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ABSTRACT:

The emotional demands of service work are often an unacknowledged component
of service jobs, yet are often a major determinant of various service
outcomes, such as customer satisfaction and loyalty. Service employees who
interact with customers under the guidance of organisational rules and
regulations often need to display emotions dictated by the organisation
through training, policies and supervision. In other words, employees are
expected to consistently ‘produce smiles’ and suppress negative feelings
(e.g., anger or annoyance towards a demanding customer) in the name of
customer service excellence. My research explores the effects of such
emotional labour on customer outcomes and employee well-being. 1 will
present results of several studies which examine the impact of emotional
labour requirements on customers as well as how customers’ ability to
distinguish between fake and authentic emotional display of employees
affects the overall service outcome.
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