment.
IAP.



1Fee sl ¢ sog0s o o slo g3 VFA




