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Abstract

This research aims to investigate the concept of emotional labour which states that employees’
emotions should be managed as part of their jobs. Employees are expected to manage their
feelings in the workplaces and display appropriate emotions while interacting with their
customers. The use of emotional labour has become especially important in the service sector,
where interaction with the customer is necessary. Businesses' approaches to emotional labour
are highly pragmatic, and they believe that employees' emotions should be professionally
managed and educated in their jobs. This point of view brought a new dimension as emotions
besides physical and mental dimensions of labour. This research aims to examine the concept
of emotional labour in a critical view through the findings of a field study. The interviews were
conducted with sales representatives working in various stores in Kocaeli to investigate their
awareness of emotional labour usage as a main purpose of this research. As a result, the use of
emotional labour in employees has been seen as a "natural" and "necessary" situation.
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Emotional Labour Cevik

“Duygusal Emek” Farkindahgina Iliskin Bir Alan Arastirmasi:
Kocaeli Ornegi

Oz

Bu arastirma, ¢alisanlarin duygularini da yapilan isin bir pargasi olarak yonetilmesi gerektigi
yaklagimini ifade eden “duygusal emek” kavramini sorgulamay1 amaglamaktadir. Calisanlarin
duygularini is iginde yonetmeleri ve hissetmedikleri gibi davranmalar1 giinlimiizde neredeyse
tiim isler i¢in beklenmektedir. Ozellikle hizmet sektdriinde miisteri ile yiiz yiize iliski gerektiren
islerde duygusal emek kullanimi énemli hale gelmistir. Isletmelerin duygusal emek kullanimina
iligkin yaklagimlar1 son derece faydacidir. Bu bakis agisi, ¢alisanlarin duygularinin is
yasaminda profesyonel olarak yonetilmesi ve bu konuda egitilmeleri gerektigi yoniindedir. Bu
da duygulari, emegin fiziksel ve zihinsel boyutunun yanina baska bir boyut olarak
eklemlemektedir. Bu arastirma duygusal emek kavramini, bir alan arastirmasi bulgulariyla
elestirel bir zeminde irdelemeyi amaglamistir. Bu gercevede planlanan aragtirmada, Kocaeli’de
cesitli magazalarda ¢alisan satig temsilcileriyle goriigmeler yapilmis ve duygusal emek
kullanimlarina iliskin farkindalik durumlar1 irdelenmek istenmistir. Sonug olarak, ¢alisanlarda
duygusal emek kullaniminin “dogal” ve “olmasi gereken” bir durum olarak karsilandigi
goriilmiistiir.
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