
Emotions just like expectations are untold and any endeavor to unfold them is thus, rarely complete. It is an 
indispensable tool these days that can help to turn the tide. This intangible, yet most important ingredient in 
business today was formerly supposed to be stowed away until the work is done. However, it was soon observed 
that engineering emotional attachment is one of the successful modes to keep the customers intact to the 
organization.
This paper seeks to explore the causes of emotional deficiency and its implications at individual and 
organizational levels. Further, the paper engenders the strategies that could be deployed to get the emotional 
labor a smooth and voluntary stride in creating both customer and employee satisfaction.  
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 Emotional Labor for 
Customer Satisfaction

At times of gloom, emotional appeals fetch business; emotionally disturbed shopper lands into impulsive buying. 
Emotion work —or emotional labor— is the “effort within” that an individual must apply to get the job done. Its 
performance requires workers to suppress their private feelings, in order to show “desirable” work-related emotion. From 
the employer's vantage, this is about an emotional performance that is bought and sold as a commodity — it is “part of the 
job.” Suppressing or managing one's own feelings requires higher levels of emotional intelligence, which implies the 
capacity to exert emotional labor. 

In the 1980s, the issues related to change, competition, and strategy started to gain importance and innovation 
emerged as the strongest factor with respect to these concepts during the same period. After the 1990s, the capacity of a 
business to innovate began to be seen as a key determinant of its success.

Innovation and competitiveness share a complementary & interdependent relationship. Innovation flourishes in a 
competitive environment and in turn, plays a key role in the achievement of such an environment. Innovation promotes 
economic growth, generates employment and creates an environment of entrepreneurship. A company that builds a culture 
of innovation can compete strongly in the market. The company that fails to innovate is on the road to decay & decline. 

In recent years, organizational researchers have increasingly paid attention to the experience and expression of 
emotions in the workplace (Rafaeli & Sutton, 1999; Kruml & Geddes, 2000; Dougherty & Krone, 2002; Kramer & Hess, 
2002). Human service work requires emotional labor, which is, “the effort, planning, and control needed to express 
organizationally desired emotion during personal transactions” (Morris and Feldman, 1996, p. 987).

Maslach (1978) found that employees who had less emotionally charged interactions with clients reported less 
emotional exhaustion than did those whose interactions were more intense. Poor caregiver performance can lead to a 
number of negative consequences, such as increased burnout (Miller, Still, & Ellis, 1988), reduced organizational 
commitment (Leiter & Maslach, 1988), reduced job satisfaction (Miller, et al., 1990).

Many of the employees are asked to leave because of low performance or due to weak feedback from 
customers/peers etc. Business is all about people and people are all about emotions. The gaps in any relationship arise due 
to lack of weak strings of emotions. Thus, there is a need to explore this oft-neglected topic. Another raison d'être for this 
study is that though people do comprehend emotions and reciprocate but still they are deficient in answering on the 
emotional parameters.
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