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ABSTRACT

Emotions have had an essential place in the survival of humankind since their existence. Despite
the importance of emotions in human life, it is not taken on the agenda for a long time in working
life. This study aims to examine the impacts of teacher emotional labor on job performance and
the mediating effect of job satisfaction. In the study, the relational screening model, one of the
guantitative research methods, was used. The research was carried out by 345 teachers who work
in twelve public schools on the European side of Istanbul. As the data collection tools, three
different scales were used. The emotional Labor Scale has three dimensions as surface acting, deep
acting, and genuine emotions. A brief form of the Minnesota Job Satisfaction Scale, consisting of
20 items, was used to measure job satisfaction. The work performance scale consists of four items.
The research data were tested using hierarchical regression analysis and Sobel Test. Results of the
study suggest that genuine emotions have a positive effect on job performance and surface acting
has a negative effect on job performance. However, job satisfaction is not mediated these impacts.
On the other hand, deep acting does not effect on job performance.
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INTRODUCTION

Employee performance has been one of the most studied topics in human resources development. Performance
improvement efforts have been the main component of human resources management since the late 1980s
(Weinberger, 1998). In the 1990s, critics of the performance paradigm of HRD viewed performance as a means
to control and possibly deny “a person’s fundamental and inherent agency and self-determination” (Barrie &
Pace, 1998). High performance is important for every sector as well as for the education sector (Joo & Park,
2010). Since the 1990s, many researchers have identified performance as a set of behaviors related to
organizational goals using subjective evaluation. Investigating performance processes is the first step in
evaluating performance scientifically. Research has concluded that performance has a multidimensional

structure (Borman & Motowidlo, 1993; Cai & Lin, 2006).

As a result of the teachers' performance evaluations, promotion, reward, and punishment, employment and
layoff are taken. The main strength of evaluating performance in education is to ensure that the competence
and development areas of the teacher are noticed (Cai & Lin, 2006). Thus, the performance evaluation system
enables the development of the teacher. Most teacher performance studies explored the evaluation of the
effectiveness of college teaching. Researchers showed great interest in evaluating teaching effectiveness and

proposed that teaching effectiveness construct be multidimensional (Marsh & Dunkin, 1992).

Emotions have had an important place in the survival of humankind since their existence. Despite the importance
of emotions in human life, it is not taken on the agenda for a long time in working life. It is not easy to think
independently of working life from emotions. Emotions are an integral part of life and management. Emotions
are important for understanding the behaviors in the organization. Especially in the works where the human
element is in the foreground, its intensity is felt even more. Controlling emotions in organizational life are
expected and directed from employees (Coruk, 2014). This expectation is even higher, especially in the works

where the human element is in the foreground, such as educational institutions.

Job satisfaction defines the positive emotion the individual feels subjectively towards his job (Locke, 1976). It
shows the degree of meeting the employee's needs, wishes, or expectations in the workplace (Cranny et al.,
1992). Spector (1996) defined job satisfaction in the simplest form as "to what extent employees love their jobs
and workplaces". Based on the literature discussed above, the study's objective is to examine how emotional

labor affects job performance via organizational job satisfaction.

Emotional Labor and Job Performance

Emotional labor can be defined as the act of expressing the emotions desired by organizations (Morris &
Feldman, 1997). Emotional labor is a concept where employees evaluate when, to what extent, how they express
their feelings. Emotion regulation and management processes regarding how employees reflect on which

emotions in the work environment are also included in the concept of emotional labor. Employees demonstrate
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emotional labor using three different strategies (Lapointe et al., 2012). Surface acting means that the employee
behaves as if they feel emotions that they do not feel (Ashforth & Humphrey, 1993). The employee's surface
acting can be exaggerated positive emotions or negatively transmit verbal and non-verbal signals regarding his
environment (Diefendroff et al., 2005; Grandey, 2000). When the teacher, who has surface acting, experienced
a negative feeling, he suppressed this feeling and smiles at his students. (Cheung et al., 2011; Grandey, 2003). In
surface acting, employees play the role of experiencing expected emotions without actually changing their

emotions.

On the contrary, deep acting involves the true internal change of negative emotions and the state of truly feeling
the emotion expected to be shown (Ashforth & Humphrey, 1993; Diefendroff et al., 2005). Both strategies are
considered compensatory emotional labor strategies. Employees try to feel and exhibit the opposite feelings
they feel when they do not have the natural emotions required by the organization (Ashforth & Humphrey, 1993;
Diefendroff et al., 2005). Third dimension of emotional labor is genuine emotions. Diefendorff et al. (2005)
empirically studied genuine emotions to show the differentiation between deep and surface acting. It is a
genuine emotion example that a teacher's student is saddened by the decrease in the lesson's success due to his
family problems. Diefendorff et al. (2005) found that the emotional labor strategy of genuine emotions was

negatively correlated with surface acting but positively correlated with deep acting.

Previous research has suggested a consistent positive relationship between emotional labor and job performance
(Chen et al., 2012). It was found that surface acting and job performance have a positive relationship, but deep
acting is not related to job performance (Goodwin et al. 2011). The other research results revealed that the
emotional labor strategy of surface acting led to increases in subsequent strain while deep acting led to increases
in job performance (Hulsheger et al., 2010). Concerning the consequences of emotional labor for service
performance, deep acting was related to displaying positive emotions and self-rated job performance, but
surface acting was not (Totterdell & Holman, 2003). Kim and his colleagues (2017) found a positive relationship
between deep acting and job performance and a negative relationship between surface acting and job
performance. The other result revealed that surface acting had a negative effect, whereas deep acting positively
affected job satisfaction (Hur et al. I, 2015). Lee and his colleagues have found that deep acting enhanced job
performance among emotional labor strategies, while surface acting improved work performance. The other
research results showed that salespersons' deep acting was positively related to job performance, whereas
salespersons' surface acting was negatively related to job performance (Wang et al. I, 2016).Based on the

literature discussed above;

Hypothesis 1a: Surface acting negatively affects job performance.
Hypothesis 1b: Deep acting positively affects job performance.

Hypothesis 1c: Genuine emotion positively affects job performance.
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Emotional Labor and Job Satisfaction

Several job aspects influence an individual's work outcomes. One of the most important aspects is job satisfaction
defines the general level of satisfaction of the employees for their jobs. Locke (1976) defined job satisfaction as
the employees' work, work experiences, and positive emotional attitudes towards their colleagues. Job
satisfaction is the most important factor shaping the employee's attitudes and behaviors in the workplace. The
worker perceives and interprets the objective features related to working subjectively. The personal
characteristics of the employee affect their perceptions, comments, and emotional reactions. For this reason,
job satisfaction refers to the employees' satisfaction, which they experience psychologically and physiologically
against work and environmental factors, expressing their subjective responses to working situations (Morse,
1953; Lu et al., 2013). Job satisfaction is theoretically and empirically among the subjects that researchers have

been studied the most (Grandey, 2000, 2003; Schaubroeck & Jones, 2000; Diefendorff & Richard, 2003).

Previous research has consistently shown that surface acting was negatively related to job satisfaction, and deep
acting was found to relate to job satisfaction, on the other hand, there is a positive association between deep
acting and job satisfaction (Chen et al., 2012, Brotheridge & Grandey, 2002; Brotheridge & Lee, 2002; Cheung &
Tang, 2009, Cheung & Tang, 2010; Cheung et al., 2011). The results showed that employees' emotional labor
strategies of deep acting and surface acting differentially affect employees' job satisfaction (Hur et al., 2015).
There are positive correlations between emotional labor and job satisfaction (Park & Han, 2013). The results
indicate that emotional labor requirements are positively related to job satisfaction, whereas surface acting is
negatively related. Nonlinear effects are also observed for surface acting: the initial negative relationship of
surface acting with job satisfaction is exacerbated at high levels of surface acting (Bhave & Glomb, 2016). Based

on the literature discussed above;

Hypothesis 2a: Surface acting negatively affects job satisfaction.
Hypothesis 2b: Deep acting positively affects job satisfaction.

Hypothesis 2c: Genuine emotion positively affects job satisfaction.

Job Satisfaction and Job Performance

Research shows significant and strong relationships between work-oriented attitudes such as organizational
commitment and behaviors such as emotional labor (Lavelle et al., 2007). Edwards and Bell (2008) found a
statistically significant positive relationship between overall satisfaction and task performance. Springer (2011)
has suggested that by applying management strategies to improve the job satisfaction and job motivation of
managers, they can improve employees' job performance. Chen and Liu (2012) found that job performance in
Taiwan was positively affected by job participation, job satisfaction, and internal marketing. Hira and Waqas
(2012) found a positive relationship between job satisfaction and job performance in a survey of 335 surveys
working at the middle level of the banking sector. Igbal et al. (2012) also found that job satisfaction positively

affects job performance in a survey of 251 people from various universities. Previous studies have shown that
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job performance is significantly affected by job satisfaction. Many researchers and most people believe there is
a causal relationship between satisfaction and performance. Analyses using meta-analytic data suggested that
the satisfaction—performance relationship is largely spurious. More specifically, the satisfaction—performance
relationship was partially eliminated after controlling for general personality traits or work locus of control and
almost eliminated after controlling for organization-based self-esteem (Bowling, 2007). Results of the study
conducted with managers of an IT company show, as predicted, that job satisfaction is a better predictor of job
performance (Ziegler et al., 2012). There is a relationship between job satisfaction and job performance (Wright
etal., 2007). In addition, Fu and Deshpande (2014) found that job satisfaction directly impacted job performance.

Based on the literature discussed above;

Hypothesis 3: Job satisfaction positively affects job performance.

Figure 1 illustrates the conceptual model of this study. The conceptual framework in this study links emotional

labor and job performance with a partially mediating role of job satisfaction.

Figure 1. Conceptual (Hypothesised) Model

H1

Hypothesis 4a: Job satisfaction plays a mediating role for the negative impact of surface acting on job

performance.

Hypothesis 4b: Job satisfaction plays a mediating role for the positive impact of deep acting on job performance.

Hypothesis 4c: Job satisfaction plays a mediating role for the positive impact of genuine emotions on job

performance.
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METHOD

Research Model

In the research, relational survey model, which is one of the quantitative research models, was used. A relational
model is a quantitative research process to determine whether two or more variables predict the degree of

relationship or whether one variable predicts another (Creswell, 2017).

Universe and Sample

The research universe consisted of 101,116 teachers working in the European side of Istanbul in the 2019-2020
Education Year (Ministry of National Education, Istanbul Education Statistics Announced, 2019). The sample of
the study consists of 345 teachers selected by stratified purposeful sampling. The stratified purposeful sampling
method was preferred in order to show and describe the characteristics of certain subgroups and to allow
comparisons between them (Blylikoztirk et al., 2017). The response rate was 100% for teachers. 99% of the
teachers asked to participate were included in the analyses. As shown in Table 1, 64.9% of the participants were
female; the majority were between 25-34 years old 54.3%; 57.9% of them were branch teachers; 88.7% of them

have a bachelor degree, 31.0% of them work in primary school (Table 1).

Table 1. Participants’ Personal Variables

Baseline characteristic Group %
Gender Female 64,9
Male 35,1
Age 25 and under 4,7
25-34 years old 54,3
35-44 years old 31,9
45-54 years old 7,6
55 and above 1,6
Tenure 1-5 years 28,3
6-10 years 36,7
11-15 years 16,6
16-20 years 10,8
20-25 years 3,6
26 years and above 3,9
Education level Bachelor 88,7
Master and PhD 11,3
Profession Pre-school teacher 11,3
Primary school teacher 24,6
Branch teacher 57,9
School manager 6,2
School type Kindergarten 8,2
Primary school 31,0
Secondary school 26,6
Anatolian high school 19,3
Vocational high school 14,9
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Data Collection Tools

Three different scales were used to collect data. The emotional Labor Scale, by Diefendorff et al. (2005), was
created and adapted to Turkish in the teacher sample by Basim and Begenirbas (2012). The scale has three
dimensions as surface acting, deep acting, and genuine emotions. The participants were evaluated with the help
of the five Likert Scale (1 = Never, 5 = Each Time). Surface acting on a scale of 6, deep acting 4, and genuine
emotions are measured by three items. The internal consistency of the scale has been calculated as .80 (Basim
& Begenirbas, 2012). In this study, the internal consistency coefficient has been found .85 for surface acting, .86
for deep acting, .76 for and genuine emotions. The internal consistency coefficient of the overall scale was found

as .77 in this study.

A brief form of the Minnesota Job Satisfaction Scale was developed by Weiss et al. (1967). Items related to
internal and external attitude factors in the long form of the scale were combined into a 20-item scale (Ozdayi,
1991). Two sub-dimensions of the scale, namely "internal job satisfaction" and "external job satisfaction". The
internal job satisfaction sub-dimension consists of 8 items, and the external job satisfaction dimension consists
of 8 items. The scale has 5 Likert, and the answers given to each item are scored between 1 and 5; it is graded
from "not satisfying" to "very satisfying" options. The Cronbach Alpha coefficient for the internal consistency of
the Minnesota Job Satisfaction Scale, which has been used in many studies at home and abroad, was found as

.90 in this study.

Finally, the Job Performance Scale was developed by Kirkman and Rosen (1999) and adapted to the Turkish
language by Ozkan (2017); it had four items. ltems rated on a 5-point Likert-type scale ranging from 1 (never) to

5 (always). The reliability of the scale in the current study was found to be .80.

Based on the assumption that the scale used in the study is equally spaced, the score range coefficient
for arithmetic averages was found to be 0.80. Score Range = (Highest Value-Lowest Value) /5 =4/5 =
0.80. Accordingly, the evaluation range of arithmetic means is as follows: 1.00-1.80 is "very low", 1.81-
2.60is "low", 2.61-3.40 is "medium", 3.41-4.20 is "high", 4.21-5.00 is "very high".

Data Collection Process

All participants were full-time school teachers residing in the Ministry of Education. Invitation letters were sent
to 12 schools in the Bagcilar area, a major district located in the istanbul city. All the invited schools, two schools
from each school type (kindergarten, primary school secondary school, Anatolian high school, vocational high
school) agreed to participate in this study. Each participant was given a questionnaire that included study
objectives, use of information, and psychological measures in October 2019. Confidentiality was ensured, and no
individual response to the school. To increase the response rate, participants were given a summary of the

findings as an indicator of appreciation.
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Data Analysis

Descriptive, skewness, kurtosis, and Cronbach Alpha reliability values of the scales were calculated before
analysis. When Table 2 is examined, it is seen that the data shows normal distribution (skewness and kurtosis)
and is reliable. Data were analyzed by parametric tests. The role of job satisfaction as a moderator between
emotional labor and job performance has been examined through a series of moderated regression analyses and
the Sobel Test. Using the procedure proposed by Baron and Kenny (1986), the main effects of the predictor and
the hypothesized moderator were checked before determining the moderate effect of the predicted moderator
on the predictor-outcome relationship. Aiken et al. (1991) and Fraizer et al. (2004) centered all the main effects

of predictors and interaction terms before regression analysis.

FINDINGS

Descriptive, skewness, kurtosis and Cronbach Alpha reliability values of the scales are shown in Table 2. When
Table 2 is examined, it is seen that the data shows normal distribution (skewness and kurtosis) and is reliable.
Data were analyzed by parametric tests. Table 2 shows that the highest mean is genuine emotions with 4.27.
The second highest mean is job performance with 4.20, followed by job satisfaction with 3.79 and deep acting

with 2.95. The lowest mean is surface acting with 1.98.

Table 2. Scale's mean, standard deviations, skewness, kurtosis and reliability coefficients

Variable n X SD Skewness Kurtosis C;\?gﬁ;;h
Emotional labor 345 2,79 7,41 .806 -.209 77
Surface acting 345 1,98 4,80 .902 -.306 .85
Deep acting 345 2,95 4,48 .305 -.715 .86
Genuine emotions 345 4,27 2,03 .506 -.416 .76
Job satisfaction 345 3,79 11,29 .333 -.125 .90
Job performance 345 4,20 2.20 .248 -.249 .80

Linear regression analysis was conducted for Hypothesis 1a, 2a and 3a, using the same control and criterion
variables with Hypothesis 4a. The results (see Step 3 in Table 3) showed that the relationship between surface
acting and job performance was significant and negative (B =-.209, p <.01). Hence, Hypothesis 1a was supported.
Hypothesis 4a was examined using the procedure proposed by Baron and Kenny (1986):

(a) Surface acting (the predictor) must be related to job performance (the criterion), as supported by Hypothesis
1a;

(b) Surface acting (the predictor) must be related to job satisfaction (the mediator), as supported by Hypothesis
2a;

(c) Job satisfaction (the mediator) must be related to job performance (the criterion), as supported by Hypothesis
33;

(d) The effect between surface acting (the predictor) and job performance (the criterion) must decrease when
the mediator is controlled. When job satisfaction was entered in the regression model (see in Table 4), the beta

coefficient for job performance was statistically significant and reduced from B =-.209 (p <.001) to B = -.187 (p
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<.01), and the beta coefficient for job satisfaction was still significant (B =- .175, p <.05). In addition, we tested
Sobel for mediating effect and found that the z value is not significant. Finally, surface acting negatively affects
job performance, but job satisfaction does not mediate the relationship between surface acting and job

performance, and Hypothesis 4a was not supported (Table 4).

Table 3. Linear Regression Analysis: Surface Acting and Job Performance

Hypothesis 1a

Predictor Criterion B R2 t Sig.
Surface acting Job performance -.209 .044 -3.203 .002**
Hypothesis 2a

Predictor Mediator B R2 t Sig.
Surface acting Job satisfaction -.160 .026 -2,243 .002**
Hypothesis 3a

Mediator Criterion B R2 t Sig.
Job satisfaction Job performance .220 .048 -3,601 .002**

**p<.01

Table 4. Moderator Analysis: Job Satisfaction

Hypothesis 4a
Predictor Criterion B R2 t Sig. Sobel (z)/Sig.
Mediator
Surface acting Job performance -.187 -2.677 .009 -1.8415737 /0.065
.076
Job satisfaction 175 2,476 .014

Linear regression analysis was conducted for Hypothesis 1b, 2b and 3b, using the same control and criterion
variables with Hypothesis 4b. The results showed that the relationship between deep acting and job performance

was not significant. Hence, Hypothesis 1b was not supported and Hypothesis 4b was not examined.

Linear regression analysis was conducted for Hypothesis 1c, 2c and 3c, using the same control and criterion
variables with Hypothesis 4c. The results (see Step 3 in Table 5) showed that the relationship between genuine
emotions and job performance was significant and positive (B = .137, p < .05). Hence, Hypothesis 1c was
supported. Hypothesis 4c was examined using the procedure proposed by Baron and Kenny (1986):

(a) Genuine emotions (the predictor) must be related to job performance (the criterion), as supported by
Hypothesis 1c;

(b) Genuine emotions (the predictor) must be related to job satisfaction (the mediator), as supported by
Hypothesis 2c;

(c) Job satisfaction (The mediator) must be related to job performance (the criterion), as supported by
Hypothesis 3c;

(d) The effect between genuine emotions (the predictor) and job performance (the criterion) must decrease

when the mediator is controlled. When job satisfaction was entered in the regression model (see in Table 3), the
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beta coefficient for job performance was not statistically significant but reduced from p =.137 (p <.01)to B = -
.066 (p >.05), and the beta coefficient for job satisfaction was still significant (8 =.175, p <.05). Thus, Hypothesis

4c was not supported (Table 6).

Table 5. Linear Regression Analysis: Genuine Emotions and Job Performance

Hypothesis 1c

Predictor Criterion B R? t Sig.
Genuine emotions Job performance 137 .019 2.143 .033%*
Hypothesis 2c

Predictor Mediator B R? t Sig.
Genuine emotions Job satisfaction 251 .063 -3,670 .000**
Hypothesis 3c

Mediator Criterion B R?2 t Sig.
Job satisfaction Job performance .220 .048 -3,601 .002*

*p <.05, *p <.001

Table 6. Moderator Analysis: Job Satisfaction

Hypothesis 4c
Predictor Criterion B R2 t Sig.
Mediator
Genuine emotions Job performance .066 0,927 .355
.053
Job satisfaction .205 2,873 .005

CONCLUSION and DISCUSSION

In this section, the research findings are discussed, with previous research findings also taken into consideration.
The teachers' job performance and job satisfaction levels were found high (between 3.41-4.20). Current research
results show only the self-determined job performance level of teachers', and these findings are consistent with
other research (Tére, 2018; Hutubarat, 2015). Demirtas (2010) found that job satisfaction levels of primary school
teachers are high. On the other hand, Zembylas and Papanastasiou (2004) found that job satisfaction among
school teachers in Cyprus is low. Researchers showed great interest in teaching effectiveness evaluation and
proposed that teaching effectiveness construct should be multidimensional (Cai & Lin, 2006; Marsh & Dunkin,

1992).

However, it was found that the emotional labor scores change according to the factors. The highest average
scores were collected under the factor of "genuine emotions" ("very high" between 4.20-5.00), and the lowest
mean scores were collected under the "surface acting" factor ("very low" between 2.01-2.61). In addition, a deep
acting factor has an average score ("middle" between 2.61-3.40). Akin and his colleagues' (2014) results are not
consistent with the current study finding. They found that the emotional labor levels of teachers were 4.47 for
deep acting, 3.99 for surface acting, and 4.53 for genuine emotions on a five-point Likert scale. Only genuine

emotions have the highest score in researches. According to the Coruk (2014) results, it is seen that participants

954



I.l E TSAR (International Journal of Education Technology and Scientific Researches) Vol: 6, Issue: 15, 2021

display genuine emotions more than other emotional labor strategies, and they display surface acting behaviors

partially. In addition, these findings are consistent with current study findings.

Based on the current results above, it was found that the negative effect of surface acting on job performance
and the positive effect of genuine emotions on job performance. On the other hand, deep acting is not affected
job performance. Some previous results support this finding, but others are not. Researchers found that surface
acting and job performance have a positive relationship, but deep acting is not linked to job performance (Chen
etal., 2012; Goodwin et al., 2011). The other research results showed that the emotional labor strategy of surface
acting leads to increases in subsequent tension, while deep acting behavior leads to an increase in job
performance (Hilsheger et al., 2010). Kim and his colleagues (2017) found a positive relationship between deep
acting and job performance and a negative relationship between surface acting and job performance. Regarding
the consequences of emotional labor for service performance, deep acting was associated with showing positive
emotions and self-evaluating business performance, but not surface acting (Totterdell & Holman, 2003). The
other result revealed that surface acting has a negative effect, while deep acting positively affects job satisfaction
(Hur et al. I, 2015). Lee and his colleagues (2015) found that deep acting enhanced job performance among
emotional labor strategies, while surface acting improved work performance. Other research results have shown
that the deep acting of salespeople is positively associated with job performance, the surface acting of the

salespeople is negatively related to job performance (Wang et al. |, 2016).

Based on the current results above, it was found that the negative effect of surface acting on job satisfaction and
the positive effect of genuine emotions on job satisfaction. On the other hand, deep acting is not affected job
satisfaction. Consistent with the current finding, research results show that emotional labor requirements are
positively related to job satisfaction while surface acting is negatively related to job satisfaction. Nonlinear effects
are also observed for surface acting: the first negative relationship of surface acting with job satisfaction is
exacerbated at high levels of surface acting (Bhave & Glomb, 2016). However, the other findings are not
consistent with current study findings. Deep acting was found to relate to job satisfaction; on the other hand,
there is a positive association between deep acting and job satisfaction (Chen et al., 2012, Brotheridge &
Grandey, 2002; Brotheridge & Lee, 2002; Cheung & Tang, 2009, 2010; Cheung et al., 2011). The results showed
that employees' emotional labor strategies of deep acting and surface acting differentially affect employees' job

satisfaction (Hur et al., 2015).

It was found that job satisfaction effect job performance. Analyses using meta-analytic data suggested that the
satisfaction—performance relationship is largely spurious. There is a relationship between job satisfaction and
job performance (Wright et al., 2007). In addition, Fu and Deshpande (2014) found that job satisfaction directly
impacted job performance. Chen and Liu (2012) found that job performance in Taiwan was positively affected
by job participation, internal marketing, and job satisfaction. Igbal et al. (2012) also found that job satisfaction

positively affects job performance in a survey of 251 people from various universities. Hira and Wagas (2012)

955



I.l E TSAR (International Journal of Education Technology and Scientific Researches) Vol: 6, Issue: 15, 2021

found a positive relationship between job satisfaction and job performance in a survey of 335 employees working

at the middle level of the banking sector.

RECOMMENDATIONS

This section presents recommendations based on the research findings under two headings, namely to
practitioners and researchers. Suggestions for practitioners are following:

1. Genuine emotions have a positive effect on job performance and job satisfaction. Increasing the genuine
emotions level of teachers will increase job performance and job satisfaction.

2. Surface acting has a negative effect on job performance and job satisfaction. Decreasing the surface
acting level of teachers will increase job performance and job satisfaction.

3. Job satisfaction effect on job performance. It is suggested to school administrations who want to
increase teachers' job performance that they support job satisfaction.

Suggestions for researchers are following:

1. This study was conducted in public schools within the framework of the limitations of the study. It is
considered that it would be beneficial to research private schools.

2. Results of the study suggest that genuine emotions have a positive impact on job performance and
surface acting has a negative impact on job performance, but job satisfaction does not mediate this impact. Other
mediating variables can be modeled according to the literature.

3. The questionnaire used in this study was quantitative, and the findings will present a starting point for
future qualitative studies. Qualitative studies such as "focus group interview" and "observation" are expected to

contribute to the field.
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OGRETMENLERDE DUYGUSAL EMEGIN iS PERFORMANSI UZERINDEKi
ETKISINDE i$ TATMINININ ARACI ROLU

0z

insanligin, varhgindan bu yana hayatta kalmasinda duygularin dnemli bir yeri vardir. Duygular insan
hayatindaki 6nemine ragmen, ¢alisma hayatinda uzun siire glindeme gelmemistir. Bu calisma,
O0gretmenlerde duygusal emegin is performansi tizerindeki etkisinde is tatmininin aracilik etkisini
incelemeyi amaglamaktadir. Arastirmada nicel arastirma yontemlerinden iligkisel tarama modeli
kullanilmistir. Arastirmaya istanbul Avrupa Yakasi’nda on iki devlet okulunda gérev yapan 345
dgretmen katilmistir. Veri toplama araci olarak ii¢ farkli 6lcek kullaniimistir. Duygusal Emek Olcegi
ylzeysel rol yapma, derinden rol yapma ve dogal duygular olmak tzere l¢ boyuttan olusmaktadir.
is tatmininin dl¢iilmesinde Minnesota is Doyumu Olgeginin 20 maddelik kisa formu kullanilmistir.
is performansi dlcegi ise dért maddeden olusmaktadir. Arastirma verileri hiyerarsik regresyon
analizi ve Sobel Testi kullanilarak test edilmistir. Arastirmanin sonucunda dogal duygularin is
performansi lzerinde olumlu etkisi oldugu; yiizeysel rol yapmanin ise is performansini olumsuz
etkiledigi bulunmustur. Ancak bu etkiler lzerinde is tatmininin araci roli bulunmamaktadir.
Derinden rol yapma ise ig performansini etkilememektedir.

Anahtar kelimeler: is performansi, duygusal emek, is tatmini, &gretmen.
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GiRis

Calisan performansi, insan kaynaklari gelistirmede en ¢ok calisilan konulardan biridir. Performans iyilestirme
cabalar, 1980'lerin sonlarindan beri insan kaynaklari yonetiminin temel bilesenidir (Weinberger, 1998).
1990'larda, insan kaynagini gelistirme alaninda performans paradigmasinin elestirmenleri, performansi “bir
kisinin temel ve i¢sel eylemleri ile kendi kaderini tayin hakkini” kontrol etmek icin bir ara¢ olarak gormustir
(Barrie ve Pace, 1998). 1990'lardan bu yana, bir¢ok arastirmaci performansi, 6znel degerlendirmeyi kullanarak
orgutsel hedeflerle ilgili bir dizi davranis olarak tanimlamistir. Performans sireglerinin incelenmesi, performansi
bilimsel olarak degerlendirmenin ilk adimidir. Arastirmalar, performansin ¢ok boyutlu bir yapiya sahip oldugu

sonucuna varmistir (Borman ve Motowidlo, 1993; Cai ve Lin, 2006).

Her sekt6r igin oldugu kadar egitim sektori igin de yilksek performans onemlidir (Joo ve Park, 2010).
Ogretmenlerin performans degerlendirmeleri sonucunda terfi, 6diil ve ceza, ise alma ve isten ¢ikarmaya iliskin
kararlar alinir. Egitimde performansi degerlendirmenin temel giicli, 6gretmenin yeterlilik ve gelisim alanlarinin
fark edilmesini saglamaktir (Cai ve Lin, 2006). Boylece performans degerlendirme sistemi 6gretmenin gelisimini
saglar. Ogretmen performans arastirmalarinin bir kismi, Gniversite &gretiminin etkililigini de degerlendirir.
Arastirmacilar, 6gretim etkililigi degerlendirmesine de biyik ilgi gdstermis ve 6gretim etkililigi yapisinin ¢cok

boyutlu olmasi gerektigini 6nermislerdir (Marsh ve Dunkin, 1992).

insanligin varligindan bu yana hayatta kalmasinda duygularin énemli bir yeri vardir. Duygular insan hayatinda
olduk¢a 6nemi olmasina ragmen, calisma hayatinda uzun siire giindeme gelmemistir. Calisma hayatini
duygulardan bagimsiz dusinmek zordur. Duygular, yasamin ve yonetimin ayrilmaz bir pargasidir.
Organizasyondaki davranislari anlamak igin duygular énemlidir. Ozellikle insan unsurunun 6n planda oldugu
islerde, duygularin yogunlugu daha fazla hissedilmektedir. Orgiitsel yasamda ¢alisanlardan duygularini kontrol
etmeleri beklenmektedir (Coruk, 2014). Ozellikle egitim kurumlari gibi, insan unsurunun 6n planda oldugu

¢alisma alanlarinda bu beklenti daha da yiiksektir.

is tatmini, bireyin isine karsi 6znel olarak hissettigi olumlu duyguyu tanimlar (Locke, 1976). isyerinde calisanin
ihtiyaclarini, isteklerini veya beklentilerini karsilama derecesini gosterir (Cranny vd., 1992). Spector (1996) is
tatmini en basit haliyle “calisanlarin islerini ve isyerlerini ne 6lclide sevdikleri” olarak tanimlamistir. Yukarida
tartisilan alanyazina dayanarak, bu ¢alismanin amaci duygusal emegin is performansini lizerindeki etkisinde is

tatmininin araci rolini incelemektir.

Duygusal Emek ve is Performansi

Duygusal emek, calisanlarin orgitiin istedigi duygular ifade etmesi olarak tanimlanabilir (Morris ve Feldman,
1997). Duygusal emek, ¢alisanlarin duygularini ne zaman, ne 6lclide, nasil ifade ettiklerini degerlendirdikleri bir
kavramdir. Calisanlarin ¢alisma ortaminda hangi duygulari nasil yansittigina iliskin duygu diizenleme ve yénetim

siregleri de duygusal emek kavrami igerisinde yer almaktadir. Calisanlar duygusal emegi 3 farkli stratejiyi
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kullanarak sergilerler (Lapointe vd., 2012). Ylzeysel rol yapma, calisanin gercekte hissetmedigi duygulari
hissediyormus gibi davranmasi anlamina gelir. Yiizeysel rol yapan c¢alisan olumlu duygulari abartabilir veya
bununla ilgili sézli ve s6zli olmayan sinyalleri ¢evresine olumsuz bir sekilde iletebilir (Ashforth ve Humphrey,
1993; Diefendroff vd., 2005; Grandey, 2000). Yiizeysel rol yapan 6gretmen olumsuz bir duygu yasayinca bu hissi
bastirir ve 6grencilerine guliimser (Cheung vd., 2011; Grandey, 2003). Ylzey rol yapan ¢alisanlar, duygularini

gercekten degistirmeden beklenen duygulari yasiyormus gibi davranirlar.

Ylzeysel rol yapmanin aksine derinden rol yapma, olumsuz duygularin gergek i¢sel degisimini ve gosterilmesi
beklenen duygunun hissedilerek sergilenmesi durumunu igerir (Ashforth ve Humphrey, 1993; Diefendroff vd.,
2005). Her iki strateji de telafi edici duygusal emek stratejileri olarak kabul edilir. Calisanlar, érgitiin gerektirdigi
dogal duygulara sahip olmadiklarinda hissettikleri karsit duygulari hissetmeye ve sergilemeye c¢alisirlar (Ashforth
ve Humphrey, 1993; Diefendroff vd., 2005). Duygusal emegin Uglinci boyutu ise dogal duygulardir. Diefendorff
ve digerleri (2005) derin ve yizeysel rol yapma haricinde deneysel olarak dogal duygulari incelemistir. Bir
O6gretmenin 6grencisinin aile sorunlari nedeniyle ders basarisinin azalmasindan Gziinti duymasi, dogal bir duygu
ornegidir. Dogal duygular duygusal emek stratejisinin ylizeysel rol yapma boyutu ile negatif yonde, derinden rol

yapma boyutu ile pozitif yonde iliskilidir (Diefendorff vd.,2005).

Onceki arastirmalarda, duygusal emek ve is performansi arasinda pozitif bir iliski oldugunu bulunmustur (Chen
vd., 2012). Yizey rol yapma ile is performansi pozitif iliskiye sahipken; derinden rol yapma ile is performansi
arasinda bir iligkili bulunamamistir (Goodwin vd., 2011). Arastirma sonuglari, ylizeysel rol yapmanin daha sonraki
donemlerde galisan lizerinde gerginlige neden oldugunu, derinden rol yapmanin ise is performansinda artisa yol
actigini ortaya koymustur (Hilsheger vd., 2010). Duygusal emegin hizmet performansi (izerindeki etkisine iliskin
olarak, derinden rol yapma hem olumlu duygularin sergilenmesi hem de 6z performans degerlendirme sonuglari
ile iliskili bulunmustur. Ancak yuzeysel rol yapma hem olumlu duygularin sergilenmesi hem de 6z performans
degerlendirme sonuclari ile iliskili degildir (Totterdell ve Holman, 2003). Kim ve digerleri (2017), derinden rol
yapma ile is performansi arasinda pozitif bir iliski, ylzeysel rol yapma ile is performansi arasindaki negatif iliski
oldugunu bulmuslardir. Diger bir arastirma sonucu ise, ylizeysel rol yapmanin is tatmini izerinde olumsuz;
derinden rol yapmanin ise is tatmini tizerinde olumlu bir etkiye sahip oldugunu ortaya koymustur (Hur vd., 2015).
Lee ve digerleri (2015), derinden rol yapmanin is performansini artirdigini, yiizeysel rol yapmanin ise ¢alisma yeri
performansini artirdigini bulmuslardir. Satis elemanlarinin derinden rol yapma davranisi ile is performansi pozitif
yonde iliskili iken, ylzeysel rol yapma davranislari ile is performanslari negatif yonde iliskili bulunmustur (Wang

vd., 2016).

Yukarida verilen alanyazin dogrultusunda;

Hipotez 1a: Yiizeysel rol yapma is performansini negatif yonde etkiler.
Hipotez 1b: Derinden rol yapma is performansini pozitif yonde etkiler.

Hipotez 1c: Dogal duygular is performansini pozitif yénde etkiler.
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Duygusal Emek ve is Tatmini

is ile baglantili 6geler, bireyin ise iliskin giktilarini etkiler. En énemli 6gelerden biri olan is tatmini, calisanlarin
islerinden genel memnuniyet diizeyini tanimlamaktadir. Locke (1976) is tatminini calisanlarin is, is deneyimleri
ve meslektaslarina karsi olumlu duygusal tutumlari olarak tanimlamistir. is tatmini, ¢alisanin isyerindeki tutum ve
davraniglarini sekillendiren en 6nemli faktérdir. Calisan, ise iliskin nesnel ozellikleri 6znel olarak algilar ve
yorumlar. Calisanin kisisel 6zellikleri algilarini, yorumlarini ve duygusal tepkilerini etkiler. Bu nedenle is tatmini,
calisanlarin is ve gevresel faktorlere karsi psikolojik ve fizyolojik olarak deneyimledikleri ¢alisma durumlarina
dznel tepkilerini ifade etmektedir (Morse, 1953; Lu vd., 2013). is tatmini teorik ve ampirik olarak arastirmacilarin
en ¢ok calistig konular arasindadir (Grandey, 2000, 2003; Schaubroeck ve Jones, 2000; Diefendorff ve Richard,
2003).

Onceki arastirmalar i tatmininin yiizeysel rol yapma ile negatif, derinden rol yapma ile pozitif bir iliski igerisinde
oldugunu gostermistir (Chen vd., 2012, Brotheridge ve Grandey, 2002; Brotheridge ve Lee, 2002; Cheung ve Tang,
2009, Cheung ve Tang, 2010; Cheung vd., 2011). Sonuglar, galisanin derinden rol yapma ve ylzeysel rol yapma
gibi duygusal emek stratejilerinin is memnuniyetini farkli sekilde etkiledigini géstermistir (Hur vd., 2015).
Duygusal emek toplam puani ile is doyumu arasinda pozitif iliski bulunmaktadir (Park ve Han, 2013). Arastirma
sonuglari, duygusal emek gereksinimlerinin is tatmini ile pozitif yonde iliskili oldugunu, yizeysel rol yapmanin ise
is tatmini ile negatif yonde iliskili oldugunu gostermektedir. Yizeysel rol yapmanin is tatmini ile iliskisinde
dogrusal olmayan etkiler de gbzlemlenir. Yizeysel rol yapmaile is tatmini arasindaki negatif iliski, yliksek yilizeysel

rol yapma seviyesinde daha da siddetlenir (Bhave ve Glomb, 2016).

Yukarida verilen alanyazin dogrultusunda;

Hipotez 2a: Yizeysel rol yapma is tatminini negatif yonde etkiler.
Hipotez 2b: Derinden rol yapma is tatminini pozitif yonde etkiler.

Hipotez 2c: Dogal duygular is tatminini pozitif yonde etkiler.
is Tatmini ve is Performansi

Arastirmalar 6rgutsel baglilik gibi ise yonelik tutumlar ile duygusal emek gibi davranislar arasinda anlamli ve giigli
iliskiler oldugunu géstermektedir (Lavelle vd., 2007). Edwards ve Bell (2008) genel is tatmini ve gorev performansi
arasinda istatistiksel olarak anlamli pozitif bir iliski bulmustur. Springer (2011), yoneticilerin is tatmini ve is
motivasyonunu artirmak igin yonetim stratejileri uygulayarak galisanlarin is performansini iyilestirebileceklerini
belirtmistir. Chen ve Liu (2012), is performansinin ise katilim ve is tatmininden olumlu yonde etkilendigini
bulmuslardir. Hira ve Waqas (2012) is tatmini ile is performansi arasinda pozitif bir iliski bulmustur. Igbal ve
digerleri (2012) is tatmininin is performansi {izerinde pozitif bir etkisi oldugunu bulmustur. Onceki arastirmalar,
is performansinin is memnuniyetinden énemli 6l¢lide etkilendigini gdstermistir. Bir bilisim teknolojisi sirketinin

yoneticileriyle yapilan arastirmanin sonuglari, is tatmininin is performansinin yordayicisi oldugunu
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gdstermektedir (Ziegler vd., 2012). is tatmini ile is performansi arasinda iligki vardir (Wright vd., 2007). Ayrica Fu
ve Deshpande (2014), is tatmininin is performansi izerinde 6nemli dogrudan etkisi oldugunu bulmuslardir. Pek
¢ok arastirmanin aksine, is tatmini ve is performansi arasinda iliskisi olmadigini belirten meta analiz galismalari
da bulunmaktadir. Bu arastirmalar, is tatmini-is performansi iliskisinin genel kisilik 6zellikleri, is kontrol odagi,
benlik saygisi gibi degiskenler kontrol edildikten sonra neredeyse tamamen ortadan kalktigini gostermektedir

(Bowling, 2007).
Yukarida verilen alanyazin dogrultusunda;
Hipotez 3: Is tatmini, is performansini pozitif ydnde etkiler.

Sekil 1, bu ¢alismanin kavramsal modelini gostermektedir.

=]
SN

Sekil 1. Arastirma Modeli

H1

/

Hipotez 4a: Yizeysel rol yapmanin is performansi Gizerindeki negatif etkisinde is tatmini araci rol oynar.
Hipotez 4b: Derinden rol yapmanin is performansi Gizerindeki pozitif etkisinde is tatmini araci rol oynar.

Hipotez 4c: Dogal duygularin is performansi tzerindeki pozitif etkisinde is tatmini araci rol oynar.

Ozetle, bu calismadaki kavramsal gerceve duygusal emegin is performansi izerindeki etkisinde is tatmininin

aracilik rolu ile sekillenmektedir.

YONTEM

Arastirma Modeli
Arastirmada nicel arastirma modellerinden olan iliskisel tarama modeli kullanilmistir. iliskisel tarama modeli, iki
veya daha fazla degiskenin iliskinin derecesini, bir degiskenin digerini yordayip yordamadigini belirlemek igin

kullanilan nicel bir arastirma modelidir (Creswell, 2017).
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Evren ve Orneklem

Arastirma evrenini 2019-2020 Egitim ve Ogretim Yilinda istanbul ili Avrupa yakasinda gérev yapan 101.116
dgretmen olusturmustur (Milli Egitim Bakanhgn istanbul Egitim istatistikleri Agiklandi, 2019). Arastirmanin
orneklemi tabakali amagsal 6rnekleme yolu ile segilen 345 6gretmenden olusmaktadir. Tabakali amagsal
ornekleme yontemi belli alt gruplarin 6zelliklerini gdstermek, betimlemek ve bunlar arasinda karsilagstirmalara
olanak tanimak amaci ile tercih edilmistir (BlylUkoztirk vd., 2017). Tablo 1'de gosterildigi gibi, katihmcilarin %
64,9'u kadin; % 54,3’G 25-34 yas araliginda; % 57,9'u brans 6gretmeni; % 88,7'si lisans derecesine sahiptir.
Katihmcilarin % 31,0" ilkokulda galismaktadir (Tablo 1).

Tablo 1. Katilimcilarin Demografik Verileri

Temel alinan 6zellikler Grup %
Cinsiyet Kadin 64,9
Erkek 35,1
Yas 25 yag ve alti 4,7
25-34 yas arasi 54,3
35-44 yas arasi 31,9
45-54 yas aras| 7,6
55 yas ve Uzeri 1,6
Kidem 1-5 yil arasi 28,3
6-10 yil arasi 36,7
11-15 yil arasi 16,6
16-20 yil arasi 10,8
20-25 yil arasi 3,6
26 yil ve Uzeri 3,9
Egitim Diizeyi Lisans 88,7
Yiksek lisans ve Doktora 11,3
Meslek Okuléncesi Ogretmeni 11,3
Sinif Ogretmeni 24,6
Brans Ogretmeni 57,9
Okul Yoneticisi 6,2
Okul TurG Anaokulu 8,2
ilkokul 31,0
Ortaokul 26,6
Anadolu Lisesi 19,3
Meslek Lisesi 14,9
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Veri Toplama Araglari

Veri toplamak igin g farkli 6lgek kullanilmistir. Duygusal Emek Olgegi, Diefendorff ve arkadaslari (2005)
tarafindan gelistirilmis ve Ogretmen ornekleminde Basim ve Begenirbas (2012) tarafindan Tirkgeye
uyarlanmistir. Olgegin yiizeysel rol yapma, derinden rol yapma ve dogal duygular olmak iizere ii¢c boyutu vardir.
Katiimcilar besli Likert élceginde (1 = Higbir Zaman, 5 = Her Zaman) maddeleri degerlendirmislerdir. Olcekte 6
madde ylizeysel rol yapma, 4 madde derinden rol yapma, 3 madde ise dogal duygular boyutlarini 6lgmektedir.
Olgegin i¢ tutarliigi .80 olarak hesaplanmistir (Basim ve Begenirbas, 2012). Bu calismada i¢ tutarhlik katsayisi
yuzeysel rol yapma igin .85, derinden rol yapma igin .86, dogal duygular icin .76, tiim 6lgegin i¢ tutarlilik katsayisi

ise .77 olarak bulunmustur.

Minnesota is Tatmini Olcegi’ nin kisa formu Weiss ve digerleri (1967) tarafindan gelistirilmistir. Olgegin uzun
formunda yer alan i¢ ve dis tutum faktérlerine iliskin maddeler 20 maddelik bir élgekte birlestirilmistir (Ozday,
1991). Olgegin iki alt boyutu, “i¢ is tatmini” ve “dis is tatmini”. i¢ ve dis is tatmini alt boyutlarinin her biri 8
maddeden olusmaktadir. Olgek besli Likert tipinde olup, her bir maddeye verilen cevaplar 1 ile 5 arasinda
puanlanmakta; "tatmin edici degil" den "¢ok tatmin edici" se¢enegine dogru derecelendirilmektedir. Yurtici ve
yurtdisinda birgok calismada kullanilan Minnesota is Doyumu Olgegi' nin i¢ tutarhlik icin Cronbach Alpha katsayisi

bu calismada .90 olarak bulunmustur.

Son olarak, Kirkman ve Rosen (1999) tarafindan gelistirilen ve Ozkan (2017) tarafindan Tirkceye Uyarlanan is
Performansi Olgegi dért maddeden olusmaktadir. Olgek maddeleri 1 (higbir zaman) ile 5 (her zaman) arasinda

degisen sekilde puanlanmaktadir. Mevcut ¢alismada 6lgegin gilivenirligi .80 olarak bulunmustur.

Arastirmada kullanilan 6lgegin esit aralikli oldugu varsayimindan hareket edilerek, aritmetik ortalamalar igin puan
arahgi katsayisi 0.80 olarak bulunmustur. Puan Araligi= (En Yiksek Deger-En Dusik Deger)/5= 4/5 =0.80. Buna
gore aritmetik ortalamalarin degerlendirme araligi sdyledir: 1.00-1.80 arasi “gok disiik”, 1.81-2.60 arasi “dlsuk”,

2.61-3.40 arasi “orta”, 3.41-4.20 arasi “yliksek”, 4.21-5.00 “cok yiksek”.

Veri Toplama Siireci

Arastirmaya katilan tim katilimcilar, Milli Egitim Bakanligina bagl okullarda tam zamanli ¢alisan 6gretmenlerdir.
istanbul ilinin en biiyik ilcelerinden biri olan Bagcilar'da bulunan 12 okula arastirmaya katilimlari icin davet
mektubu gonderilmistir. Her okul tiridnden iki okul (anaokulu, ilkokul ortaokul, Anadolu lisesi, meslek lisesi)
olmak lzere davet edilen tiim okullar ¢alismaya katilmayi kabul etmistir. Anketler arastirmaci tarafindan 2019

yih Ekim ayinda yliz ylize uygulanmis, verilerin gizliligine 6nem verilmistir.
Verilerin Analizi

Analiz 6ncesinde Olgeklerin betimsel, ¢arpikhk, basiklik ve Cronbach Alpha giivenirlik degerleri hesaplanmistir.

Tablo 2 incelendiginde verilerin normal dagilim (carpikhk ve basiklik) gosterdigi ve glvenilir oldugu
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gorulmektedir. Veriler parametrik testler kullanilarak analiz edilmistir. Duygusal emegin is performansi lizerindeki
etkisinde is tatmininin aracilik roli regresyon analizi ve Sobel Testi araciligiyla incelenmistir. Baron ve Kenny
(1986) tarafindan onerilen test siireci kullanilmistir. Oncelikle yordayici ve araci degiskenlerin bagimli degisken
Uzerindeki etkisi kontrol edilmistir. Aiken vd. (1991) ve Fraizer vd. (2004) regresyon analizine gegmeden 6nce

yordayicilarin ve etkilesim terimlerinin tiim ana etkilerini ortaya koymak gerektigini belirtir.

BULGULAR

Olgeklerin tanimlayici, garpiklik, basiklik ve Cronbach Alpha giivenirlik degerleri Tablo 2'de gdsterilmektedir.
Tablo 2 incelendiginde verilerin normal dagihm (carpiklik ve basiklik) gosterdigi ve dlgeklerin glivenilir oldugu
gorilmektedir. En yiksek ortalama 4,27 ile dogal duygulara, ikinci en yilksek ortalama ise 4,20 ile is
performansina aittir. Bu ortalama degerleri 3,79 ile is tatmini ve 2,95 ile derinden rol yapma izlemektedir. En

disik ortalama ise 1.98 ile ylizeysel rol yapmadir.

Tablo 2. Olcek Ortalama Degerleri, Standart Sapmalari, Carpikligl, Basikhigi ve Giivenilirlik Katsayilari

Degisken n X SD Skewness Kurtosis Cronbach
Alpha a

Duygusal emek 345 2,79 7,41 .806 -.209 .77
Yizeysel rol yapma 345 1,98 4,80 .902 -.306 .85
Derinden rol yapma 345 2,95 4,48 .305 -715 .86
Dogal duygular 345 4,27 2,03 .506 -416 .76

is tatmini 345 3,79 11,29 .333 -.125 .90

is performansi 345 4,20 2.20 .248 -.249 .80

Hipotez 1a, 2a ve 3a icin, Hipotez 1 ile ayni yordayici ve bagimli degiskenler kullanilarak dogrusal regresyon analizi
yapilmistir. Sonuglar (3 adim icin de Tablo 3’e bakiniz), yuzey rol yapma ile is performansi arasindaki iliskinin
anlamli ve negatif oldugunu gostermektedir (B = -.209, p <.05). Dolayislyla, Hipotez 1a desteklenmistir. Hipotez

4a, Baron ve Kenny (1986) tarafindan dnerilen test sureci kullanilarak incelenmistir:

(a) Yuzey rol yapma (yordayici degisken), is performansi (bagimli degisken) ile iliskili olmalidir.

(b) Ylizey rol yapma (yordayici degisken), is tatmini (araci degisken) ile iliskili olmahdir.

(c) is tatmini (araci degisken), is performansiyla (bagimh degisken) iliskili olmalidir.

(d) Araci degisken kontrol edildiginde ylizeysel rol yapma (yordayici degisken) ve is performansi (bagimh
degisken) arasindaki etki azalmalidir. Regresyon modeline is tatmini girildiginde (Tablo 4'e bakiniz), is performansi
icin beta katsayisinin istatistiksel olarak hala anlamli oldugu ve B degerinin -.187'den (p <.05), -.175’e dlstugu
gorilmektedir (p <.05). Ek olarak, Sobel'in aracilik etkisi igin test edilmis ve z degerinin anlamh olmadigini
bulunmustur. Sonug olarak ylizeysel rol yapmanin is performansini negatif yénde anlamli etkiledigi ancak bu

etkiye is tatmininin aracilik etmedigi bulunmustur. Hipotez 4a desteklenmemistir (Tablo 4).
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Tablo 3. Dogrusal Regresyon Analizi: Yiizeysel Rol Yapma ve Is Performansi

Hipotez 1a
Yordayici Degisken Bagimli Degisken B R2 t Sig.
Ylzeysel rol yapma is performansi -.209 .044 -3.203 .002%**
Hipotez 2a
Yordayici Degisken Araci Degisken B R? t Sig.
Ylzeysel rol yapma is tatmini -.160 .026 -2,243 .002%*
Hipotez 3a
Araci Degisken Bagimli Degisken B R? t Sig.
is tatmini is performansi .220 .048 -3,601 .002%**
**p <.01
Tablo 4. Aracilik Analizi: is Tatmini
Hipotez 4a
Yordayici Degisken  Bagiml Degisken B R?2 t Sig. Sobel (z)/Sig.
Araci Degisken
Yizeysel rol yapma is performansi -.187 -2.677 .009 -1.8415737 /0.065
.076
is tatmini .175 2,476 .014

Hipotez 1b, 2b ve 3b icin, Hipotez 4b ile ayni yordayici ve bagimli degiskenler kullanilarak dogrusal regresyon
analizi yapilmistir. Sonuglar, derinden rol yapma ile is performansi arasinda anlamli bir iliskinin olmadigini

gostermistir. Dolayisiyla, Hipotez 1b desteklenmemis ve Hipotez 4b incelenmemistir.

Hipotez 1cile ayni yordayici ve bagimli degiskenler kullanilarak Hipotez 1c, 2c ve 3cicin dogrusal regresyon analizi
yapilmistir. Sonuglar (3 adim igin de Tablo 5’e bakiniz), dogal duygular ve is performansi arasindaki iliskinin
anlamli ve pozitif oldugunu goéstermektedir (B =.137, p <.05). Bu nedenle Hipotez 1c desteklenmistir. Hipotez 4c,

Baron ve Kenny (1986) tarafindan énerilen sireg kullanilarak incelenmistir:

(a) Dogal duygular (yordayici degisken), is performansi (bagimh degisken) ile iliskili olmaldir.

(b) Dogal duygular (yordayici degisken), is tatmini (araci degisken) ile iliskili olmahdir.

(c) is tatmini (araci degisken), is performansiyla (bagimh degisken) iliskili olmalidir.

(d) Araci degisken kontrol edildiginde dogal duygular (yordayici degisken) ve is performansi (bagiml degisken)
arasindaki etki azalmalidir. Regresyon modeline is tatmini dahil edildiginde (Tablo 5'e bakiniz), is performansiigin
beta katsayisinin istatistiksel olarak anlamli olmadigi goriilmektedir. Sonug¢ olarak dogal duygularin is
performansini pozitif yonde anlamli etkiledigi (p> .05), ancak bu etkiye is tatmininin aracilik etmedigi

bulunmustur. Hipotez 4c desteklenmemistir (Tablo 6).
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Tablo 5. Dogrusal Regresyon Analizi: Dogal Duygular ve is Performansi

Hipotez 1c
Yordayici Degisken Bagimli Degisken B R? t Sig.
Dogal duygular is performansi 137 .019 2.143 .033*
Hipotez 2¢
Yordayici Degisken Araci Degisken B R2 t Sig.
Dogal duygular is tatmini 251 .063 -3,670 .000%**
Hipotez 3¢
Araci Degisken Bagimli Degisken B R2 t Sig.
is tatmini is performansi .220 .048 -3,601 .002%*
*p<.05, ** p<.01
Tablo 6. Aracilik Analizi: Is Tatmini
Hipotez 4c
Yordayici Degisken  Bagimli Degisken B R? t Sig.
Araci Degisken
Dogal duygular is performansi .066 0,927 .355
.053
is tatmini .205 2,873 .005
TARTISMA ve SONUC

Bu bolimde, arastirma bulgulari 6nceki arastirma bulgulari dikkate alinarak tartisilmistir. Bu arastirmada
dgretmenlerin is performansi ve is tatmini diizeyleri yiiksek olarak bulunmustur. Ogretmenlerin kendi
belirledikleri is performans dlzeylerini gosteren bu arastirmanin sonuglari Tére (2018) ve Hutubarat’in (2015)
Ogretmen is performansini yiiksek bulan bulgulari ile tutarliik gostermektedir. Demirtas (2010) ise ilkokul
dgretmenlerinin is tatmini dizeylerinin yiiksek oldugunu bulmustur. Ote yandan, Zembylas ve Papanastasiou
(2004) Kibris'taki 6gretmenlerin is doyumunun distik oldugunu bulmuslardir. Pek ¢ok arastirmaci 6gretim
etkililigi degerlendirmesine biyik ilgi gbstermis ve 6gretim etkililigi yapisinin ¢ok boyutlu olmasi gerektigini

onermislerdir (Cai ve Lin, 2006; Marsh ve Dunkin, 1992).

Arastirma sonucunda duygusal emek puanlarinin alt boyutlara gére farklilik gosterdigi bulunmustur. En yiksek
ortalama puanlar “dogal duygular” (4.20-5.00 arasinda “gok yuksek”) alt boyutu altinda, en dlsiik ortalama
puanlar ise “ylzeysel rol yapma” alt boyutunda (2.01-2.61 arasinda “¢ok diisik”) toplanmistir. Ayrica “derinden
rol yapma” alt boyutu orta diizeyde puanlanmistir (2,61-3,40 arasinda “orta”). Akin ve digerleri (2014) begsli Likert
Olceginde 6gretmenlerin duygusal emek diizeylerini derinden rol yapma icin 4,47, ylizeysel rol yapma igin 3,99
ve dogal duygular i¢in 4,53 oldugunu bulmuslardir. Her iki arastirmada da yalnizca dogal duygular en yiiksek
puana sahipken; bu arastirmada “ylizeysel rol yapma” ve “derinden rol yapma” alt boyutlarinin daha dustk
puanlandigi gorilmektedir. Coruk’un (2014) da, katiimcilarin diger duygusal emek stratejilerine gére daha fazla

dogal duygulari sergilediklerini ve kismen yiizeysel rol yapma davraniglarini sergilediklerini bulmustur.

Bu arastirmada yilizey rol yapmanin is performansini olumsuz, dogal duygularin ise is performansi olumlu
etkiledigi bulunmustur. Derinden rol yapma ise is performansini etkilememektedir. Alan yazinda bu bulguyu

destekleyen ve desteklemeyen arastirma sonuglari bulunmaktadir. Arastirmacilar, yizeysel rol yapmanin is
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performansi ile pozitif ydonde anlamli bir iliskisi oldugunu; derinden rol yapmanin ise is performansiyla anlamli bir
iliskisinin olmadigini bulmuslardir (Chen vd., 2012; Goodwin vd. 2011). Hillsheger ve digerlerinin (2010) bulgulari,
ylzeysel rol yapmanin galisanin gerginlik hissetmesine yol agarken, derinden rol yapmanin is performansinda
artisa yol actigini gostermistir. Kim ve digerleri (2017), derinden rol yapma ile is performansi arasinda pozitif,

yuzeysel rol yapma ile is performansi arasindaki negatif iliski oldugunu bulmuslardir.

Duygusal emegin hizmet performansi lzerindeki etkisini inceleyen arastirmacilar, derinden rol yapma ile is
performansi arasinda pozitif anlamli bir iliski bulurken; ylzeysel rol yapma ile is performansi arasinda bir iliski
olmadigini bulmuslardir (Totterdell ve Holman, 2003). Ylzeysel rol yapma is tatmini tizerinde olumsuz bir etkiye
sahipken, derinden rol yapma is tatmini izerinde olumlu bir etkiye sahiptir (Hur vd., 2015). Lee ve arkadaslari
(2015), duygusal emek stratejileri arasinda derinden rol yapmanin is performansini artirdigini, ylizey rol yapmanin
ise is yeri performansini artirdigini bulmuslardir. Wang ve digerleri (2016), satis gorevlilerinin derinden rol yapma
davranisiile is performansi arasinda pozitif yonde iliskili oldugunu, ylizeysel rol yapma davranisi ile is performansi

arasinda negatif yonde iliskili oldugunu bulmuslardir.

Bu arastirmada yizeysel rol yapmanin is tatmini Uzerinde negatif, dogal duygularin ise is tatmini tGzerindeki
pozitif etkisi oldugu bulunmustur. Derinde rol yapmanin ise is tatmini tGzerinde anlaml bir etkisinin olmadigi
bulunmustur. Mevcut bulgularla tutarli olarak, 6énceki arastirma sonuglari duygusal emek gereksinimlerinin is
tatmini ile pozitif yonde iliskili oldugunu, ylizeysel davranmanin ise is tatmini ile olumsuz yonde iliskili oldugunu
gostermektedir. Ylzey rol yapma icin dogrusal olmayan etkiler de goézlemlenir. Yiizeysel rol yapma ile is tatmini
arasindaki baslangicta diisiik olan negatif iliski, yliksek ylizeysel rol yapma durumunda daha da siddetlenir (Bhave
ve Glomb, 2016). Alan yazinda mevcut arastirma bulgular ile tutarli olmayan sonuglar da bulunmaktadir.
Arastirmacilar derinden rol yapma ile is tatmini arasinda pozitif yonde anlamli bir iliski oldugunu bulunmuslardir
(Chen vd., 2012, Brotheridge ve Grandey, 2002; Brotheridge ve Lee, 2002; Cheung ve Tang, 2009 , 2010; Cheung
vd., 2011). Arastirma sonuglari, ¢alisanin derinden rol yapma ve ylizeysel rol yapma gibi duygusal emek

stratejilerinin, calisanin is tatminini farkli sekilde etkiledigini gostermektedir (Hur vd., 2015).

Bu arastirmada is tatmininin is performansi lizerinde pozitif yonde anlamh etkisi oldugu bulunmustur. Tatmin-
performans iliskisinin buyik 6lciide sahte oldugunu gosteren meta analitik veriler oldugu gibi; is tatmini ile is
performansi arasinda pozitif yonde anlamli iliski oldugunu gosteren veriler de mevcuttur (Wright vd., 2007). Fu
ve Deshpande (2014), is tatmininin is performansi lizerinde dogrudan pozitif etkisi oldugunu bulmuslardir. Chen
ve Liu (2012), Tayvan'dakiis performansinin ise katihmdan, i¢ pazarlamadan ve is memnuniyetinden pozitif yonde
etkilendigini bulmuslardir. Igbal ve arkadaslari (2012) cesitli Gniversitelerden 251 kisiyle yaptiklari ankette is
tatmininin is performansi lizerinde pozitif bir etkisi oldugunu bulmuslardir. Hira ve Waqas (2012), bankacilk
sektoriiniin orta kademesinde ¢alisan 335 calisanin katildigi bir ankette is tatmini ile is performansi arasinda

pozitif bir iliski bulmustur.
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ONERILER

Arastirma bulgularina dayali olarak uygulayicilar ve arastirmacilara éneriler agsagida sunulmaktadir. Uygulayicilar

icin 6neriler sunlardir:

1. Dogal duygularin is performansi ve is tatmini tzerinde olumlu etkisi vardir. Ogretmenlerin dogal duygu
diizeylerini artirmak, is performansini ve is doyumunu artiracaktir.

2. Yiizeysel rol yapma is performansi ve is tatmini (izerinde olumsuz etkiye sahiptir. Ogretmenlerin yiizeysel rol
yapma diizeyinin distrilmesi is performansini ve is tatminini artiracaktir.

3. Is tatmini is performansini etkilemektedir. Ogretmenlerin is performansini artirmak isteyen okul idarelerine

O0gretmenlerin is tatminini desteklemeleri 6nerilmektedir.
Arastirmacilar igin 6neriler sunlardir:

1. Bu calisma, arastirmanin sinirhliklari cercevesinde devlet okullarinda yapilmistir. Arastirmanin 6zel okullarda
yapilmasinin faydali olacagi diistintilmektedir.

2. Calismanin sonuglari, dogal duygularin is performansi tizerinde olumlu, ylizeysel rol yapmanin is performansi
Gzerinde olumsuz bir etkisi oldugunu ancak is tatminin bu etkiye araci olmadigini géstermektedir. Diger araci
degiskenler alanyazina gére modellenerek test edilebilir.

3. Bu galismada kullanilan anket nicel niteliktedir ve arastirmanin bulgular gelecekteki nitel ¢alismalar igin bir
baslangic noktasi olabilir. “Odak grup goériismesi” ve “gbzlem” gibi nitel aragtirmalarin da alana katki saglayacagi

duslintilmektedir.

Etik Metni

“Bu makalede dergi yazim kurallarina, yayin ilkelerine, arastirma ve yayin etigi kurallarina, dergi etik kurallarina

uyulmustur. Makale ile ilgili dogabilecek her tiirli ihlallerde sorumluluk yazara aittir.”

Yazar Katki Orani Beyani: Yazarin bu makaleye katki orani %100’d{ir.

KAYNAKCA

Aiken, L. S., West, S. G., & Reno, R. R. (1991). Multiple regression: Testing and interpreting interactions. Sage.

Akin, U., Aydin, i., Erdogan, C., & Demirkasimoglu, N. (2014). Emotional labor and burnout among Turkish primary
school teachers. The Australian Educational Researcher, 41(2), 155-169.

Ashfort, B. E. & Humphrey, R. H. (1993). Emotional labor in service roles: the influence of identity. Academy of
Management Review, 18(1), 88—115.

Baron, R. M. & Kenny, D. A. (1986). The moderator-mediator variable distinction in social psychological research:
conceptual, strategic, and empowerment and work outcomes 415 statistical considerations. Journal of

Personality and Social Psychology, 51, 1173-1182.

972



I.l E TSAR (International Journal of Education Technology and Scientific Researches) Vol: 6, Issue: 15, 2021

Barrie, J. & Pace, R. W. (1998) Learning for organizational effectiveness: philosophy of education and human
resource development. Human Resource Development Quarterly, 9 (1), 39-54

Basim, H. N., & Begenirbas, M. (2012). Calisma yasaminda duygusal emek: bir 6lcek uyarlama ¢alismasi. Yénetim
ve Ekonomi: Celal Bayar Universitesi iktisadi ve idari Bilimler Fakiiltesi Dergisi, 19(1), 77-90.

Bhave, D. P., & Glomb, T. M. (2016). The Role of occupational emotional labor requirements on the surface
acting—job satisfaction relationship. Journal of Management, 42(3), 722-741.

Borman W. C. & Motowidlo S. J. (1993) Expanding the criterion domain to include elements of contextual
performance. In: Personnel selection in organizations. Schmitt N. and Borman W. C. (Eds.), Jossey-Bass,
71-98.

Brotheridge, C. M., & Grandey, A. A. (2002). Emotional Labor and Burnout: Comparing Two Perspective of
“People Work.” Journal of Vocational Behavior, 60, 17-39

Brotheridge, C. M., & Lee, R. T. (2002). Testing a conservation of resources model of the dynamics of emotional
labor. Journal of Occupational Health Psychology, 7, 57—67.

Bowling, N. A. (2007). Is the job satisfaction—job performance relationship spurious? A meta-analytic
examination. Journal of Vocational Behavior, 71(2), 167-185.

Biyikoéztirk, S., Cakmak, E. K., Akgiin, O. E., Karadeniz, S., & Demirel, F. (2017). Bilimsel arastirma ydntemleri.
Pegem Atif indeksi, 1-360.

Cai, Y. & Lin, C. (2006) Theory and practice on teacher performance evaluation. Frontiers of Education in China,
1(1),29-39.

Chen, S., & Liu, P. (2012). Effects of internal marketing, organizational commitment, job involvement and job
satisfaction on work performance: a study of the elderly care institutions in Taiwan. Marketing Review,
9(3), 277.

Chen, Z., Sun, H., Lam, W., Hu, Q., Huo, Y., & Zhong, J. A. (2012). Chinese hotel employees in the smiling masks:
roles of job satisfaction, burnout, and supervisory support in relationships between emotional labor and
performance. The International Journal of Human Resource Management, 23(4), 826-845.

Cheung, F., & Tang, C. (2009). Quality of work life as a mediator between emotional labor and work family
interference. Journal of Business Psychology, 24, 245-255.

Cheung, F., & Tang, C. (2010). Effects of age, gender, and emotional labor strategies on job outcomes: moderated
mediation analyses. Applied Psychology: Health and Well-being, 2, 323—-339.

Cheung, F., Tang, C. S. K., & Tang, S. (2011). Psychological capital as a moderator between emotional labor,
burnout, and job satisfaction among schoolteachers in China. International Journal of Stress
Management, 18(4), 348.

Cranny, C.J., Smith, P.C. & Stone, E.F., 1992. Job satisfaction: how people feel about their jobs and how it affects
their performance. Lexington.

Creswell, J. W. (2017). Egitim arastirmalari: nicel ve nitel arastirmanin planlanmasi, yiiritilmesi ve

degerlendirilmesi. Cev. Halil Eksi. istanbul: Edam.

973



I.l E TSAR (International Journal of Education Technology and Scientific Researches) Vol: 6, Issue: 15, 2021

Goruk, A. (2014). Yiksekogretim kurumlarinda gorev yapan idari personelin duygusal emek davranislari. Ondokuz
Mayis Universitesi EGitim Fakiiltesi Dergisi, 33(1), 79-93.

Demirtas, Z. (2010). Teachers’ job satisfaction levels. Procedia-Social and Behavioral Sciences, 9, 1069-1073.

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

Diefendorff, J. M., & Richard, E. M. (2003). Antecedents and consequences of emotional display rule perceptions.
Journal of Applied Psychology, 88, 284-294.

Edwards, B. D., & Bell, S. T. (2008). Relationships between facets of job satisfaction and task and contextual
performance. Applied Psychology: An International Review, 57(3), 441

Frazier, P. A, Tix, A. P., & Barron, K. E. (2004). Testing moderator and mediator effects in counseling psychology
research. Journal of counseling psychology, 51(1), 115.

Fu, W., & Deshpande, S. P. (2014). The impact of caring climate, job satisfaction, and organizational commitment
on job performance of employees in a china’s insurance company. Journal of Business Ethics, 124(2), 339-
349.

Goodwin, R. E., Groth, M., & Frenkel, S. J. (2011). Relationships between emotional labor, job performance, and
turnover. Journal of Vocational Behavior, 79(2), 538-548.

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

Grandey, A. A. (2003). When ‘the show must go on': surface and deep acting as determinants of emotional
exhaustion and peer-rated service delivery. Academy of Management Journal, 46, 86—96.

Hira, A., & Waqas, I. (2012). A Study of job satisfaction and IT's impact on the performance in the banking industry
of Pakistan. International Journal of Business and Social Science, 5(19), 174-180.

Hur, W. M., Han, S. J,, Yoo, J. J., & Moon, T. W. (2015). The moderating role of perceived organizational support
on the relationship between emotional labor and job-related outcomes. Management Decision, 53 (3),
605-624.

Hur, W. M., Moon, T. W., & Jung, Y. S. (2015). Customer response to employee emotional labor: the structural
relationship between emotional labor, job satisfaction, and customer satisfaction. Journal of Services
Marketing, 29 (1), 71-80.

Hutabarat, W. (2015) Investigation of teacher job-performance model: organizational culture, work motivation
and job-satisfaction. Asian Social Science, 11 (18), 295.

Hilsheger, U. R., Lang, J. W., & Maier, G. W. (2010). Emotional labor, strain, and performance: testing reciprocal
relationships in a longitudinal panel study. Journal of Occupational Health Psychology, 15(4), 505.

Igbal, M. T,, Latif, W., & Naseer, W. (2012). The Impact of person job fit on job satisfaction and its subsequent
impact on employees performance. Mediterranean Journal of Social Sciences, 3(2), 523-530.

Joo, B. K. & Park, S. (2010) Career satisfaction, organizational commitment, and turnover intention: the effects
of goal orientation, organizational learning culture and developmental feedback. Leadership &

Organization Development Journal, 31, 482-500.

974



I.l E TSAR (International Journal of Education Technology and Scientific Researches) Vol: 6, Issue: 15, 2021

Kim, H. J., Hur, W. M., Moon, T. W., & Jun, J. K. (2017). Is all support equal? The moderating effects of supervisor,
coworker, and organizational support on the link between emotional labor and job performance. BRQ
Business Research Quarterly, 20(2), 124-136.

Kirkman, B. L. & Rosen, B. (1999). Beyond self-management: antecedents and consequences of team
empowerment. Academy of Management Journal, 42(1), 58-74.

Lee, C., An, M., & Noh, Y. (2015). The effects of emotional display rules on flight attendants’ emotional labor
strategy, job burnout and performance. Service Business, 9(3), 409-425.

Lapointe, E., Morin, A. J., Courcy, F., Boilard, A., & Payette, D. (2012). Workplace affective commitment,
emotional labor and burnout: a multiple mediator model. International Journal of Business and
Management, 7(1), 3.

Lavelle, J.J., Rupp, D.E., & Brockner, J. (2007). Taking a multifoci approach to the study of justice, social exchange,
and citizenship behavior: the target similarity model. Journal of Management, 33, 841-866.

Locke, E.A., /1976). The nature and causes of job satisfaction. In: Dunnette, M.D. (Ed.), Handbook of Industrial
and Organizational Psychology. Rand McNally, IL.

Lu, C. J., Shih, Y. Y., & Chen, Y. L. (2013). Effects of emotional labor and job satisfaction on organizational
citizenship behaviors: a case study on business hotel chains. International Journal of Organizational
Innovation, 5(4).

Marsh, H. W. and Dunkin, M. J. (1992) Students’ evaluations of university teaching: a multidimensional
perspective. Handbook of Theory and Research. Smart, J. C. (ed.). Agathon, 253-388.

“Milli Egitim Bakanligi istanbul Egitim istatistikleri Aciklandi” (2020, January, 10). T.C. istanbul Valiligi.
http://www.istanbul.gov.tr/milli-egitim-bakanligi-istanbul-egitim-istatistikleri-aciklandi.

Morris, J. A., Feldman, D. C. (1997). Managing emotions in the workplace, Journal of Managerial Issues, 9 (3),
257-274.

Morse, N. C. (1953). Satisfactions in the white-collar job. Survey Research Center, Institute f.

Ozday, N. (1991). Resmi ve 6zel liselerde calisan gretmenlerin is tatmini durumlarinin karsilastiriimasi
(Yayinlanmamis Doktora Tezi). istanbul Universitesi.

Ozkan, C. (2017). isin anlamhliginin is performansi ve sapma davranisina etkisi: Mersin ilinde yapilan bir arastirma,
(Unpublished Doctoral Dissertation) Mersin University.

Park, M. M., & Han, S. J. (2013). Relations of job satisfaction with emotional labor, job stress, and personal
resources in home healthcare nurses. Journal of Korean Academy of Community Health Nursing, 24(1),
51-61.

Schaubroeck, J., & Jones, J. R. (2000). Antecedents of workplace emotional labor dimensions and moderators of
their effects on physical symptoms. Journal of Organizational Behavior, 21, 163—-183.

Spector, P.E., 1996. Industrial and organizational psychology: research and practice. John Wiley.

Springer, G. J. (2011). A Study of job motivation, satisfaction, and performance among bank employees. Journal

of Global Business Issues, 5(1), 29-42

975



I.l E TSAR (International Journal of Education Technology and Scientific Researches) Vol: 6, Issue: 15, 2021

Totterdell, P., & Holman, D. (2003). Emotion regulation in customer service roles: testing a model of emotional
labor. Journal of Occupational Health Psychology, 8(1), 55.

Tore, E. (2018). An Examination of the mediating role of organisational citizenship behaviour on the effect of
intrinsic motivation on job performance of teachers. International Journal of Interdisciplinary Social
Science Studies, 4.

Wang, X., Wang, G., & Hou, W. C. (2016). Effects of emotional labor and adaptive selling behavior on job
performance. Social Behavior and Personality: An International Journal, 44(5), 801-814.

Weinberger, L. A. (1998) Commonly held theories of human resource development. Human Resource
Development International, 1 (1), 75-93.

Weiss, D. J., Dawis, R. V., England, G. W., & Lofquist, L. H. (1967). Manual for the Minnesota Satisfaction
Questionnaire: minnesota studies in vocational rehabilitation. Minneapolis: Industrial Relations Center,
University of Minnesota.

Wright, T. A., Cropanzano, R., & Bonett, D. G. (2007). The moderating role of employee positive well being on the
relation between job satisfaction and job performance. Journal of Occupational Health Psychology, 12(2),
93.

Zembylas, M., & Papanastasiou, E. (2004). Job satisfaction among schoolteachers in Cyprus. Journal of
Educational Administration, 42 (3), 357-374.

Ziegler, R., Hagen, B., & Diehl, M. (2012). Relationship between job satisfaction and job performance: job

ambivalence as a moderator. Journal of Applied Social Psychology, 42(8), 2019-2040.

976



