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OZET

YUKSEKOGRETIM INGILiZCE DiL EGIiTIMINDE GUC iLiSKIiLERIi:
DUYGU EMEGI VE DUYGU DUZENLEME STRATEJILERI UZERINE BiR
ARASTIRMA

Necati Sonmez
Canakkale Onsekiz Mart Universitesi
Lisansiistii Egitim Enstitiisii
Yabanci Diller Egitimi Anabilim Dal1 Yiiksek Lisans Tezi
Ingiliz Dili Egitimi Program Yiiksek Lisans Tezi

Danisman: Prof. Dr. Ece ZEHIR TOPKAYA
27/02/2023, 239

Bu calisma, yonetici, 6gretim gorevlileri ve 6grencilerin duygusal emek ve duygu
diizenleme stratejilerini inceleyerek, bir devlet liniversitesinin yabanci diller yiliksekokulu
hazirlik smifi programinda hiyerarsik organizasyon yapisindaki gii¢ iliskilerini ortaya
cikarmaktadir. Ayrica, erkek ve kadin katilimcilarin belirli duygusal emek ve duygu diizenleme
stratejilerini nasil kullandiklarini ve gii¢ iliskilerini nasil kabul ettiklerini, reddettiklerini ve

siirdiirdiiklerini anlamak i¢in bir degisken olarak cinsiyet de aragtirilmigtir.

Nicel verilerin toplanmasinda Duygusal Emek Olgegi ve Duygu Diizenleme Anketi
kullanilmis, duygu emegi ve gii¢ iliskilerinin detayli analizi i¢in ise yart yapilandirilmis
goriismeler kullanilmigtir. Arastirmanin nicel bolimiinde 179 6grenci ve 18 6gretim gorevlisi,

nitel boliimiinde ise ii¢ yonetici, i¢ 6gretim gorevlisi ve dokuz 6grenci yer almistir.

Nicel bulgular, katilimecilarin duygusal emek stratejisi olarak ¢ogunlukla dogal olarak

ifade edilen duygular1 kullandiklarin1 gosterdi. Ayrica, cinsiyet ile 6lgek faktorleri gibi diger
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degiskenler arasindaki olasi iliskiyi belirlemek ve aragtirmak i¢in SPSS'de Pearson korelasyon
analizi yapildi. Cinsiyet ile diger degiskenler arasinda istatistiksel olarak anlamli bir iliski
bulunmadi (p > .05). Nitel veri analizi, katilimcilarin duygusal emek stratejilerinin {igiinii ve
duygu diizenleme stratejilerinden ikisini kullandiklarini gdstermistir. Katilimcilar, {istlerinin
baskisiyla karsilastiklarinda gercek duygularini gizleyerek yiizeysel rol yapmay1 kullandilar.
Erkek katilimcilarin daha sessiz, kadinlarinsa daha disartya doniik olduklar1 kesfedilmistir.
Sonuglar, toplumsal normlarin erkek ve kadin katilimcilarin duygusal emegi kullanma seklini
etkiledigini gostermektedir. Ayrica, hiyerarsik is akisinda bir aksama oldugunda yoneticiler
tarafindan olumsuz duygular sergilendigi i¢in, dort boyutlu giic kavrami YDYO PYP
baglamiyla iligkilidir.

Anahtar Kelimeler: Duygusal Emek, Duygu Diizenleme, Gii¢ Iliskileri, Cinsiyetci

Akademi, Giiclin Boyutlar1
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ABSTRACT

POWER RELATIONS IN TERTIARY LEVEL ENGLISH LANGUAGE
EDUCATION: AN INVESTIGATION ON EMOTIONAL LABOR AND EMOTION
REGULATION STRATEGIES

Necati SONMEZ
Canakkale Onsekiz Mart University
School of Graduate Studies Department of Foreign Languages Education

Master Thesis in English Language Teaching Programme

Supervisor: Prof. Dr. Ece ZEHIR TOPKAYA
27/02/2023, 239

This study explored power relations in the hierarchical organization structure of a state
university’s school of foreign languages preparatory year program by investigating emotional
labor and emotion regulation strategies of administrators, instructors, and students.
Furthermore, gender as a variable was explored to understand how male and female participants
used above-mentioned strategies and how they acknowledged, rejected, and maintained power
relations. Using a mixed-method research design, quantitative and qualitative data collection
and analysis took place in this study. Emotional Labor Scale and Emotion Regulation
Questionnaire were used to collect quantitative data while semi-structured interviews were used
to provide a detailed analysis of power relationship. There were 179 students, and 18 instructors
for the quantitative part of the study while the qualitative part involved three administrators,

three instructors, and nine students.

The quantitative findings revealed that participants mostly used naturally expressed
emotions as the emotional labor strategy. However, the participants were undecided with
regards to ER strategies. Pearson’s correlation analysis was also run on SPSS to explore
possible relationship between gender and other variables. No statistically significant
relationship was found between gender and and other variables (p > .05). Qualitative data

analysis revealed that male participants were more silent, while female participants were more

Vi
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outward. The results imply that societal norms effected the way male and female participants
employed emotional labor. Also, four-dimensional power was relevant for the SFL PYP context
since the negative emotions were displayed by the administrators when there was a disruption

in hierarchical workflow.

Keywords: Emotional Labor, Emotion Regulation, Power Relations, Gendered

Academia, Dimensions of Power
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CHAPTER |
INTRODUCTION

The introduction section of the study focuses on explaining the statement of the
research problem first. Then, the aims of the study and research questions, along with the
limitations and significance of the study are depicted. Finally, the definitions of key concepts
in this thesis study and the summary of the whole introduction section are provided.

1.1. Statement of the Research Problem

Emotions are a part of every human being in life. People express, negotiate, and
transmit ideas and feelings through emotions, and this requires mental work, which
eventually leads to emotional labor. Originally used to explain how employees, who
especially work in the service industry, manage their emotions during their encounters with
customers (Hochschild, 1983), the construct of emotional labor refers to the suppression of
feelings or emotions in order to account for the emotions that are required from employees
to display at the organizational level (Hochschild, 1983). This means that employees at
workplaces would smile or be happy if the ultimate goal is to please the customers even if
their true feelings are rather opposite to what they show to customers. The term emotional
labor can be considered as a way to analyze the employee’s emotions since they would
constantly work to alter or maintain specific emotions throughout their communicative
exchanges with the customers. The term emotional labor was first coined by Hochschild
(1983) to explain how employees in organizations experienced labor of experiencing certain
emotions. According to Hochschild (1983), besides the physical and mental labor,
employees also experience emotional labor which is related to displaying required emotions
by the organization. Emotional labor was later described from various perspectives,
including the exhibition of appropriate emotions (Ashforth & Humphrey, 1993), which was
similar to the first description provided by Hochschild (1983). Emotional labor is prevalent
at three distinguished levels which would describe how emotional labor works, and these are
called emotional labor strategies. While surface acting refers to the faking of emotions and
deep acting refers to the cognitive work to change inner emotions to suit the outer emotion

(Hochschild, 1983), the natural expression of emotions is related to the display of emotions

1



without meeting certain display rules that organizations might demand from the employees
(Ashforth & Humphrey, 1993). Emotional labor is an important aspect of the workplace
because it might be beneficial for the customers but frustrating for the employees or vice
versa, depending on the specific situation (Hochschild, 1983; Humphrey et al., 2015). In the
school context, this means that the principal as the employer, teachers as employees, and
students as customers can play an interactive role to employ emotional labor strategies for

one another, just as in the customer-employee relationship.

The studies in school contexts regarding emotional labor aim to explore the
relationship between the emotional labor strategy use and various variables such as teacher
burnout (Ghanizadeh & Royaei, 2015; Ma et al., 2021; Néring et al., 2006; Peng et al., 2019;
Zhang & Zhu, 2008), job satisfaction (Yin etal., 2013; Yin, 2015), and emotional exhaustion
(Tuxford, 2015; Wrobel, 2013). Considering the school contexts, many studies are
conducted in order to explore the teachers’ use of emotional labor strategies. While some
studies depict that teachers mostly use surface acting strategy the most (Hu, 2013; Néring et
al., 2006; Xu, 2012), other studies report that teachers usually express their natural emotions
(Mou, 2019; Polatkan, 2016; Xiao, 2012; Yilmaz et al., 2015). Moreover, it is uncovered
that surface acting cause teachers to pay a lot of effort to hide their emotions and end up with
high levels of emotional labor at the workplace (Li, 2012; Yang, 2008). On the other hand,
the studies conducted to explore administrators’ or principals’ use of emotional labor
strategy in school contexts are rather scarce when they are compared to studies conducted
on teachers’ emotional labor. In some of the studies, it is reported that administrators mostly
use surface acting strategy for suppressing their natural emotions while interacting with the
teachers, parents, and students (Sahin Ozan, 2021; Maxwell & Riley, 2016). Their reasoning
for using this strategy is associated with sustaining the organizational climate (Yildirim &
Akdogan, 2019) and professionality (Cowley, 2019). As for the students, there are limited
numbers of studies that focus on exploring the students’ emotional states and experiences
when they interact with their teachers. The studies indicate that students display their natural
emotions when their teachers display positive emotions toward them (Titsworth et al., 2013;
Zhang & Zhang, 2013). Therefore, the emotional labor literature for school contexts involves
detailed analyses of teachers’ emotional labor strategy use, while the emotional labor

experiences of administrators and students are explored in a few studies.
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One of the factors that impact the way emotional labor is employed is gender. As
indicated by Lawless (2018), neoliberal practices shape academia into a service industry.
According to Bellas (1999) and Jackson (2017), in such contexts where power resides,
female stakeholders have trouble managing their emotions and feelings when they are
compared to male stakeholders because the roles in academia are mostly centered on
masculine characteristics and female stakeholders are suppressed because of their
stereotyped feminine identities. Therefore, the way that male and female emotional labor

work is greatly varied.

In language teaching and learning, the studies conducted on emotional labor from a
power relations perspective have a deep look at institutional power (Benesch, 2017; Evans
& Moore, 2015) and the numbers of studies that explicitly explore emotional labor from
power relations perspective are extremely scarce and limited to the works of Benesch (2017,
2018). The theory of dimensions of power, which is coined by Lukes (2005, 2021), is a great
asset to explore power relations and its possible effect on emotional labor and emotion
regulation strategy use of diverse stakeholders in SFL. It is a four-dimensional approach to
the concept of power. It states that power can be exercised in three distinct ways, which are
power over or in other ways, decision-making, manipulation, and non-decision making. The
first dimension of power is power over, or decision-making, which is related to the exercise
of overt power by the powerful groups of people over the powerless groups of people within
a hierarchy (Dahl, 1957). The second dimension is related to shaping powerless people’s
preferences and beliefs through bias mobilization (Bachrach & Baratz, 1970). The third
dimension is related to the prevention of a decision being made for the oppressed groups of
people (Lukes, 2005). The fourth dimension, on the other hand, refers to the
conceptualization of power as a social construct, rather than a biological trait that is owned
by people (Digeser, 1992; Haugaard, 2012; Lukes, 2021). The power, in this regard, is
provided or attributed to people rather than owned by them. This theory is important because
it provides a framework for detailed analysis of a hierarchy, whether any layers of people in
a hierarchy are oppressed, or prevented from the decision-making arena. Also, the
dimensional view of power shows how power is exercised, resisted, rejected, or accepted.
For the purposes of this study, power’s possible relation to emotional labor and emotion

regulation strategy use in SFL. may possibly uncover how these constructs intertwine with



one another and how the diverse stakeholders in SFL are affected by the power to manage

their emotions.

In her famous works, Benesch (2018, 2020) explored the university instructors’
emotional labor by investigating their perceptions of the legalistic discourse on plagiarism
and high-stakes exams that took place in the context of a university. The results from her
study showed that the instructors resisted the legalistic discourses with which the institution
provided them. First of all, the high-stakes exam in the university was seen as culturally
biased since it was applied to both native and non-native students who came from culturally
diverse backgrounds. Secondly, it was found that the instructors did not follow the legal
advice stated in the plagiarism policy documents since they did not take actions to punish
students who plagiarized content, rather they utilized pedagogical approaches for reducing
plagiarism such as teaching citation practices to their students. Indeed, these studies have
paved the way for analyzing emotional labor in language teaching from a discursive
perspective (Benesch, 2017), which particularly focuses on examining the different
discourses to investigate power, ideology, and culture that may impact people’s emotional
labor. Although institutional power’s effects on the emotional labor of university instructors
are examined in these studies, they mostly involve a single perspective to be taken into
account and that perspective is based on the instructors’ own perceptions. In order to account
for power relations, different stakeholders in language teaching and learning contexts should
be examined altogether. By examining their emotional labor in the same context, different
perspectives on power and how power is negotiated, practiced, and resisted can be explored
in a more in-depth analysis. Also, there is a lack of studies focusing on power relations in
the emotional labor of teachers, students, or principals from different perspectives and
variables involved in language education such as exams, workload or homework distribution
between stakeholders, and content and material selection or creation. As Benesch (2017)
indicates, examining emotional labor through the perspective of power relations becomes
significant as being aware of power relations might lead to activism, which can make

instructors or students rise up for their rights and show grievances.

The studies conducted on emotional labor in Tiirkiye are mostly based on exploring

organizational commitment (Bingdl, 2020; Deliveli & Kiral, 2020), job satisfaction (Toprak
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& Savas, 2020), and job burnout (Akin et al., 2014; Derman et al., 2020; Yilmaz et al., 2015).
The results of these studies mostly involve negative aspects such as having higher levels of
emotional exhaustion and commitment to the organization related to the title or the rank that
teachers or academics have. The higher the rank or title gets, the more satisfied the teachers
become. Although the findings provide valuable information on how emotional labor works
in the school contexts of Tiirkiye by focusing on different variables, they do not take power

into account while investigating emotional labor in educational contexts.

Today, in higher education in Tiirkiye, English language teaching is the norm. Many
universities have school of foreign languages that provide language education services to
students to study foreign languages for a year before admission to their undergraduate
departments. While some of the departments demand 100% English proficiency level such
as English Language Teaching and English Language Literature, some of the other
departments demand 30% proficiency level in English from their students since the medium
of instruction is English, such as Biology department and many others. Therefore, language
education in higher education takes place in SFLs prior to admission to the undergraduate
departments, either through voluntary or obligatory participation. After receiving the
language education, the students take the proficiency exam and if they are successful, they
start their undergraduate education in their departments, which mostly involve English-
medium instruction (EMI). Besides English language education, SFLs in Tiirkiye include
French, German, Spanish, Arabic, and many other languages. Although SFLs provide
language education to university students, there are problems in language education that
takes place at SFLs and EMI in Tiirkiye. There are many studies that explore the problems
faced by instructors and students in relation to EMI. Most recurring problems are related to
the insufficient and traditional language education in SFLs that relegate the lecturers in EMI
classrooms to language instructors (Collins, 2010; Paker, 2012), memorization-based
knowledge acquisition (Kirkgoz, 2014), the anxiety felt by students in using the target
language (Tuncel, 2014), lack of supporting materials for developing English language
learning (Karakas, 2017), assessment criteria for exams being focused on grammatical
knowledge rather than productive language skills (Karakas, 2016), and teacher-centered
language education (Gokdemir, 2010). In their studies conducted with preparatory students

located in a private university, Demirtas and Sert (2017) state that autonomous learning for



students does not happen since the achievement criteria are based on traditional ways of
assessment such as the proficiency exam. Moreover, Bayraktaroglu (2014) indicates that
there is a managerial problem at the school of foreign languages that paves the way for a
rather unsuccessful language education. In addition, Bayraktaroglu (2014) mentions the
deficiencies of proficiency exams as each university conduct its own exam at the school of
foreign languages and this leads to dysfunctional language education at the university level.
It was reported that students who get passed to the next level with higher grades with the
universities’ proficiency exams were only able to score low scores in international exams.
The reason for such problems can be explained through a focus on emotional labor and power
relations because different stakeholders at SFL follow a legalistic discourse, the policies,
about language education, and they may feel obliged to follow this legalistic discourse. Also,
uncovering the problems at the managerial level. Regarding the students, they take part in a
system where they learn a language without having consistent autonomy over the very
language that they learn. Therefore, this study will explore the emotional labor of instructors,
students, and the administrative staff by focusing on power to uncover whether there are any
problems in the hierarchical organizational structure at an SFL.

Although emotional labor is important so as to understand how people manage their
feelings to meet the standards imposed on them, exploring their emotion regulation strategies
is also important. This is because emotion regulation is centered on exploring what emotions
people have, how they regulate or shape their emotions, and why they do so (Gross, 1998).
Emotion regulation strategies are based on individuals’ own emotions, and the individuals
do not have to account for emotional display rules that are forced on them (Brown, 2011).
Hence, emotion regulation that is employed by each individual may vary since not everyone
would feel the same emotions and regulate their emotions in the same way. There are two
specific types of emotion regulation strategies. While cognitive reappraisal refers to the
reframing of a negative feeling or a situation to a positive one, expressive suppression refers
to the control of both negative and positive emotions so as not to display such emotions
(Gross & John, 2003).

The literature on emotion regulation is vast regarding teacher well-being (Taxer &

Gross, 2018; Yin et al., 2016; Yin et al., 2018). these studies show that teachers’ state of
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mind is affected by how they regulate their emotions because suppression of emotions and
regulating both their own and their students’ emotions are indicated to be a tough job for
them, and these had negative impacts on them and caused their emotional labor to be exposed
much more than ever. On the other hand, studies in Tiirkiye that focus on emotion regulation
are rather scarce and, to the best knowledge of the researcher, there are two specific studies
that explore emotion regulation and mainly focus on the parental effect on children’s emotion
regulation in the school context (Acar et al., 2019; Ersay, 2014). In the national context, there
is a gap in the literature on emotion regulation as the studies do not focus on the possible
impacts of power relations on emotion regulation strategies employed by the people in a
specific context and they neglect including multiple perspectives since they involve either
emotion regulation strategies of teachers or students. Hence, this study also aims to explore
the emotion regulation strategies that different stakeholders at an SFL of a Turkish state

university.

As indicated previously, gender plays a key role in emotional labor since some
studies indicate differences between female and male people in terms of how the process of
emotional labor and emotion regulation works in both genders (Chen, 2010; Liu, 2007;
Nolen-Hoeksema, 2012). Although as a variable, gender is frequently investigated in relation
to emotion regulation and emotional labor strategy use in school contexts (Brackett et. al.,
2010; Llego, 2017; Steangérd et al., 2022; Sutton, 2004; Taher et. al., 2016), the role of
gender in terms of emotional labor and emotion regulation use in school contexts from power
relations perspective is explored in a few numbers of studies that exclusively analyze this
through examining power exercise (Morris & King, 2018; Ward & McMurray, 2016).
Therefore, as is evident by these numbers of studies, male and female people’s emotional
labor and emotion regulation processes differ (Hochschild, 1983; Lawless, 2018). However,
there is a rare focus on power relations in order to explain this difference. Hence, it can be
stated that the existence of some studies on gender from an emotional labor and emotion
regulation perspective in the school contexts are still few and gender is rarely approached
from a power perspective. Therefore, this study will include gender as a variable which is
scarcely studied from a critical perspective in relation to emotional labor and emotion

regulation in the field of language education.



As a final regard, it is found that no studies in the literature specifically examine the
variables that might come into play in English language education when investigating the
emotional labor or emotion regulation strategies of different stakeholders located at the SFL.
For example, Benesch’s studies (2018, 2020) only highlight the resistance towards power or
the impact of legalistic discourse on university instructors, but they lack in showing the
language education part. Considering the PYP, these variables may consist of content
creation and selection, material creation and selection, preparatory exam, and workload
distribution of language instructors, students, and administrative staff. Therefore, there is a
gap in integrating English language education into emotional labor studies from a power

relations perspective.

1.2. Aims of the Study and Research Questions

The primary and foremost aim of this study is to explore the emotional labor of
language instructors, PYP students, and administrative staff by investigating their emotional
labor strategies and emotion regulation strategies from a power relations perspective. Also,
another aim is to uncover how English language education is impacted by the emotional
labor of different stakeholders at SFL with an emphasis on the variables that may affect the
education at SFL such as content and material selection and creation, preparatory exam, and
workload distribution. Moreover, one other purpose of this study is situated analyzing
whether gender is a key aspect of emotional labor because previous studies mention the
differences between the types of strategies employed by male and female people. Hence, the
impact of gender on emotional labor and the emotion regulation strategies of different

stakeholders at SFL will also be explored with a focus on power relations.

In order to account for the above-mentioned aims of this study, the following research

questions are formulated:

1. What is the relationship between the emotional labor of language instructors,
students, and administrative staff and power relations at the school of foreign

languages?

a) What emotional labor strategies do administrators, language instructors,

and students use in the SFL?



b) How do administrators, instructors, and students perceive the
hierarchical organizational structure in the SFL in relation with the power

relations?

c) How do administrators, instructors, and students experience emotional

labor with regard to emotional display rules in SFL?

2. Do power relations influence the English language education at the school of

foreign languages regarding;
a) Workload distribution
b) Content and material selection and creation
c) Exams

3. What emotion regulation strategies do language instructors, students, and

administrative staff employ in order to negotiate, maintain or resist power?

4. s there a relationship between gender, emotional labor strategies and emotion
regulation strategies that language instructors, students, and administrative staff

employ?

5. Is there a significant difference between the emotional labor strategies and
emotion regulation strategies of male and female language instructors and

students?

1.3. Limitations

This study was conducted at a school of foreign languages of a state university located
in the northwest of Tiirkiye. In this regard, the study sample only comprises the students,
instructors, and administrators in that context. Also, since this study focuses on the emotional
labor and emotion regulation of diverse stakeholders with a focus on power relations, the
findings may not be generalized because emotions are subjective. An instructor who uses a
specific emotional labor strategy in this study’s context may use another strategy to cope
with emotional burden and exhaustion in a different context. Hence, the topic of this study

is exclusively subjective.



Moreover, the study is comprised of a few numbers of administrators and instructors
although the number of student participants was much higher, both for the quantitative and
qualitative parts of this study. Therefore, the findings may not be generalized for the entire

stakeholders in this study’s context, and for all the other SFLs around Tiirkiye.

1.4. Significance of the Study

First of all, there is a lack of studies that focus on the emotional labor of students,
teachers, or administrative staff in SFL contexts from a power relations perspective in
Tiirkiye. As described earlier, the studies on emotional labor in education contexts only focus
on a few variables such as job burnout and satisfaction and explore emotional labor related
to those variables without focusing on power or the critical side of emotional labor processes.
Therefore, this study will provide new information to the literature in terms of exploring
power in relation to emotional labor and emotion regulation not just from a single perspective
but from multiple perspectives since this study explores these phenomena through a focus

on language instructors, PYP students, and administrative staff at a state university’s SFL.

Moreover, studies on emotional labor and emotion regulation from an institutional
power perspective mostly involved one or two variables such as plagiarism documents and
high-stakes exams (Benesch, 2017). Hence, including multiple variables will account for
how power, along with emotional labor, affects the English language education at the SFL.
As described earlier, these variables include content and material selection and creation,
workload distribution, and exams. All these variables are in line with the English language
teaching which may possibly pave the way for providing pedagogical and institutional level
implications. All in all, it is aimed that this study will contribute to the growing number of
emotional labor literature on English language education by exploring the effects of power
relations on emotional labor and emotion regulation of different stakeholders at SFL with a

focus on multiple variables that may influence language education.

1.5. Definitions of Key Terms and Concepts

10



Emotional labor: Management of emotions so as to create a display that would

describe certain emotions through face and body expressions (Hochschild, 1983).

Surface acting: Faking certain emotions, such as happiness and joy, to display

certain expressions to customers to please them.

Deep Acting: Changing both inner and outer emotional display through mental work.
It requires a lot more cognitive work than surface acting. The person who adapts deep acting
would constantly try to change the inner emotions to meet the outside emotions that are
expected to be displayed.

Genuinely/Naturally Expressed Emotions: The expression of natural emotions that
employees feel without any surface and deep acting involvement. The employee who
expresses natural emotions without suppressing or altering inner emotions would be adapting

this emotional labor strategy.

Emotion Display Rules: The rules with which the employees are obliged to comply
as the organizations demand them to display certain emotions such as happiness. As a result
of this employees is obliged to service with smiley faces to the customers (Gosserand &
Diefendorff, 2005).

Power Relations: There are three main approaches to power in political sciences.
The most basic approach is to assume that power is held by a group of people to suppress
others to unable them to reach out to the decision-making arena (Dahl, 1957). Another
approach is situated at putting obstacles for powerless groups to make them stay outside of
the political sphere (Bachrach & Baratz, 1970). A final approach is based on the powerless
group’s realization and critical consciousness (Freire, 1970) as they start to collectively raise
their voices. In the meantime, powerful groups of people try to oppress those powerless
groups by establishing myths to make them yield (Lukes, 2005).

Emotion Regulation: How people express their emotions, in what ways, and to who

is described as emotion regulation. It is the way that people cope with certain emotions.

Cognitive Reappraisal: Reinterpreting a situation or a meaning so as to change the
emotional experience to which an individual is exposed (Gross & John, 2003).

Expressive Suppression: Suppressing the specific inner emotions to mask the facial

expression. In other words, disguising the real emotions (Gross & John, 2003).
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Emotion Regulation: How people express their emotions, in what ways, and to
whom is described as emotion regulation. It is the way that people cope with certain

emotions.

Cognitive Reappraisal: Reinterpreting a situation or a meaning so as to change the

emotional experience to which an individual is exposed (Gross & John, 2003).

Expressive Suppression: Suppressing the specific inner emotions to mask the facial

expression. In other words, disguising the real emotions (Gross & John, 2003).

1.6. Chapter Summary

This chapter summarized the problem statement, significance, and purpose of this
study. Research questions were also stated in this section and several limitations and

definitions of key terms and concepts were provided.
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CHAPTER I
LITERATURE REVIEW

The literature review section provides a detailed analysis of emotional labor, emotion
regulation, and power relations. The theories of the mentioned topics are provided first and
then studies from the relevant literature are explored for each of the topics. Gender and
English language education as being the focus of research questions are also discussed and

argued about their possible link to the above-mentioned theories.

2.1. Definition of Emotional Labor

A school environment consists of emotional encounters between students, teachers,
administrators, or principals. Teachers are usually required to instruct and attend to the
students and they also need to interact with the principal when it is required of them. A
teacher’s job, in this case, brings an emotional burden along with physical and mental labor.
Administrators, on the other hand, strive for a responsible school environment. In the
meantime, students most of the time do not narrate their emotions so as not to get low marks
and their feelings are mostly attached to how their teachers display their emotions. Therefore,
in such a hierarchy, aside from physical or mental labor, people also manage their emotions

which can be considered part of emotional labor.

The definition of emotional labor was put forth by various authors throughout the
literature but its meaning was similar in each description provided in the literature. Table 1
below illustrates the definitions provided on the term emotional labor by each author whose

works were considered phenomenal in the literature.

Table 1

Definitions of emotional labor

Definition of Emotional Perspective on Emotional

Authors Labor Labor
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The term ‘feeling rules’
“the management of feeling was provided in order to

to create a publicly account for why emotional
. observable facial and bodily labor was necessary in the
Hochschild (1983) display” (p. 7) workplace. Surface acting

and deep acting strategies
were described.

Emotional labor may take
“’the act of displaying the place naturally, through the

appropriate emotion’’ (p. expression of natural or
Ashforth and Humphrey  107). genuine emotions. Hence, a
(1993) new emotional labor

strategy was provided.
Also, inline with feeling
rules, emotional display
rules were introduced.

“’the effort, planning, and Dimensions toward
control needed to express emotional labor were
organizationally desired introduced.

emotion during

interpersonal transactions’’

(p. 987)

Morris and Feldman
(1996).

The term emotional labor is coined by Hochschild (1983). In her phenomenal work,
The Managed Heart, she elaborates on the physical and mental labor to which the workers
are exposed. A factory boy who uses machines and moves heavy objects along a certain line
conducts physical labor since his muscles or physical efforts are involved in that job.
According to Hochschild (1983), the employer has control over the physical labor of factory
workers and this bears the question of whether there is a connection between the physical
labor and the mind itself. Hochschild’s (1983) analysis of flight attendants’ labor yielded
results that would support her arguments on the connection between such physical labor and
the mind. In her analysis, Hochschild (1983) realized that what the flight attendants did
throughout their work times affected the way they felt about things because they usually
smiled at the passengers. Also, Hochschild (1983) discovered that flight attendants disguised
their emotions such as fatigue or irritation which could be seen as unwanted or undesired in
the eyes of the airline company. These results suggest that the individuals who especially
work in the service industry would be forced by their organization to have positive attitudes

towards customers and this would be in the form of smiling or complying with the customers’
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grievances patiently. Therefore, emotional labor is defined as “the management of feeling to
create a publicly observable facial and bodily display” (Hochschild, 1983, p. 7). From the
perspective of the flight attendants, emotional labor happens when they hide the true negative
emotions that they have so as not to displease the customers. In the end, this leads to putting

on a smile.

The relationship between jobs and emotional labor is further discussed by Hochschild
(1983). It is depicted that jobs that are involved in the service industry have three
fundamental characteristics and these characteristics are related to emotional labor. First of
all, in these service jobs, face-to-face contact is required between employees and customers.
Secondly, the employees are required to display certain emotions and be emotional such as
being grateful. Thirdly, the employer exercises control over the employees’ emotions and
their emotional activities. Hence, the service jobs are depicted to be the ones that are affected
by the emotional labor of employees since these jobs involve contact with the customer and
pleasing the customer, which ends up in controlling the emotions of the employees by the

employer to some extent.

As described earlier, emotional labor involves the creation of bodily and facial
display and this display that employees create is for the benefit of the customer and the
employer. The reason why the employer wants employees to perform certain emotions
towards the customers is explained in the term ‘feeling rules’. According to Hochschild
(1983), some rules impact the emotional exchanges that occur between employees and
stakeholders and these rules govern the emotions that employees suppose to feel in certain
situations, especially in interactions with the customer. For example, in the service industry,
an employee is required to smile in order to please the customer. If there is an unpleasant
situation in the interaction, the employee is required to comply with the grievances of the
customer and eventually maintain the smile even if the employee feels directly opposite
feelings and emotions. In this situation, feeling rules govern the employee’s emotions since
the employee cannot express their true emotions. Also, feeling rules emerge in emotional
exchanges that are most prevalent in interactions that involve blaming, shaming, and
condemning. For example, an employee’s request for a raise may be denied by the employer

by blaming that employee for not being grateful. In this case, feeling rules act as a barrier in
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the eye of the employee and this causes the employee to change emotions even if these are
not for the benefit of that employee. All in all, Hochschild’s (1983) view of emotional labor
involves the observable emotional displays of the employees which would suit the feeling
rules that are depicted by their companies.

Throughout the literature, the meaning of emotional labor has been extended greatly
but the meaning of the concept has been the same with little modifications to its meaning.
Ashforth and Humphrey (1993) explain emotional labor as “’the act of displaying the
appropriate emotion’’ (p. 107). According to Ashforth and Humphrey (1993), Hochschild’s
(1983) definition of emotional labor is related to the management of emotions that can be
publicly displayed and this kind of explanation of emotional labor involves a focus on
“’presumed emotions underlying behavior’ (p. 90) rather than solely focusing on the
behavior as a core concept. Unlike Hochschild’s (1983) description of emotional labor which
focuses on the management of feelings, Ashforth and Humphrey’s (1993) definition of
emotional labor emphasizes the observation of behaviors and emotions related to display
rules, and the natural expression of emotions because all these three important concepts
affect the way emotional labor works for every individual. A rationalization for this critic
comes from two perspectives. First of all, people’s behaviors or emotions can be observed
by focusing on their compliance with the display rules. Display rules are the rules that are
dictated to employees to make them express specific emotions to customers (Ekman, 1973,;
Gosserand & Diefendorff, 2005). This means that emotions that are set up by employers can
be explored by observing the employees’ emotions as they need to adapt to the same
emotions that are imposed on them. Secondly, people may not even have to manage their
own emotions, unlike Hochschild’s (1983) descriptions, which involve the adaptation and
management of certain emotions for feeling rules, or as described here, display rules. This is
why this explanation of emotional labor differs from the initial definition because the initial
descriptions of emotional labor emphasize the behavior that people employ. However, the
obligation to express emotions becomes unnecessary since people may not act in such ways
to regulate or change their emotions and they can naturally express their emotions. Ashforth
and Humphrey (1993) suggest that an employee’s emotions may come as natural and
intimate because the employee’s emotions may match with the display rules of the

organization and this would result in maintaining the imposed emotion willingly by the

16



employee, rather than managing the emotions to account for the display rules. As depicted
by Ashforth and Humphrey (1993), a nurse’s sympathy towards a child who injured himself
would be natural and that nurse may never change her good emotions and feelings for that
injured child. For the school context, a teacher’s sympathy towards a student who has real-
life problems which affect that student’s learning process may come as natural. Indeed, these
examples show that display rules imposed on employees may never even be managed by
them because the emotions requested from the employees are based on good emotions such
as joy and happiness.

Another influential description of emotional labor is ‘’the effort, planning, and
control needed to express organizationally desired emotion during interpersonal
transactions’’ (Morris and Feldman, 1996, p. 987). This underlying definition includes four
assumptions. First of all, Morris and Feldman’s (1996) descriptions of emotional labor
involve the interactionist model of emotion, which suggests that there is an inseparable link
between one’s own emotions and the social environment. As a result of this, the emotions
are socially constructed and one’s own emotions can be suppressed or directed because the
socially constructed emotions can be subject to external influence. Secondly, displaying
certain emotions that are organizationally desired would pave the way for effort or labor in
adapting and exhibiting those emotions even if there is a congruence between
organizationally desired emotions and an employee’s own emotions because the effort would
still be put into ensuring that felt emotions by the employee would be converted into desired
emotions. Thirdly, like Ashforth and Humphrey (1993), Morris and Feldman (1996) focus
on the analysis of explicit behaviors and emotions rather than the management of feelings
by the employees. However, it is stated that emotional labor has become a commodity that
is owned by organizations and the emotions of the employees have now become the property
of the service as their emotions are controlled and moved through display rules. Lastly,
display rules are stated to be relevant to the definition of emotional labor as the appropriate
emotional display would be created by the organizations. This kind of description of
emotional labor is not much different from the previous definitions since the emphasis is
placed mainly on display rules. Nevertheless, Morris and Feldman’s (1996) definition goes
further into detail in the sense that it accounts for the importance of interpersonal interactions

during emotional labor. Also, the new contribution to the literature on emotional labor is
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established in this definition by maintaining the idea that emotional labor goes through
several filters such as planning, control, and skill, which are categorized as the dimensions

of emotional labor.

Morris and Feldman’s (1996) dimensions of emotional labor involve four essential
dimensions that are most prevalent in the required planning, controlling, and skill for
displaying appropriate emotions in the organizations. First of all, the frequency of emotional
displays is stated to be important as the customers would like to have their business done
with organizations that create an atmosphere such as trust (Wharton & Erickson, 1993). This
atmosphere is created by the employee through complying with the display rules. Secondly,
attentiveness to required display rules is crucial in the sense that there would be more
emotional labor in the context of long and intense interactions. The more an employee spends
time interacting with the customer and the more there is the emotional intensity that would
cause the employee to display certain emotions such as anger as in the job of a debt collector,
then there is more effort and emotional labor. Thirdly, there is a variety of emotions exhibited
for display rules such as positive, negative, and neutral (Wharton & Erickson, 1993). For
example, a teacher’s emotions may be positive to create joy or enthusiasm towards the topic
but these emotions may shift to negative when there would be disruptive actions occur from
students. In the matter of emotional labor, an employee experiences many emotions
throughout the adaptation to the display rules. Finally, emotional dissonance is presented as
the last dimension of emotional labor. According to Middleton (1989), emotional dissonance
emerges when there is a conflict between natural emotions and organizationally required
emotions. Morris and Feldman (1996) state that emotional labor is a dimension rather than
a consequence because emotional dissonance may also act as a barrier before even emotional
labor happens. For example, product sellers would be enthusiastic to sell a product that is
used and loved by them. In the end, their emotions would be genuine and natural. All in all,
Morris and Feldman’s (1996) description of emotional labor is not much different than the
previous definitions in the sense that there is a primary focus on display rules. However, the
new contributions to the definition are the importance given to the interpersonal, and social
exchanges of emotions and the dimensions of emotional labor. It can be said that Morris and
Feldman focus on the process of emotional labor, rather than the product since they not only

criticize Hochschild’s (1983) view of emotional labor as they indicate that it emphasizes the
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management of feelings, but they also state that the emotional labor is made up of dimensions
such as emotional dissonance, emotional intensity, attentiveness towards display rules and
frequency of emotion exhibition. Hence, these dimensions emerge in the process of
interpersonal interactions and they are mostly involved in the service worker’s experience

of both genuine and organizationally required emotions.

In the school contexts, emotional labor is mostly attributed to teachers. The necessity
of being emotionally available was mentioned in one of the influential studies in the
literature. Winograd (2003) depicts the emotional rules of teaching, which are based on
having love toward the students and job, being enthusiastic about the topics that are taught,
avoiding negative emotions such as anger, and finally, having a sense of humor. All these
criteria for teaching reveal that the teachers are required to employ certain strategies to
account for emotional availability toward their students. Therefore, emotional labor for
teaching and education is related to the teachers’ use of emotion regulation and emotional
labor practices and strategies to suppress their negative emotions and be more positive in the

school context.

2.1.1. Emotional Labor Strategies

Emotional labor strategies are mostly categorized under the management of feelings
so as to account for how emotions are suppressed and altered in an organization as a result
of the display rules. Hochschild (1983) introduced two emotional labor strategies named
surface acting and deep acting. Surface acting is described as the faking of emotions that are
required in a workplace. This strategy entails that an employee’s own emotions would be
suppressed if these emotions are categorized as undesirable by the organization. For
example, in her study with flight attendants, Hochschild (1983) realized that flight attendants
had to maintain a good attitude towards the passengers, and their bodily display was
supposed to be positive, such as smiling and compassionate. However, what the flight
attendants display as emotions may not be natural or these emotions may not come as
intimate since these positive emotions are organizationally desired. Hence, this leads to the

adaptation of surface acting, which would lead the employees to fake emotions.
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On the other hand, deep acting requires employees to alter their inner feelings in order
to account for the outside feelings that the employees need to display. Hochschild’s (1983)
examples of misfitting emotions regarding the feeling rules are quite linked to deep acting
strategy. A person who is at a funeral is asked to display emotions like sadness and grief.
However, if this person does not feel those emotions, it would be a hard task to display such
sadness and grief. In this case, the person begins to alter inner emotions to match them with
the outside emotional display. This is why deep acting is considered to be cognitively
demanding. According to Hochschild (1983), feeling rules have a strict relationship with
deep acting because the employees would always be in a constant struggle to change their
inner emotions in order to display emotions that are suitable for feeling rules. An overall

view of emotional labor strategies is provided in Figure 1 below.
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Figure 1: Emotional labor strategies

Finally, the last emotional labor strategy, naturally expressed emotions, is introduced
in later studies in the literature. It is indicated that employees may not even adapt surface
acting and deep acting in order to account for display rules. Instead, they would simply
display their genuine and natural emotions in the workplace (Ashforth & Humphrey, 1993;

Morris & Feldman, 1996). Indeed, a nurse’s emotions toward a child who is having treatment
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for months at the hospital would become natural as time goes by (Ashforth & Humphrey,
1993). This is also applicable to educational contexts where teachers may feel that they need
to change their emotions and be more positive towards certain groups of students who are
deprived of varied opportunities when they are compared to their peers. This is to indicate
that required emotions may turn into natural emotions for employees in time. All in all,
emotional labor strategies consist of surface acting, deep acting, and expression of naturally
felt emotions. Each strategy depicts how employees may suppress, alter, maintain, or express
their emotions with regard to emotional display rules.

2.1.2. Emotional Labor Research in School Contexts

Emotional labor research in education contexts involves deep analyses of the
emotional labor strategies of teachers and administrators mostly, with a focus on several
variables such as emotional exhaustion, burnout, and job satisfaction. In this section, the
emotional labors of teachers, administrators, and students are explained and discussed

through relevant subheadings.

Studies that explore the emotional labor of teachers in school contexts not only depict
what emotional labor strategies teachers use but also indicate how emotional labor is related
to certain variables. The teachers’ emotional labor is researched mostly concerning
emotional exhaustion (Basim et al., 2013; Giirbliz & Dede, 2018; Tuxford, 2015; Wrobel,
2013; Yao et al., 2015), teacher burnout (Akin et al., 2014; Ghanizadeh & Royaei, 2015; Ma
et al., 2021; Néring et al., 2006; Peng et al., 2019; Yilmaz et al., 2015; Zhang & Zhu, 2008),
organizational commitment (Akin, 2021; Deliveli & Kiral, 2020), and job satisfaction (Arif
et al., 2019; Giirel & Bozkurt, 2016; Kolbasi, 2019; Polatkan, 2016; Yin et al., 2013; Yin,
2015). According to the studies from the relevant literature, teachers use all three types of
emotional labor strategies in their contexts in order to suppress, alter or manage their
negative emotions through surface acting (Begenirbas & Basim, 2013; Deliveli & Kairal,
2020; Naring et al., 2006; Polatkan, 2016; Wrobel, 2013) and deep acting (Akin et al., 2014;
Ghanizadeh & Royaei, 2015; Giirbiiz & Dede, 2018; Yao et al., 2015; Zhang & Zhu, 2008)
strategies and to show their true emotions with naturally expressed emotions strategy (Akin,
2021; De Ruiter et al., 2021; Dewaele & Wu, 2021; Kolbasi, 2019; Toére, 2021; Yilmaz et
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al., 2015; Yin et al., 2013). The association of emotional labor strategies with the above-

mentioned variables in the literature reveals interesting insights into emotional labor.

First of all, surface acting strategy is considered to influence teachers in a negative
way which causes extreme exhaustion and burnout. The reason why surface acting strategy
is regarded as detrimental in the literature is explained in some of the studies. Surface acting
is not a psychologically healthy strategy among emotional labor strategies (Tuxford &
Bradley, 2015). What makes the surface acting strategy a negative influence on teachers’
well-being is that teachers