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Abstract. Many years after Industrial Revolution, the threat working under arduous conditions
poses as physical burden to laborers was realized. As industry developed, the concept of being a
laborer evolved into a task that requires emotional assets of laborers in addition to physical
burden. By American sociologist Arlie Hochschild, the term “emotional labor” was coined and
investigated with many factors and concepts since then. This study empirically investigated the
role of accepting external influence, a factor of authenticity, on emotional labor among the
white-collar workers in Turkey. As service-oriented total quality management applications
requires constant communication with colleagues, customers, suppliers, competitors,
stakeholders, white-collar workers are the ones that are being required to perform emotional
labor and being exposed to face their authentic selves via accepting external influence or not.
The purpose of this study is to determine the effect of accepting external influence on emotional
labor. Data was collected via Hospitality Emotional Labor Scale (HELS) developed by Chu and
Murmann (2006), and The Authenticity Scale developed by Wood et. al. (2008). There are 201
participants, 126 were female and 75 were male who work in a variety of industries in Turkey.
Analysis was conducted by the SPSS program. According to the results, there is a positive and
significant relationship between the effect of accepting external influence on emotive
dissonance and emotive effort. Also, a positive and significant relationship between the effect
of accepting external influence on emotional labor was concluded.
Keywords: Emotional labor, the role of accepting external influence, authenticity, white collar
workers, Turkey.

Introduction
First coined by Arlie Hochshild in her book “The Managed Heart: the Commercialization of
Human Feeling” in 1983 under the definition of “labor which requires one to induce or
suppress feeling in order to sustain the outward countenance that produces the proper state of
mind in others” (Hochschild, 1983), emotional labor has been gaining recognition since then as
a research topic for many areas like alienation , job satisfaction, emotional exhaustion. On the
other hand, as St. Augustine regarded authenticity as essential on the way to “Good and god”
(Taylor 1991), it had been evolving for centuries. Accepting external influence was identified
as a dimension of authenticity by Wood et. al. (2008). In this study, a theoretical framework of
emotional labor, authenticity, and accepting external influence was formed based on the
information gathered via the online questionnaire that was filled by 201 white-collar workers in
Turkey.
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Literature Review
Emotional labor was defined as white-collar workers’ control of their emotions and them
exhibiting the emotions their business owners demand for consumer satisfaction and positive
relationships between white collar workers and shareholders in this study. Emotive dissonance
and emotive effort are recognized as its dimensions. Emotive dissonance was defined as “ the
difference between felt and feigned emotions” (Kruml and Geddes, 2000; Hochschild, 1983) in
this study. Emotive effort was defined as changing actual feelings to match those one must
express to shareholders (Kruml and Geddes, 2000) was acknowledged in this study. The
tripartite-authentic living, self-alienation, accepting external influence- person centered view
definition of authenticity developed by Wood et. al. (2008) was acknowledged. One of its
factors, accepting external influence, was investigated specifically. Accepting external
influence was defined as constant feeling of needing to do what others are expecting one to do
was acknowledged (Lenton et. al., 2016). The authors investigated all the research conducted
between the years 2016-2019 in Turkey on emotional labor. It was observed that mostly
emotional labor’s relationships between job satisfaction, emotional exhaustion and burnout
variables were investigated. Research was generally conducted on health, tourism, sports,
education and service industry areas and among nurses, tourist guides, hotel employees, call
center operators and coaches. Though emotional labor was investigated with a variety of terms
such as work alienation and job satisfaction, a study that empirically investigates the effect of
accepting external influence of emotional labor wasn’t prevailed on. Thus, it can be concluded
that this study is significant for both the notion of “emotional labor” and the future studies
regarding it.

Methods
This study aims to investigate the effect of accepting external influence on emotional labor.
Emotional labor has 2 dimensions: emotive dissonance and emotive effort. This 2-factored
structure was developed by Kruml and Geddes in 2000. As a factor of authenticity, accepting
external influence was defined as constant feeling of needing to do what others are expecting
one to do (Lenton et. al., 2016). Two hypotheses were developed in this study:
H1: There is a significant and positive effect of acceptance of external influence on emotive
dissonance.
H2: There is a significant and positive effect of acceptance of external influence on emotive
effort.
H3: There is a significant and positive effect of acceptance of external influence on emotional
labor.

The data was obtained by a questionnaire that included a hybrid of 2 scales. The scales were
Turkish adaptation of “Hospitality Emotional Labor Scale (HELS)” developed by Chu and
Murmann (2006), which was “Emotional Labor Scale Validation on Turkish Tourism Workers”
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developed by Avcı and Boylu (2010) and the Turkish adaptation of “The Authenticity Scale”
developed by Wood et. al. (2008), which is “Adaptation of Authenticity Scale to Turkish: A
Validity and Reliability Study” developed by İlhan and Özdemir (2013) as assessment tools at
the questionnaire. The scale for accepting the role of external influence that was obtained from
“The Authenticity Scale” developed by Wood et. al. (2008) is 1-factored and has 4 items. The
original version of “Hospitality Emotional Labor Scale” developed by Chu and Murrmann
(2006) has 2 factors (emotive dissonance and emotive effort) and 19 items (11 on emotive
dissonance and 8 on emotive effort). Though the authors removed some items and lowered the
scale to 15 items, they recommended the original version with 19 items to be used in future
studies. After factor analysis, 11 items were removed and a scale of 2 factors and 8 items (5 on
emotive dissonance and 3 on emotive effort) was obtained in this study. When the other studies
who used the same scale in Turkey were investigated, it was observed that its version of a scale
with 10 items and 2 factors were used by the study conducted by Avcı and Boylu (2010) on
tourism workers and a scale with 8 items and 2 factors were used by the study conducted by
Kaya and Serçeoğlu (2013) on service industry constituted by hotel, call center, and shop sales
clerk workers. 7 items are common in total for these 3 studies. Therefore, it can be regarded
that utilizing the emotional labor scale different among workers in Turkey is acceptable. By
using SPSS (Statistical Package for Social Sciences) program, the results were statistically
analyzed.

Analyses and Results
The sample of this study has 201 participants, 126 female and 75 male.
The demographics of the participant set shows that;
●
Gender: 62.7% female, 37.3% male.
●
Age: 32.3% for aged 34 or less, 43.8% for 35 to 44 years old, 18.9% for 45 to 54, and
5% for aged 55 and more, concentrating 76% of participants in the younger than 44 year old
limit.
●
Academic degree: %14.2 for undergraduate, %55.2 for graduate, %29.9 for post
graduate degree.
●
Marital Status: 67.2% married, 32.8% single.
In terms of employees’ background:
●
Sector: 3% textile ; 15.9% finance; 4% automotive; 15.4% service; 5.5% health; 2.
5% trade; 3.5% informatics; 6.5% construction; 24.4% education; 19.4% other not specified in
the questionnaire.
Sample of the study is mostly female, younger than 44 years old and married. The sectors are
distributed to a variety of industries, though fairly more concentrated in education (24.4%) and
sectors that weren’t specified in the questionnaire, mentioned as “other” (19.4%).
The Cronbach’s alpha was calculated for every scale in the reliability analyses that were
conducted. As demonstrated by Table 1, the value of Cronbach’s alpha is greater than 0.7 for
every variable, and acceptable according to Hair et al. (2006).
Table 2. Reliabilities of Scales
Scale
N
N of Items
Cronbach’s Alpha
Acceptance of
201
4
0.798
External Influence
Emotional Labor
201
8
0.866
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As a glance on the KMO table shows, the data set is appropriate for factor analysis since
significance value is 0.00. The explained variance of the 2-factored construct is 64.7% in
cumulative. Factor loads are demonstrated below:
Table 2. Rotated Component Matrix
Component 1
0.852
0.862
0.820
0.619
0.658

Component 2
Dissonance 1
Dissonance 2
Dissonance 3
Dissonance 4
Dissonance 5
Effort 1
0.796
Effort 2
0.788
Effort 3
0.627
Tables 3 and 4 below demonstrate the descriptive statistics and normality analyses.

Acceptance of External Influence
Emotional Labor
Emotive Dissonance
Emotive Effort

Table 3.
Mean
3.256
2.368
2.046
2.905

As the 7 point likert scale demonstrates the means of accepting external influence (3.256) and
emotional labor (2.368) of white-collar workers in Turkey, the tendencies for them to both
accept external influence and perform emotional labor are low.
Table 4.
Descriptive Statistics
External Influence 1
External Influence 2
External Influence 3
External Influence 4
Dissonance 1
Dissonance 2
Dissonance 3
Dissonance 4
Dissonance 5
Effort 1
Effort 2
Effort 3

Skewness
0.251
0.678
0.010
0.498
1.561
1.858
1.503
1.899
1.353
0.176
0.623
1.229
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Because skewness values are distributed between -2 and +2, normal distribution hypothesis
were made according to Hair et al. (2006). The analysis will continue with parametric tests.
Table 5 shows the regression results for the effect of accepting external influence on emotive
dissonance, emotive effort and emotional labor.
Dependent
Variable
Emotive
Dissonance
Emotive
Effort
Emotional
Labor

Independent Variable
Standardized
Coefficients (Beta)
Acceptance of External Influence
0.266
Acceptance of External Influence
0.356
Acceptance of External Influence
0.339

R Square

Sig.

0.071
0.127
0.115

.000b
.000b
.000b

Table 5
Regression analyses suggest that;
●
●
●

There is a significant and positive effect of accepting external influence on emotive
dissonance. (p< 0,05). Accepting external influence can only explain 7% of the
emotive dissonance. Yet, as significance level is 0.00, the hypothesis is acceptable.
There is a significant and positive effect of accepting external influence on emotive
dissonance. (p< 0,05). Accepting external influence can only explain 12.7% of the
emotive effort. Yet, as significance level is 0.00, the hypothesis is acceptable.
Therefore, it is possible to conclude that there is a significant and positive effect of
accepting external influence on emotional labor (p<0.05). Though accepting external
influence can only explain 11.5% of the emotional labor, the fact that significance
level is 0.00 makes the concluded hypothesis acceptable.

Conclusion and Discussions
Regression analyses suggest there is significant and positive effect of accepting external
influence on emotive dissonance and emotive effort, which constitutes its overall significant
and positive effect on emotional labor. Accepting external influence has a significant yet low
effect on emotive dissonance, emotive effort and emotional labor. This study contributes to the
academic discussions via initiating to explore the external part that makes up the emotional
labor. Though attention has been given to emotional labor in a more inner way in the previous
studies like job burnout, satisfaction, and alienation, the effect of an external factor on
emotional labor is a new area of study. As Industry 4.0 evolves more from relationship between
human-machine to human-human everyday, the emotional labor has been becoming an integral
part in work and daily routine. The findings of the study are significant for and could be used
by a variety of industries both in Turkey (as nearly all were represented) and the world. Yet, it
is important to emphasize that results can not be generalized neither to a specific sector or a
service industry nor to other countries. In the future studies, it is possible for this study to be
supported by the studies conducted in different specific work fields and countries.
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