International Journal of Business and Management; Vol. 11, No. 12; 2016
ISSN 1833-3850  E-ISSN 1833-8119
Published by Canadian Center of Science and Education

The Moderating Role of Leader-Member Exchange on the
Relationship between Emotional Labor with Job Satisfaction or
Turnover Intention

Hakan Turgut', Ismail Tokmak® & M. Fikret Ates'
! Baskent University, Ankara, Turkey
? Minister of National Defense, Ankara, Turkey

Correspondence: M. Fikret ATES, Vocational School of Social Sciences, Baskent University, Ankara, Turkey. Tel:
90-532-726-2680. E-mail: mfates@baskent.edu.tr

Received: July 18,2016 Accepted: October 26, 2016 Online Published: November 20, 2016
doi:10.5539/ijbm.v11n12p83 URL: http://dx.doi.org/10.5539/ijbm.v11n12p83
Abstract

It is known in the business world that employees’ display of emotional labor in their relations with customers
contributes to the success of the organization. Therefore, the aim of this study is to find out how the emotional
dilemmas that employees experience affect their perceptions on job satisfaction and turnover intention and
whether leader-member exchange has a moderating role on these relationships. In this respect, we performed a
survey on the 371 employees of a company in Turkey. We used the scale developed by Diefendorff et al. (2005)
to test emotional labor; the scale developed by Scandura and Graen (1984) to test leader-member exchange; the
scale developed by Chen et al. (2009) to test job satisfaction and the scale developed by Scott et al. (1999) to test
turnover intention. The all scales were measured valid and reliable for this sample group. In the hierarchical
regression analyses, done to test the hypotheses, all variables were included in the model. According to the
findings, emotional labor has a significant and positive direct effect on turnover intention and it has a significant
and negative direct effect on job satisfaction. All these results taken into consideration, it was confirmed that
when emotional labor increases, turnover intention also increases, and job satisfaction decreases. Furthermore,
the moderating role of leader-member exchange between the relationship of emotional labor and turnover
intention wasn’t approved; however, its moderating role between the relationship of emotional labor and job
satisfaction was approved. To sum up, it is estimated that performing emotional labor is inevitable for
organizational success and it is essential to develop new methods in order to prevent the negativities resulting
from emotional dilemmas.
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1. Introduction

The meaning of the concept of being customer-focused in the organizations where modern management adopts
the approach “the customer is always right”, has turned into the effort of meeting the expectations and the needs
of current clients unconditionally and maintaining those (Akgeyik & Giingor, 2013). In order to make sure that
customers buy the same product or service again, service providing employees’ attitudes and behaviors are
expected to be compatible with the targets (Ozdemir, Yalcin, & Akbiyik, 2013). Within this framework, the
dependent and independent variables assumed to affect the efforts of becoming customer focused are presented
below:

Emotional labor was defined as the display of emotions (Goodwin, Groth, & Frenkel, 2011) of the employees
who have face to face and instant interactions with customers and in addition to their physical and cognitive
contributions (Diefendorff, Morehart, & Gabriel, 2010), organizing (Kart, 2011) these emotions supporting the
essential behavior in the organization (Akgeyik & Giingor, 2013) which transformed into culture, regardless
these emotions are different from their own or not (Giingdr, 2009). The theoretical origin of Hochschild’s (1983)
emotional labor based on the principles of Blau’s (1964) social exchange theory and Gouldner’s (1960)
reciprocity theory.

In order to explain emotional labor, Hochschild (1983) developed factors of “deeply act” meaning “the effort of
experiencing the emotions the job requires” and “surface act” meaning “displaying the emotions the job requires
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instead of the ones they really feel”. Later on Ashforth and Humprey (1993) added a third factor called “natural
feelings” meaning “the individual’s real emotions corresponding with the ones the job requires” (Brotheridge &
Grandey, 2002; Grandey, 2003; Tokmak, 2014).

Job satisfaction (JS) is the indispensable precursor of organizational success, one of the most important business
manners that emotional labor can affect (Ghalandari & Jogh, 2012; Jiang, Jiang & Park, 2013). The leadership of
job satisfaction is formed by the contribution of positive manners and behaviors developed as a result of the
employees’ evaluation of their jobs and achievements (Locke, 1976; Chen et al., 2009; Basbug, 2010). In this
respect job satisfaction has different perspectives such as employees develop manners resulting from their beliefs,
emotions and evaluations towards their jobs and they believe that they get as much as they give (Jiang & Park,
2013). In addition to these, job satisfaction may also be defined as a critical psychological fact associated with
achievements such as motivation and efficiency (Jyoti, 2013).

In the theoretical origin of job satisfaction, when Herzberg’s (1959) motivational and hygiene factors (salary,
reward, promotion opportunity, physical conditions, etc.) are ensured or similarly, according to Adams’s (1963)
equality theory, if employees realize the “input-output balance” between their efforts and earnings, they
experience job satisfaction and if they cannot realize it, they experience job dissatisfaction (Goodwin et al.,
2011). Besides, it has been presented that job dissatisfaction is an important element that leads employees to
turnover intention (Chau, Dahling, Levy, & Diefendorff, 2009; Bouckenooghe, Raja, & Butt, 2013).

Turnover intention includes the thought of leaving the job soon or the possibility of getting a new one (Mobley,
1982; Hom, Caranikas, Prussia, & Griffeth, 1992; Bouckenooghe et al., 2013). Turnover intention is a process
which is affected by many elements and when it is followed by their signations of the highly successful
employees, it affects the organizations negatively by causing labor loss and disturbing the workflow (Hom et al.,
1992; Begenirbas & Caliskan, 2014). Job satisfaction is experienced when the manners of the employees towards
their jobs and organizations, knowledge, experience and emotions are positive, whereas job dissatisfaction is
experienced when they are negative and in further factors turnover intention is experienced (Chau et al., 2009;
Goodwin et al., 2011).

Vroom’s (1964) expectancy theory is effective in explaining the ideas and their reasons that turnover intention is
based on. Performance increases when job satisfaction is high and therefore reactions such as disappointment
and turnover intention are less encountered (Goodwin et al., 2011). Among the elements that affect employees’
turnover intention, their relationship between their managers or leaders is regarded as a very important one
(Bauer & Green, 1996; Gerstner & Day, 1997). In this respect, it is assumed that turnover intention which
occupies an important place among organizational results that leader-member exchange quality can affect will
probably decrease.

Leader-member exchange has brought a different point of view to leadership emphasizing “vertical dyad linkage”
which is found between the members and the leaders and is ignored by other organizations (Dansereau, Graen, &
Haga, 1975; Graen & Uhl-Bien, 1995). Leader-member exchange suggests that leaders will have a better
interaction with the employees they work closer with and they will have an ineffective interaction with the
employees they don’t know well and this interaction creates a differentiation both on their behaviors and on the
results (Gerstner & Day, 1997; Burns & Otte, 1999). This differentiation is assumed to affect other business
manners as well (Aver & Turung, 2012).

Blau’s (1964) social exchange theory, Kahn and his friends’ (1964) role theory, and Vroom’s (1964) expectancy
theory are theories that leader-member exchange is based on (Graen & Scandura, 1987; Graen & Uhl-Bien,
1995). Within this scope, it is suggested that the nature of the roles that are displayed by the members is shaped
by the quality of the interaction developed with the leaders (Lunenburg, 2010). By the help of high quality
leader-member exchange, the members obtaining mutual respect, trust, more support and resources are assumed
to be getting more responsibility and showing a higher performance in order to respond their leaders positively
(Nishii & Mayer, 2009).

The aim of this study is to study the emotional labor behaviors of the cargo workers and to determine whether
leader-member exchange they have with their leaders has a moderating effect on the relationship between
emotional labor and job satisfaction and emotional labor and turnover intention. The relationships between
variables found in the related literature are presented Part Two. It is evaluated that the results of this study will
contribute not only to the literature but also to business managers who seek to get more performance from labor
force.
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2. Literature Review and Hypotheses
2.1 The Relationships between Emotional Labor and Variables

There are significant studies on employees pretending to feel the emotions that they don’t actually feel (Yildirim
& Erul, 2013) and displaying emotional labor, which affects their business manners and behaviors negatively
(Hochschild, 1983; Bigkes, Yilmaz, Demirtasg, & Ugur, 2014). Glomb and Tews’s (2004) emotional dissonance
theory is used (Cote & Morgan, 2002; Judge, Woolf, & Hurst, 2009) to conceptualize the idea that emotional
dilemmas trigger negative business results caused by the differences between emotions which are expected from
the employees by the organization and the ones they experience inside themselves.

While emotional dissonance theory emphasizes that forced emotional labor of the employees causes negative
results, job dissatisfaction emphasizes that displeasure, exhaustion and an increase in turnover intention cause
decrease in work performance (Grandey, 2003). Studies on this subject emphasize that emotional labor the
organization asks for or forced emotional labor displayed by certain emotions the job requires cause employees
to show more job dissatisfaction or turnover intention after some time (Cote & Morgan, 2002; Oz, 2007; Chau et
al., 2009; Giizel, Gok, & Biiyiiker, 2013; Begenirbas & Caligkan, 2014).

In the studies focused on the relationship between job satisfaction and emotional labor, as surface act and deeply
act, the sub factors of emotional labor create emotional dilemmas, employees experience job dissatisfaction
(Morris & Feldman, 1997; Grandey, 2003; Oral & Koése, 2011; Basbug, Balli, & Oktug, 2010). Moreover, there
are significant findings that emotional labor displaying employees’ JSs are affected positively (Wharton, 2009).
The fact that employees’ experiencing positive emotions has a negative relationship with surface act, whereas it
has a positive relationship with deeply act has been proved (Gosserand & Dienfendorff, 2005). There are also
studies which show that NF, the factor of emotional labor, affects job satisfaction positively (Ghalandari & Jogh,
2012; Yin, 2012).

2.2 Moderating Role of Leader-Member Exchange

The businesses which have adopted the motto “the customer is always right” have experienced some unpleasant
events leaving both the leaders and the members in a difficult position emotionally. When they encounter such
events causing emotional stress, leaders should motivate their members and the members should “service with a
smile”, so both parties are expected to display emotional labor (Grandey et al., 2005; Gardner, Fischer, & Hunt,
2009; Humphrey, 2012). In this respect, it is proposed that, employees who have a good leader-member
exchange need to feel that they’re supported by their leaders to be able to display their emotions concerning the
expected positive business manners (Gerstner & Day, 1997; Nishii & Mayer, 2009; Oral & Kdse, 2011; Buch,
2015).

Studies on leader-member exchange show that by the help of outcomes such as high performance, career
opportunities and low level of stress, job satisfaction between the leader and the members’ increases (Bauer &
Green, 1996; Brotheridge & Grandey, 2002; Hackett & Lapierre, 2004; Janssen & Yperen, 2004; Epidropaki ve
Martin, 2005; Bang, 2011; Cekmecelioglu & Ulker, 2014). However with poor leader-member exchange
members aren’t able to interact with the leader much and have fewer resources, and this leads to job
dissatisfaction, decreasing the commitment towards the organization and increasing the turnover intention
(Vecchio & Gobdel, 1984; Gerstner & Day, 1997; Nishii & Mayer, 2009; Sahin, 2011).

In this context, some researchers have anticipated and detected a negative relationship between leader-member
exchange quality and turnover intention (Vecchio & Gobdel, 1984; Gerstner & Day, 1997). In some studies it has
been pointed out that the relationship between leader-member exchange and turnover intention is a curvilinear
relationship rather than a linear one (Harris, Kacmar, & Witt, 2005; Morrow, Suzuki, Crum, Ruben, & Pautsch,
2005). According to this, if the quality of leader-member exchange is low, the turnover intention of the
employees increases and otherwise it doesn’t always decrease. In other words, sometimes even when the quality
of leader-member exchange is high, an employee might consider leaving the job. Because of this, despite the
results obtained from the literature, high quality leader-member exchange is expected to have a moderating role
on the negative relationships of emotional labor with job satisfaction and turnover intention.

3. Methods
3.1 Research Model

In literature analysis despite the efforts of explaining emotional labor with surface act, deeply act and natural
feelings factors in a positivist approach, it is obvious that there is no agreement on whether it has a positive or a
negative effect on job satisfaction or turnover intention. This uncertainty results from emotional labor consisting
factors that have very similar features and that a certain differentiation cannot be made. Furthermore, employees,
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showing extra effort for the compulsory emotions and manners that are expected from them although they don’t
exist in their job description, no matter which factor of emotional labor they’re in, are sure to be worn out.
Therefore in this study holistic paradigm, which was defined as “a system is considered a whole with its parts,
parts themselves cannot represent the whole separately” by Jan C. Smuts (1926) was preferred. When holistic
paradigm takes emotional labor as a whole and it considers it as single factor, its effect on manners is considered
as inevitable. So emotional labor displaying cargo workers’ job satisfaction is expected get lower whereas their
turnover intention is expected to get higher.

As the result of literature study, the relationships between emotional labor, which was considered as single factor
by Holistic Paradigm and JS-TOI were analyzed and hypotheses and the research model questioning whether
leader-member exchange has a moderating effect in these relationships were presented in Figure 1. The study
was done by analyzing the collected data with an e-survey. Confirmatory factor analyses were done by using the
program AMOS 6.0 and others were done by using SPSS 19. Below is a sample of the study and the scales used

in this study:
/V[ Turnover Intension ]

A

H,

[ Lider-Membjer Exchange ]

[ Emotional Labor

Hy

y

\[ Job Satisfaction ]

Figure 1. Research model

H;: There is a significant and positive relationship between emotional labor and turnover intention.

H,: There is a moderating role of leader-member exchange on the relationship between emotional labor with
turnover intention.

Hj: There is a significant and negative relationship between emotional labor and job satisfaction.

Hy: There is a moderating role of leader-member exchange on the relationship between emotional labor with job
satisfaction.

3.2 Sample

The nature of the study consists of the employees of an Istanbul-Turkey based cargo company which operates in
logistics sector and has a total of nearly 10.000 employees in its main branch and other branches and they are all
eager to have a one-to-one interaction for customer satisfaction. After getting permission from the management,
the survey was sent online via company intranet to the accounts of the employees on 11 January 2016 and it was
announced that data collecting process would be completed on 31 March 2016. A total of 371 people completed
the survey between the dates 11 January-31 March 2016.

As the prepared e-survey didn’t let the participants give more than one answer o each question or skip a question,
all the data was included in the study. It is suggested that for a parameter of 10.000 the sample size (0=0.05,
sampling error H=+0.05 and rates p=0.5; q=0.5) has to be at least 370 (Ural & Kilig, 2011). Detailed information
about the participants is given in Table 1.
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Table 1. Demographic features

Sex n % Age n %
Female 45 12.1 20-30 93 25.1
Male 326 87.9 31-40 182 49.1
Marital Status 41-50 88 23.7
Married 251 67.7 51-60 8 22
Single/Divorced 120 323 Occupational Experience
Education Less than 1 year 8 2.2
Primary 83 224 1-5 years 98 26.4
Secondary 92 24.8 6-10 years 88 23.7
High 129 34.8 11-15 years 101 27.2
Associate 17 4.6 More than 15 years 76 20.5
License 48 12.9 Tenure
Master 2 0.5 Less than 1 year 38 10.2
Position 1-5 years 129 34.8
Manager 63 17.0 6-10 years 108 29.2
Employee 308 83.0 11-15 years 68 18.3
More than 15 years 28 7.5

According to this, it is thought that the size of the sample, consisting 371 employees who responded via online,
is enough. 87.9 % of the participants are male, 67.7% are married, 17% are managers, 52.8% of them have high
school or higher education, 74.2% of them are under the age of 40 or below, 53.6% have an occupational
experience of 1-10 years in their work life, 51.2% have 5 years or less tenure in the current company.

3.3 Measures

The survey form used in this study consists of six parts. In the first part the aim of the study is explained and
information about how to do the survey is given. In the second part there are questions to determine the
participants’ demographic features (Table 1). There are expressions about emotional labor in the third,
leader-member exchange in the fourth, turnover intention in the fifth and job satisfaction in the sixth and the
final part. By this e-survey form, the participants are prevented from giving more than one answer to a question
or leaving it empty.

3.3.1 Emotional Labor Scale

To measure the participants’ emotional labor perceptions, the scale which was developed by Diefendorff et al.,
(2005) and adapted into Turkish by Basim and Begenirbag (2012) was used. The scale consists of three different
factors and a total of 13 items. The first factoris surface act (6 items), the second factor is deeply act (4 items)
and the third one is natural feelings (3 items). The participants determine how much they agree with expressions

such as; “I pretend to be able to deal with the customers in a proper way”, “I display different emotions to

customers than the ones I really feel inside”, “the emotions I display come out naturally” with a 5 Likert Type
scale.

3.3.2 Leader-Member Exchange Scale

Scandura and Graen’s (1984) LMX7 scale was used to measure the capital levels of the participants’
leader-member exchange levels. The Turkish adaptation of this scale was used in the studies of Ozutku, Agca,
and Cevrioglu (2008), Karcioglu and Kahya (2011), and Bolat (2011). The scale prepared for the leader and the
members consists of 7 statements for each. In this study, the participants who declared that they are leaders,
responded to questions such as “My business relationship with the members is effective”, and “I trust my leaders
so much that I will defend their decisions even when they are absent”. The participants who declared that they
are not leaders responded to questions such as “My business relationship with the leaders is effective” and “My
leader trusts me so much that he will defend my decisions when I am absent”, The participants determined how
much they agree on the statements by the help of a 5 Likert Type scale.

3.3.3 Turnover Intention Scale

For the measurement of the participants’ turnover intention, the scale which was developed by Scott and his
friends (1999) and adapted into Turkish by Aylan (2012) was used. The scale consists of a total of 4 statements
one of which is negative; such as ‘I am planning work here until I retire’ and “I am seriously considering of

87



ijbm.ccsenet.org International Journal of Business and Management Vol. 11, No. 12; 2016

looking for another job in the coming year”. A 5 Likert Type scale was used.
3.3.4 Job Satisfaction Scale

The job satisfaction perceptions of the participants were measured by the job satisfaction scale, developed by
Chen and his friends (2009) and adapted into Turkish by Turun¢ and Celik (2012). The scale consists of 5
statements such as “I feel satisfied with my job”, “I feel happy at work”, and “When I’'m doing my job, I feel as
if the day will never end”. The 5 Likert Type scale was used.

To be able to determine the construct validity of the scales, exploratory factor analyses were done and the result
of the analyses showed with their original. The confirmatory factor analyses, which were done after that, showed
that measures of goodness of fit obtained by the factor structures are within the acceptable limits. The summary
of the exploratory factor analyses results are shown in Table 2 and the confirmatory factor analyses results are
shown in Table 3.

Table 2. Exploratory factor analysis results

Scales Factors KMO Result Barlett Test Items Number Factor Loads Proportion of Variance Explained
Emotional Labor EL 0.869 0.000 13 0.76-0.84 72.12
Leader-Member Exchange LMX 0.859 0.000 7 0.56-0.78 69.81
Turnover Intention TOI 0.794 0.000 4 0.48-0.85 53.44
Job Satisfaction JS 0.779 0.000 5 0.83-0.88 57.85

Table 3. Confirmatory factor analysis results

. ) CMIN/DF GFI AGFI CFI NFI NNFI RMSEA
Variables X DF
<5 >.90 >.85 >95 >.90 >.90 <.10
EL 135.569 57 2.378 0.946 0914 0.970 0.950 0.959 0.062
TMX 42.369 10 4.237 0.967 0.908 0.969 0.960 0.967 0.095
TOI 4.989 3 1.663 0.987 0.954 0.995 0.991 0.992 0.056
JS 7.403 4 1.851 0.992 0.969 0.995 0.989 0.991 0.049

Before going on with the study analyses, as holistic paradigm was preferred in the analysis of the variables in
this study, weighted mean average was used to calculate the score for emotional labor which consists of more
than one factor structure and this value was used in the analyses. For the internal validity of the scales, the
calculated Cronbach’s alpha coefficients are EL= 0.88; JS= 0.93; TOI= 0.76; LMX= 0.87. The results gained by
these analyses proved that the scales are valid and reliable for this sample group.

3.3.5 Control Variables

In this study, the ages and tenure of the employees in the company are considered as control variables. Many
studies have shown that age and tenure affect employees’ resignation plans and their turnover intention (Mobley,
1982). Therefore, while analyzing the effects of other variables on employees’ turnover intention, their age and
tenure are treated as control variables.

4. Results

In the first step of the study the averages of the variable data, standard deviation and the correlation among them
are considered. The averages, standard deviations and correlation values gathered at the end of the analysis are
presented in Table 4. As the consequence of the analysis, it was discovered that there are significant relationships
among the variables. Emotional labor has a negative relationship with leader-member exchange (r= -0.201, p<
0.01) and job satisfaction (r=-0.119, p< 0.05) but it has a positive relationship with turnover intention (r= 0.110,
p <0.05). Leader-member exchange has a negative relationship with turnover intention (r=-0.310, p< 0.01) and
has a positive relationship with job satisfaction (= 0.484, p< 0.01). There is a negative relationship between
turnover intention and job satisfaction (r=-0.447, p< 0.01).
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Table 4. Average, standard deviation and correlation values of variables

Variables Mean SD 1 2 3 4

EL 3.47 1.06 1 -0.201™ 0.110" -0.119
LMX 3.64 0.84 -0.201” 1 -0.310" 0.484™
TOI 2.96 0.91 0.1107 -0.310™ 1 -0.447"
IS 3.57 0.83 -0.119 0.484™ -0.447" 1

#p< 0.05, **p< 0.01, ***p< 0.001.

In the second step of the analysis, whether leader-member exchange has a moderating role on the relationships of
emotional labor between turnover intention and job satisfaction was examined. The moderating role is the
changing of the relationship between two variables on different levels of a third variable. The moderating
variable is defined as a third variable which affects the direction or the power of the relationship between the
dependent and the independent variable (Baron & Kenny, 1986). To analyze the moderating effect, Baron and
Kenny’s analysis method was used. To analyze the moderating effect, the moderating variable and the
independent variable is multiplied and interaction variable is obtained. If the interaction variable is significant,
the moderating role’s presence will be confirmed (Baron & Kenny, 1986).

Hierarchical regression analyses were done to determine whether leader-member exchange has a moderating role
or not. During the analyses, collinearity was also tested to determine whether there is a multicollinearity problem
in the model. The obtained tolerance and VIF values confirmed that there is no multicollinearity among the
independent variables (Tolerance> 0.2, VIF< 10).

In the hierarchical regression analysis done to test H; and H, hypotheses, age, education and tenure in the current
workplace, were used as control variables, emotional labor was used as the independent variable, turnover
intention as the dependent variable and leader-member exchange as the moderating variable; the results of this
analysis are presented in Table 5. Emotional labor and leader-member exchange variables were centralized
before regression analyses (Aiken & West, 1991, Cohen, West, & Aiken, 2003) and interaction variable was
obtained as a result of the multiplication of the two centralized variables.

Table 5. The hierarchical regression analyses results concerning the moderating role of LMX on how EL affects
TOI

Step 1 s Step 2 p Step 3 p

Age -0.125" Age -0.109" Age -0.109"

Education -0.068 Education -0.029 Education -0.028

Tenure -0.041 Tenure -0.013 Tenure -0.013

EL -0.114" EL -0.106" EL -0.105
LMX -0.302"" LMX -0.301™"

EL x LMX -0.053

R’ 0.170 R? 0.343 R? 0.123

AR? 0.029 AR? 0.118 AR? 0.113

F 2.638" F 9.428™" F 12.722™"

#p< 0.05, **p< 0.01, ***p< 0.001.

These analyses showed that the relationship between emotional labor and turnover intention is positive and
significant (f = -0.105, p< 0.05), and therefore, hypothesis H; has been accepted. According to this, the increase
in emotional labor level is a factor which increases the turnover intention of the employees.

In the analysis of the moderating role, the interaction variable (EL x LMX) which was calculated as it was
suggested by Baron and Kenny (1986) was included in the regression model and it was proved that it has no
significant effect on turnover intention (f = 0.053, p< 0.05). As a consequence, no moderating role of
leader-member exchange on the relationship of emotional labor and turnover intention was found. According to
this result, Hypothesis H, has been rejected.

Collinearity was also tested to determine whether there is a problem of multicollinearity in the model during the
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hierarchical regression analyses. The obtained tolerance and VIF variables confirmed that there was no
multicollinearity among the variables (Tolerance> 0.2, VIF< 10).

In the hierarchical regression analysis to test the hypotheses H; and Hy, age, education and tenure in the current
workplace were used as control variables, emotional labor was used as the independent variable, job satisfaction
as the dependent variable and leader-member exchange as the moderating variable and the results of these
analyses are presented in Table 6. Emotional labor and leader-member exchange variables were centralized
before regression analyses (Aiken & West, 1991; Cohen et al., 2003) and interaction variable was obtained as a
result of the multiplication of the two centralized variables (EL x LMX).

Table 6. The hierarchical regression analyses results concerning the moderating role of LMX on how EL affects
IS

Step 1 s Step 2 s Step 3 p

Age -0.012 Age -0.010 Age -0.010

Education -0.088 Education -0.029 Education -0.024

Tenure -0.042 Tenure -0.006 Tenure -0.001

EL -0.156" EL -0.104" EL -0.106"
LMX -0.470™ LMX -0.472™"

EL x LMX -0.112"

R? 0.181 R’ 0.495 R’ 0.508

AR? 0.033 AR? 0.245 AR? 0.258

F 2.996" F 23.008™" F 204327

#p<0.05, **p<0.01, ***p<0.001.

These analyses showed that the relationship between emotional labor and job satisfaction is negative and
significant (f = -0.156, p< 0.01) and hypothesis H; has been accepted. According to this, the increase in
emotional labor level affects employees’ job satisfaction negatively.

In the analysis of the moderating role, the interaction variable (EL x LMX) which was calculated as it was
suggested by Baron and Kenny (1986) was included in the regression model and it was proved that it has a
significant and negative effect on job satisfaction (§ = -0.112, p< 0.05). As a consequence, it was found out that
leader-member exchange has a moderating role on the relationship between emotional labor and job satisfaction.
According to this result, Hypothesis H, has been accepted.

Apart from this, to have a more detailed analysis on the direction of the relationship, the significance of the
relationships between emotional labor and turnover intention, when leader-member exchange is low and when it
is high, were tested by a regression curve (Figure 2) (Aiken & West, 1991; Cohen et al., 2003).

5 -
4.5 1
4 -
g e e B -—High LMX
£ 35
g . —@—LowIMX
E 34 ]
2
295 ]
825
2 \
15 4
1 T |

Low Emotional Labor High Emotional Labor

Figure 2. The moderating role of LMX on the relationship between EL and JS
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How the relationship between emotional labor and job satisfaction changes for the different levels (high and low)
of leader-member exchange in Figure 2 is analyzed by the help of Aiken and West’s (1991) simple slopes
analysis. In low and high levels of leader-member exchange values different than zero were obtained. Although
the relationship between emotional labor and job satisfaction continues in a negative way in certain levels of
leader-member exchange, it is possible to state that when leader-member exchange is high, this relationship
weakens. As a result of the interaction of emotional labor and leader-member exchange variables, the whole
model explains the 24.5% of the variance. This finding confirms the one concerning the acceptance of
hypothesis Hy obtained by the help of the regression analysis and it shows that leader-member exchange has a
moderating role on the relationship between emotional labor and turnover intention.

4. Discussion & Conclusion

With the constrictions in market conditions and the cost restrictions in the world economy which have reached to
their final point, business organizations, seeking for a way out have been becoming more and more desperate in
finding a solution. Especially when it is considered that the only and the most important production factor is the
human, the problem grows even bigger. Under these circumstances, the organizations looking for solutions, are
expecting the employees who have face to face communication with the customers to serve them in every way in
the pre or post sale period to gain some new skills. This study was fictionalized as it was thought leader-member
exchange quality might have a significant moderating role on the relationships between emotional labor, which is
considered as one of these new skills, andJS, a positive business manner, which affects the performances of the
employees directly or turnover intention, a negative business manner. The analysis of the moderating role of
leader-member exchange in the relationships between EL-TOI and EL-JS adds distinction to this study.

The analyses applied on the data obtained has shown that there is a positive and significant relationship between
emotional labor and turnover intention (H,=+). Therefore, an increase in the emotional labor level is a variable
which increases turnover intention. However, a negative and significant relationship (H;=+) between emotional
labor and job satisfaction has been found. This means that the increase in emotional labor level affects job
satisfaction negatively. At the end of these analyses, the results obtained in EL-TOI or EL-JS relationships, are
similar to the ones obtained before. During this process it has been proved that despite the fact that the
employees who perform high emotional labor during their relations with customers contribute to their
organizations, the emotional dilemmas they experience in their inner world, decrease their job satisfaction and
increase turnover intention.

In the analyses done to measure the moderating role of leader-member exchange quality, it has been found out
that leader-member exchange has no moderating role on EL-TOI relationship (H,= -). It has been proved that
leader-member exchange quality has no moderating role on turnover intention although high interaction level of
the members with their leaders was expected to play a moderating role as turnover intention, one of the natural
results of emotional negations employees experience when they display high emotional labor, is expected to
increase.

The reason for obtaining such a result contradicting with what was expected at the beginning, the deterioration of
leader-member exchange’s moderating role by the effect of turnover intention’s eight motivators (i.e., affective,
calculative, contractual, behavioral, alternative, normative, moral/ethical, and constituent) determined by Maertz
and Griffeth, (2004), could be mentioned. Affective, calculative and alternative motivators especially, are
believed to deteriorate the moderating role of leader-member exchange quality. For this reason, as for turnover
intention, which is considered an important decision for employees and ‘the beginning of the end’, employees
continue their efforts by the effects of these motivators with determination. And in the sector where this study
was done, factors such as labor turnover being high in some lower positions and job opportunities not being
limited were considered effective.

In this respect, as members who have low-quality and middle-quality leader-member exchange relations with
their leaders are realized to be forced to go out of the system, members who have high-quality leader-member
exchange relations with their leaders are trying to go out of the system by the effects of the motivators contrary
to the expected. To create high-quality leader-member exchange relations enable the members to obtain more
sources, to get more opportunities of new trips, courses, seminars; to be trusted and regarded by the management
and to feel themselves more valued. Because of these reasons, employees with high self-confidence who have
the faith to succeed in alternative positions, business and organizational environments are even claimed to be
supported by their leaders on this issue to gain more material and moral benefits and new opportunities.

In the studies which analyze the relationships of LMX-TOI and LMX-JS in literature, when low-quality and
middle-quality leader-member exchange is enabled, it was determined that when job satisfaction decreases,
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turnover intention increases, and in high-quality leader-member exchange relations, when job satisfaction
increases, turnover intention doesn’t decrease; on the contrary it increases. In LMX-TOI relations, the reason for
high-quality leader-member exchange causing an increase in turnover intention instead of a decrease is claimed
to be eight motivators.

Besides that, the presence of the moderating role of leader-member exchange in the negative relationship
between emotional labor and job satisfaction (H,= +) is approved. According to this, when employees perform
high emotional labor, job satisfaction might decrease, however, the moderating role of high quality interaction
members will have with their leaders will contribute to the increase of job satisfaction again. It has been proved
that emotional labor has a significant effect especially on job satisfaction, concerning the organization or
decrease of the emotional dilemmas of the employees who are able to create high quality leader-member
exchange with their leaders in the workplace, especially in the working areas where emotional labor is used
intensively. As a consequence, job dissatisfaction, a negative business manner which is not at its final point yet,
although it depends on the quality of leader-member exchange may have a moderating role at the beginning for
analysis.

So as a result, it has been stated that although employees’ directing their emotions towards organizational goals
and expectations has positive effects on organizational success, it may have negative outcomes as for the
individuals. Having to feel the emotions which are not written in their job descriptions cause employees to
experience emotional dilemmas. They are expected to perform emotional labor in order to continue serving the
customers in a friendly way because of the motto “the customer is always right” resulting from the concept of
“being customer-focused” and with this concept of modern service manner they have to deal with some
problematic situations in cargo companies such as rude customers, wrong addresses, not being able to find at the
given address, wrong receipts, delays and returns.

In addition to these negativities employees experience, their perception of “what they gain does not meet their
requirements” leads them to experience less job satisfaction and even job dissatisfaction. Therefore, employees
who experience job dissatisfaction will inevitably experience turnover intention in the near future. Therefore,
managers and human resources departments of the organizations should take into consideration that emotional
incompatibility resulting from emotional labor, which may cause an increase in organizational success in the
short run, may have negative outcomes on the employees in the long run and this situation might affect
organizational success negatively again in the long run.

In this respect, leaders’ paving the way for a better interaction will make the members feel themselves more
valued. Businesses organizing trainings concerning this issue will help them face fewer problems about
emotional labor.

In literature although there are studies analyzing the relationships between emotional labor, turnover intention
and job satisfaction, there are very few studies on these in national literature. Besides, no studies were found
analyzing the moderating role of leader-member exchange on the relationship between these variables. The study
is expected to contribute to literature especially in this respect.

There are some limitations in this study. The most important limitation is the study was done on the employees
working in the branches of cargo in a logistic firm. So it is considered as inadequate as it represents neither the
whole sector nor the whole nation. To generalize the results of the study, it should be done on larger sample
groups, in different geographical regions and in different sectors.

Apart from this, especially in sectors where job opportunities don’t allow job changes relatively, the repetition of
this study might help to determine whether the variable leader-member exchange has a moderating role on the
relationship of EL-TOI.

Displaying emotional labor has also two sides within the framework of vertical dyadic relations to which the
theory of leader-member exchange refers to. So trusted and respected leaders who encourage their members to
choose the right emotions and display emotional labor, are also expected to display emotional labor themselves.
But due to the limitations of this study, only the emotional labor perceptions of the employees have been studied.
In addition, although in the factor analysis of the scale used in analyzing the emotional labor perceptions of the
employees, three sub factors were determined, with a holistic approach, determining it as a single factor
assuming it significant and valid with its causes might be considered as a limitation. On the other hand, while the
moderating role of leader-member exchange was being analyzed, employees’ perceptions about the motivators
that motivate their turnover intention not being measured could be considered another important limitation.
Using a scale which includes motivators that motivate turnover intention for future studies would be favorable.
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