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Abstract
How service employees express their emotions with
customers is an important part of service quality. However, the emotional expressiveness of
contact employees can be affected by the importance they give to customers and can have
consequences on their work attitudes and well- being. This study aims to explore the influence
of customer orientation in emotional labour strategies and analyses the impact of emotional
labour strategies on four outcomes: burnout, affective delivery, job satisfaction and affective
commitment. The sample consisted of 283 contact employees from hotels and travel agencies.
The results show that organisational customer orientation promotes the expression of genuine
emotions and that individual customer orientation fosters both deep acting and expression of
genuine emotions. The study reveals that while surface acting promotes both emotional
exhaustion and depersonalisation, deep acting promotes affective commitment. Finally, it is
shown that the expression of genuine emotions fosters personal accomplishment, affective
delivery, job satisfaction and affective commitment. Findings provide insight for organisations
and managers about the importance of customer orientation in management of emotions in
customer service and how can have positive implications on employees and on the quality of
service.
© 2018 Varna University of Management. All rights reserved

1/2

V20RP59

Keywords: Customer orientation, emotional labour, contact employees

Citation: Marques, G.S., A. Correia, C.M. Costa (2018). The influence of customer orientation
on emotional labour and work outcomes: a study in the tourism industry.
European
Journal of Tourism Research
20, pp. 59-77

2/2

