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Abstract: In occupational fields where direct interpersonal interaction is intense, emotional labor holds a
significant place as one of the fundamental roles expected from employees. Emotional labor behavior of employees
in the health sector is an effective factor in the quality of the service provided. The aim of this study is to reveal
whether job satisfaction and organizational identification are effective in the emotional labor behavior of
healthcare personnel. In line with the aim of the study, a survey was conducted with 315 healthcare personnel
working in a university hospital in the Southeastern region of Turkey. The survey, which was carried out by
convenience sampling method, was applied face to face. The data of the study were analyzed using the SPSS 23
software package, and regression analysis was employed to test the research hypotheses. As a result of the analyses,
it has been seen that the job satisfaction, organizational identification and emotional labor levels of the health
personnel are at a moderate level. It has been found that the employees exhibit natural emotions the most and show
superficial role-playing behavior the least among emotional labor behaviors. In the study, it has been determined
that job satisfaction and organizational identification contribute positively to emotional labor. Job satisfaction has
a positive effect on deep role-playing among the dimensions of emotional labor, while it has no significant effect
on superficial role-playing and natural behaviors. In addition, it has been observed that organizational
identification positively affects all sub-dimensions of emotional labor.
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Saghk Personellerinde Duygusal Emegin Onciilleri: Is Doyumu ve Orgiitsel Ozdeslesme

Oz: Insanla birebir temasin yogun yasandig1 is alanlarinda, calisanlardan beklenen temel rollerden biri olarak
duygusal emek 6nemli bir yer tutmaktadir. Saglik sektoriinde ¢aliganlarin duygusal emek davranislari sunulan
hizmetin kalitesinde etkili bir unsurdur. Bu ¢alismanin amaci saglik personelinin duygusal emek davranisi
sergilemesinde is doyumu ve orgiitsel 6zdeslesmenin etkili olup olmadigini ortaya koymaktir. Calismanin amact
dogrultusunda olusturulan bir anket Ulkemizin Giineydogu bolgesinde bulunan bir Universite hastanesinde ¢alisan
315 saglik personeli ile yapilmistir. Kolayda 6rneklem metodu ile gergeklestirilen anket yiiz yiize uygulanmistir.
Aragtirmanin verileri SPSS23 paket programi kullanilmis ve aragtirmanin hipotezlerini test etmek i¢in regresyon
analizinden faydalanilmistir. Analizler sonucunda saglik personelinin is doyumu, orgiitsel 6zdeslesme ve duygusal
emek diizeylerinin orta diizeyde oldugu goriilmiistiir. Calisanlarin duygusal emek davranislarindan en ¢ok dogal
duygular sergiledigi, en az ise yiizeysel rol yapma davranisi gosterdigi bulunmustur. Calismada is doyumu ve
orgiitsel 6zdeslesmenin duygusal emege olumlu katkida bulundugu tespit edilmistir. Is doyumunun duygusal emek
boyutlarindan derinden rol yapmay1 pozitif bir sekilde etkiledigi goriiliirken, yiizeysel rol yapma ve dogal
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davranislar boyutlar1 {izerinde anlamli bir etkisinin olmadigi belirlenmistir. Ayrica calismada Orgiitsel
0zdeslesmenin duygusal emege ait tiim alt boyutlar1 pozitif bir sekilde etkiledigi goriilmiistiir.

Anahtar Kelimeler: Duygusal Emek, is Doyumu, Orgiitsel Ozdeslesme, Saglik Personeli

Introduction

Emotions and emotional labor occupy a significant place in professional life. Emotional labor
refers to the regulation and display of emotions and behaviors not as spontaneous or natural reactions,
but as deliberately controlled responses aligned with organizational goals (Oguz & Ozkul, 2016).
Emotional labor constitutes a critical competency, particularly in occupations that require high levels of
interpersonal interaction, such as education and healthcare, where employees must effectively manage
and regulate their emotions (Aslan, 2023 ; Brotheridge & Grandey, 2002). Due to the human-centered
nature and prevalence of face-to-face interaction in the service sector, employees are expected to
monitor and regulate their emotional expressions (Akcay & Coruk, 2012 ; Brotheridge & Grandey,
2002). Within this context, it is essential for service employees to engage with clients in a sincere and
empathetic manner, delivering high-quality services that address the clients' needs and expectations.

As a domain within the service sector, healthcare institutions require employees to be in constant
interaction with individuals. Therefore, healthcare professionals are expected to regulate their emotions
and exhibit emotional labor behaviors during service delivery (Oz & Baykal, 2017). Given the nature of
their work, which involves complex and emotionally charged interactions with patients, patients'
relatives, and colleagues, healthcare professionals frequently engage in emotional regulation,
positioning healthcare as a field where emotional labor is inherently demanded (Diefendorff et al., 2011;
Giizel et al., 2024). A meta-analysis examining factors influencing turnover intention among nurses
revealed that emotional labor is the most significant determinant of the intention to leave the profession
(Y. Lee & Kang, 2018).

Healthcare professionals are expected to display contextually appropriate emotions and adopt an
empathetic, kind, compassionate, and understanding demeanor, while simultaneously suppressing or
regulating negative emotions such as anger, stress, sadness, and frustration (Gonnelli et al., 2016). In
other words, the suppression of negative emotions and the expression of positive ones can be considered
an inherent requirement of their professional roles in the provision of healthcare services. When
employees are unable to effectively regulate or manage these emotional demands, they may experience
adverse outcomes such as increased stress, burnout, and emotional dissonance. Therefore, examining
emotional labor within the context of healthcare professionals is of critical importance.

Previous research has primarily focused on the impact of emotional labor on job satisfaction and
organizational identification. However, studies examining the reverse relationship—namely, how job
satisfaction and organizational identification influence emotional labor and its subdimensions—remain
notably limited. This study aims to address this gap by simultaneously exploring the effects of job
satisfaction and organizational identification on emotional labor and its dimensions. It can be
hypothesized that employees with higher levels of job satisfaction and stronger organizational
identification are more capable of regulating their emotions and are more likely to engage in emotional
labor. A review of the literature reveals a lack of comprehensive models investigating the joint impact
of job satisfaction and organizational identification on the subdimensions of emotional labor—namely
surface acting, deep acting, and genuine expression. In this context, the central research question of the
present study is whether healthcare workers’ levels of job satisfaction and organizational identification
significantly influence their engagement in these dimensions of emotional labor. The findings of this
study are expected to contribute to a deeper understanding of healthcare personnel and support the
development of more effective strategies for managing and supporting them in their roles.
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Theoretical Framework

This section provides a general overview of the key concepts utilized in the study, namely job
satisfaction, organizational identification, and emotional labor.

Job Satisfaction

As one of the most significant indicators of employee well-being and mental health, job
satisfaction has been extensively studied within the fields of human resource management and
organizational behavior (Peng et al., 2013; Zhu, 2013). It has emerged as a fundamental component that
must be cultivated within the workplace in order to sustain a competitive workforce (Dodanwala et al.,
2023).

Job satisfaction is regarded in the literature as a factor that influences both positive work behaviors
and organizational commitment, particularly in relation to emotional regulation and the work
environment (Altas et al., 2024). It has been defined as a pleasurable emotional state resulting from the
perception that one’s job allows for the fulfillment of personal goals or facilitates progress toward such
goals (Locke, 1969). According to Kalleberg (1977), job satisfaction reflects an individual’s overall
emotional orientation toward their current job. Heslop et al. (2002) describe job satisfaction as the
perceived discrepancy between an employee’s expectations, needs, or values related to work and what
the job actually provides.

The significance of job satisfaction becomes evident when considering its numerous negative
consequences, such as decreased organizational commitment, increased turnover intention, and a rise in
workplace accidents (Aziri, 2011). Job satisfaction is recognized as a key driver for employee retention
and workforce productivity. Employee satisfaction is a prerequisite for the emergence of various
positive organizational outcomes, including productivity, a sense of responsibility, acceptance of quality
standards, and service excellence (Ali & Anwar, 2021). As a critical indicator of how employees feel
about their work, job satisfaction can serve as a determinant of several workplace behaviors, such as
motivation, efficiency, job performance, organizational citizenship, absenteeism, and turnover (Mishra,
2013; Mosadeghrad & Ferdosi, 2013 Cakan et al., 2024; Coban & Giimiis, 2025).

Spector (1997), after examining the most widely used instruments for measuring job satisfaction,
identified several core components of job satisfaction, including perceived recognition, effective
communication, respect for colleagues, social benefits, working conditions, job characteristics,
organizational quality, organizational policies and procedures, compensation, opportunities for personal
development and advancement, appreciation, job security, and supervision. Bharadwaj et al. (2022)
emphasize that job satisfaction emerges from organizational policies and practices such as training and
development programs, harmonious interpersonal relationships, recognition and reward systems, work-
life balance initiatives, and an innovative organizational culture. In addition, autonomy, participation in
decision-making regarding change, social support, team cohesion, and strategies aimed at reducing
work-related stress are also identified as important factors contributing to job satisfaction (Penconek et
al., 2021; Bayat & Sezer, 2018).

Organizational identification, which has long been regarded as a significant phenomenon in the
organizational behavior literature, plays a critical role in shaping both individual job satisfaction and
overall organizational effectiveness (Mael & Ashforth, 1992). Organizational identification is grounded
in Social Identity Theory, a predominant psychological approach to understanding identification. This
theory explains how individuals form their self-concepts based on the identities of the groups to which
they belong. Social identity is shared among group members and emphasizes perceived similarities
within the group. By internalizing the prototypical characteristics of the group, members depersonalize
their self-concept and define themselves in terms of group membership (Lee et al., 2015; Tajfel, 1978).
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Individuals tend to identify with specific groups in order to reduce uncertainty and gain access to
desired resources. These groups, in turn, provide frameworks for expected behaviors, attitudes, and
norms (Karanika-Murray et al., 2015). Organizational identification is conceptualized as a cognitive
phenomenon that reflects the alignment between individual and organizational values, or the process
through which individuals define their self-concept in terms of being part of an organization (Riketta,
2005). It serves to bind individuals to the organization, making the organization’s values, goals, and
norms salient and identity-defining for the individual. As this process unfolds, the boundaries between
the individual and the organization become increasingly blurred. Consequently, an employee who
strongly identifies with the organization may come to represent a microcosm of the organization itself
(Ashforth et al., 2008).

Organizational identification is associated with various job-related attitudes and behaviors,
including commitment, organizational citizenship behavior, and turnover intention (Salvatore et al.,
2018). Employees with a strong sense of identification typically hold positive evaluations of their
workplace and are therefore more likely to engage in constructive and cooperative behaviors at work
(Ren et al., 2024). As individuals’ level of organizational identification increases, so does their tendency
to think and act from an organizational perspective (Dutton et al., 1994). When employees identify with
their organization, they are more likely to act in alignment with its goals and expectations, exhibiting
behaviors that serve the interests of the organization (Bullis & Tompkins, 1989 ; Karadirek, 2023). In
other words, employees who internalize the values and objectives of their organization are more capable
of regulating their emotions and may demonstrate higher levels of surface acting, deep acting, and
genuine emotional expressions as part of their emotional labor.

Since the interests of the organization are inherently aligned with those of the individual, a lack
of organizational identification may lead to inconsistencies in goals and motivation, ultimately resulting
in reduced motivation and job satisfaction (Karanika-Murray et al., 2015). Haslam et al. (2003) argue
that without organizational identification, effective organizational communication, mutual interaction,
comprehensive planning, and leadership cannot be successfully achieved.

Emotional Labor

The concept of emotional labor was first introduced into the literature by Hochschild. Hochschild
(1983) defined emotional labor as the regulation of emotions in ways that are visibly manifested through
facial expressions and bodily gestures. Since then, the concept has been explored by various researchers
and described in different ways. According to Diefendorff et al. (2011), emotional labor involves
employees managing their emotional expressions and behaviors in a manner that facilitates the
achievement of organizational goals. Aslan (2023) describes emotional labor as the employee's
engagement in emotional patterns required by the nature of their work. In light of these definitions,
emotional labor can be broadly defined as an individual's ability to manage emotions in accordance with
expected behaviors shaped by job requirements, particularly in interactions with others (Kizanlikli &
Unliidnen, 2016).

Emotional labor involves the amplification, modification, or suppression of one's emotions in
order to alter the outward expression of feelings (Grandey, 2000). This requires individuals to manage
their emotional displays according to situational demands, regardless of their actual emotional states
(Altas et al., 2024). For instance, while customer service employees may perceive smiling as a strategy
to secure repeat business, tax officers or law enforcement personnel might consider a display of anger
as the most appropriate response in certain contexts (Grandey, 2003; Ata et al., 2021). Empirical
research supports this view, revealing significant variations in emotional labor requirements across
occupations. Jobs such as sales positions demand high levels of emotional labor, whereas roles like data
entry operators tend to involve lower emotional labor demands (Bhave & Glomb, 2016).
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The behaviors that constitute emotional labor are generally examined through a three-dimensional
framework. These dimensions are surface acting, deep acting, and genuine expression (Basim &
Begenirbas, 2012).

In surface acting, employees do not express their genuine emotions (Giilsen & Ozmen, 2020);
instead, they choose to mask their true feelings rather than display them authentically (Brotheridge &
Grandey, 2002; Grandey, 2003). Surface acting is often adopted as a strategy to help employees fulfill
their job roles more effectively and efficiently (Pandey & Singh, 2016). However, research also indicates
that engaging in surface acting can lead to increased stress levels and reduced job satisfaction among
employees (Sousan et al., 2022).

Deep acting refers to a sincere form of emotional engagement in which employees genuinely
experience and express the emotions required by their roles, rather than acting according to a pre-
scripted emotional display (Grandey, 2000). In this form of emotional labor, individuals attempt to
internally generate the emotions that are appropriate for the situation and consistent with organizational
expectations (Giilsen & Ozmen, 2020). The individual makes a conscious effort to align their internal
emotional state with the desired role, particularly in line with institutional priorities, and aims to convey
those emotions authentically to others (Brotheridge & Grandey, 2002). For example, a nurse who
genuinely feels and empathizes with a patient's pain can be seen as engaging in deep acting (Pandey &
Singh, 2016).

Ashforth and Humphrey (1993) expanded Hochschild’s two-dimensional perspective on
emotional labor by introducing a third dimension—genuine expression—which accounts for emotional
displays that stem from employees’ naturally felt emotions. Genuine emotions refer to instances in
which the emotions expressed by employees are aligned with their authentic inner feelings (Begenirbas
& Turgut, 2014). Unlike surface and deep acting, the expression of genuine emotions does not involve
a sense of obligation or deliberate effort; rather, it reflects the employee’s spontaneous and sincere
emotional response (Basim & Begenirbas, 2012). Genuine expression occurs when there is congruence
between the employee’s actual emotional state and the emotional display expected by the organization
(Aslan, 2023). For example, a nurse crying after the death of a patient can be considered an instance of
genuine emotional expression (Dogan & Sigr1, 2017).

Literature Review

This section presents a review of the literature, beginning with the relationship between job
satisfaction and emotional labor, followed by the relationship between organizational identification and
emotional labor.

The Relationship Between Job Satisfaction and Emotional Labor

Studies examining the relationship between job satisfaction and emotional labor across different
occupational groups have generally revealed a positive association between the two variables (Bhave &
Glomb, 2016; Karakas et al., 2016). Research focusing on the subdimensions of emotional labor has
produced mixed findings. While some studies have reported a positive relationship between job
satisfaction and surface acting (Karakas & Gokmen, 2018; Kizanlikli & Unliionen, 2016), others have
indicated a negative relationship (Bagc1 & Akbas, 2019; Bhave & Glomb, 2016; Jiang et al., 2013;
Mengenci, 2015). Additionally, several studies have found no significant relationship between job
satisfaction and surface acting (Bigkes et al., 2014; Xu et al., 2020). As for the relationship between job
satisfaction and deep acting, the majority of studies suggest a positive correlation between the two
(Bagc1 & Akbas, 2019; Jiang et al., 2013; Kizanlikli & Unliiénen, 2016; Mengenci, 2015; Xu et al.,
2020), though a few studies have concluded that no significant relationship exists (Bigkes et al., 2014;
Karakas & Gokmen, 2018). Regarding job satisfaction and genuine expression, most studies have
reported a positive relationship between these variables (Bickes et al., 2014; Kizanlikli & Unliiénen,
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2016; Mengenci, 2015), although some studies found no significant association (Karakas & Gokmen,
2018).

Studies conducted with healthcare professionals have reported varying findings regarding the
relationship between emotional labor and job satisfaction. In their study with healthcare workers, Pandey
and Singh (2016) found that surface acting was associated with higher levels of job satisfaction, whereas
deep acting was linked to lower job satisfaction. In a study conducted with physicians, it was observed
that displaying surface behaviors during emotional labor was associated with decreased job satisfaction,
while no significant relationship was found between deep acting and job satisfaction (Oral & Kose,
2011). Another study with physicians reported a negative relationship between job satisfaction and
surface acting, and a positive relationship between job satisfaction and genuine expression. However,
no significant association was identified between job satisfaction and deep acting (Kiligaslan, 2019).
Lee and Jang (2020), in their research with nurses, found that deep acting was positively related to job
satisfaction, while surface acting showed no significant relationship. Similarly, Wu et al. (2018) found
that surface acting was negatively associated with job satisfaction, whereas deep acting was positively
associated with it among nurses.

The Relationship Between Organizational Identification and Emotional Labor

Studies conducted on various sample groups have consistently found that organizational
identification is positively associated with emotional labor behaviors (Biiyiikyllmaz & Ozer, 2021;
Kaplan et al., 2023; Karadirek, 2023; Toére & Erel, 2020; Uludag et al., 2023). In other words,
organizational identification contributes positively to employees’ engagement in emotional labor.

Several studies examining the relationship between organizational identification and the
emotional labor subdimension of surface acting have produced mixed results. While some have reported
a positive relationship between the two variables (Karadirek, 2023; Tore & Erel, 2020; Yan et al., 2014),
others have identified a negative relationship (Kirmizigiil et al., 2019), and some have found no
significant relationship (Biiyiikyilmaz & Ozer, 2021). When considering the relationship between
organizational identification and deep acting, most studies have demonstrated a positive association
(Biiyiiky1llmaz & Ozer, 2021; Kirmizigiil et al., 2019; Tére & Erel, 2020; Yan et al., 2014), although
some have reported no significant correlation (Karadirek, 2023). Regarding the link between
organizational identification and genuine expression, the majority of studies indicate a positive
relationship between these variables (Biiyiikyilmaz & Ozer, 2021; Kirmizigiil et al., 2019; Tére & Erel,
2020; Yan et al., 2014), though a few have found no statistically significant association (Karadirek,
2023). Additionally, a study conducted with healthcare professionals found that organizational
identification was positively associated with all three dimensions of emotional labor: surface acting,
deep acting, and genuine expression (Kuru, 2021).

Research Hypotheses

Based on the literature review presented above regarding the relationship between job
satisfaction, organizational identification, and emotional labor, the following hypotheses are proposed:

HI: Job satisfaction significantly affects emotional labor.

H2: Organizational identification significantly affects emotional labor.
H3: Job satisfaction significantly affects surface acting.

H4: Organizational identification significantly affects surface acting.
HS5: Job satisfaction significantly affects deep acting.

Hé6: Organizational identification significantly affects deep acting.
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H7: Job satisfaction significantly affects genuine expression.

HS: Organizational identification significantly affects genuine expression.

Research Methodology

This section outlines the research model developed in line with the purpose of the study, along
with details regarding the study population and sampling method, as well as the data collection
instruments employed.

Research Model

This study investigates the effects of job satisfaction and organizational identification on
emotional labor and its subdimensions. The conceptual model developed for this purpose is presented
in Figure 1.

Job Satisfaction

\ Emotional Labor
Surface Acting

Deep Acting

Genuine Expression

Organizational
Identification

Figure 1. Research Model

In the model presented in Figure 1, job satisfaction and organizational identification are
considered independent variables, while emotional labor and its subdimensions are treated as dependent
variables.

Population and Sample

The population of this study consists of healthcare personnel working at a university hospital
located in the Southeastern region of Turkey. Data were collected between July 26 and August 4, 2023.
During this period, the total number of healthcare personnel employed at the hospital was 1,505. Given
that emotional labor is particularly relevant in occupations requiring face-to-face interaction—especially
among healthcare workers—the study was conducted specifically with this group (Diefendorft et al.,
2011; Giizel et al., 2024).

As this study aims to examine the effects of job satisfaction and organizational identification on
emotional labor and its subdimensions, a relational survey design, one of the quantitative research
models, was employed. Data were collected through a face-to-face questionnaire. Before administering
the survey—conducted using a convenience sampling method—participants were informed that
participation was voluntary, their responses would remain confidential and not be shared with any
individual or institution, and any unclear points in the questionnaire were explained. A total of 400
questionnaires were distributed, of which 332 were returned. Among the returned questionnaires, 17
were excluded from the analysis due to incomplete or incorrect responses. As a result, analyses were
conducted based on 315 valid questionnaires. The sample size of 315 was determined to be sufficient to
represent the target population with a 95% confidence level and a 5% margin of error (Biiylikoztiirk,
2009; Krejcie & Morgan, 1970). The data were analyzed using the SPSS 23 statistical software package.
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Based on the socio-demographic data presented in Table 1, it was determined that 52.7% of the
employees were female, while 47.3% were male. In terms of age, the majority of employees (33.3%)
were in the 20-29 age group, followed by those aged 30-39 (31.1%). This suggests that the study sample
predominantly consists of younger employees. Regarding educational background, most employees held
a bachelor’s degree (36.2%) or an associate degree (20.3%), indicating that the majority of hospital staff
are higher education graduates. In terms of profession, nurses constituted the largest group, representing
29.8% of the sample. With respect to total years of employment at the institution, most employees
reported having worked for 6-9 years (28.6%) and 3—6 years (25.1%).

Table 1 below presents the socio-demographic characteristics of the 315 employees who comprise
the sample of the study.

Table 1. Socio-Demographic Characteristics of the Employees

Variables Groups N %
Female 166 52.7

Gender Male 149 473
18-20 38 12.1

21-29 105 333

30-39 98 31.1
40-49 49 15.6

50-59 19 6.0

Age 60 and above 6 1.9
Primary School 25 7.9
Secondary School 48 15.2
High School 43 13.7

Associate Degree 64 20.3
Bachelor's Degree 114 36.2

Education Level Postgraduate 21 6.7
Physician 28 8.9

Nurse 94 29.8

Midwife 30 9.5

Dietitian 21 6.7

Physiotherapist 14 44

Health Officer 52 16.5

Laboratory Technician 16 5.1
Medical Technician 9 2.9
Profession Other 51 16.2
Less than 3 years 47 14.9
Between 3—-6 years 79 25.1
Between 6-9 years 90 28.6
Between 9-12 years 26 8.3
Between 12—-15 years 45 14.3
Total Years of Employment 15 years and above 28 8.9
Total 315 100.0

Data Collection Instruments

The questionnaire developed for this study included five variables to measure the socio-
demographic characteristics of the employees. These variables were gender, age, education level,
profession, and length of employment at the institution.

In the study, a scale consisting of five statements and a single dimension developed by Hackman
and Oldham (1975), which is frequently used in the literature to measure employees' job satisfaction
levels, was used. The Turkish adaptation of the scale was translated by Basim and Sesen (2009), and its



Emin Yasar, M. & Géniil, F. / Anemon Musg Alparslan Universitesi Sosyal Bilimler Dergisi, 2025 13(3) 1361-1395 1369

validity was assessed by Cetin and Basim (2011). In their study, Cetin and Basim (2011) confirmed the
scale’s validity and reported an acceptable reliability coefficient (Cronbach's Alpha = 0.79). The version
of the scale used in the present study was taken from Yagin’s (2016) doctoral dissertation. In Yasin’s
(2016) study, the reliability of the scale was calculated as 0.87, while in the current study, the reliability
coefficient was found to be 0.93, indicating a high level of internal consistency.

In order to measure employees' levels of organizational identification, a single-dimensional scale
consisting of six statements developed by Mael & Ashforth (1992) and adapted into Turkish by Tak &
Aydemir (2004) was used. Tak and Aydemir (2004) reported a reliability coefficient (Cronbach’s Alpha)
of 0.88 for the Turkish version of the scale. In the present study, the reliability coefficient was calculated
as 0.86, indicating a high level of internal consistency.

The study utilized a scale developed by Diefendorff et al. (2005) and adapted into Turkish by
Basim & Begenirbas (2012) to measure employees' perceptions of emotional labor. The scale consists
of 13 items and is structured around three dimensions. Items 1 to 6 measure surface acting, items 7 to
10 measure deep acting, and items 11 to 13 assess the dimension of genuine expression. In the study
conducted by Basim and Begenirbas (2012), the overall reliability of the scale was reported as 0.80,
whereas in the present study, the scale’s overall reliability coefficient was calculated as 0.79, indicating
acceptable internal consistency.

The scales used in the study were adapted into Turkish due to their high reliability and frequent
use in similar studies. The scales used in the study were 5-point Likert scales, ranging from “1=Strongly
disagree” to “5=Strongly agree.”

Research Findings

This section presents the descriptive statistics of the scales used in the study, the results of the
correlation analysis, and the findings related to the established regression models.

Descriptive Statistics of the Scales

Descriptive statistics for the job satisfaction, organizational identification, and emotional labor
scales used in the study were calculated, and the results are presented in Table 2.

Table 2. Descriptive Statistics of the Scales

Scales n = sd Kurtosis Skewness  Cronbach’s Alpha
Job Satisfaction 315 328 1.28 -0.208 -1.261 0.930
Organizational Identification = 315  3.31 1.02 -0.338 -0.821 0.862
Surface Acting 315 270 0.99 0.192 -0.654 0.821
Deep Acting 315 333 1.00 -0.349 -0.678 0.832
Genuine Expression 315 356  1.08 -0.493 -0.647 0.827
Emotional Labor 315 3.09  0.70 -0.366 -0.041 0.794

The descriptive statistics for the scales given in Table 2 show that employees' job satisfaction
scores were 3.28 and their organizational identification scores were 3.31, which are close to each other.
When the mean scores of the emotional labor scale and its subdimensions are considered, surface acting
was found to have the lowest average (2.70), while deep acting and genuine expression had higher
averages of 3.33 and 3.56, respectively. The overall mean score for emotional labor was calculated as
3.09. These results suggest that surface acting is the least frequently exhibited dimension, whereas
genuine expression is the most prominent among employees.

The skewness and kurtosis coefficients related to the scales were examined, and it was determined
that the skewness values ranged from -0.493 to 0.192, while the kurtosis values ranged from -1.261 to -
0.041. Skewness and kurtosis values between -2 and +2 are considered sufficient for normal distribution
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(Garson, 2012; Hair et al., 2010). Therefore, it can be said that all scales used in the study show normal
distribution.

The reliability of the scales was assessed based on Cronbach’s Alpha coefficients. As the
reliability coefficients of the scales ranged between .794 and .930, it can be stated that all scales used in
the study demonstrated sufficient internal consistency (Field, 2013; Kalayci, 2010).

Correlation Analysis

Correlation analysis is a statistical method used to determine the direction and strength of the
relationship between two variables. The correlation coefficient (r) ranges between -1 and +1, indicating
both the direction and degree of the relationship. A positive r value signifies a direct relationship, while
anegative r value indicates an inverse relationship. The closer the absolute value of r is to 1, the stronger
the relationship; conversely, values closer to 0 suggest a weaker relationship (Durmus, Yurtkoru &
Cinko, 2013, 143—-144). The results of the correlation analysis conducted to examine the relationship
between job satisfaction, organizational identification, and emotional labor are presented in Table 3.

Table 3. Correlation Analysis Results on the Relationship Between Job Satisfaction,
Organizational Identification, and Emotional Labor

Scales JS O1 SA DA GE EL
1. Job Satisfaction 1
2. Organizational Identification = .581%** 1
3. Surface Acting 212%%  216%* 1
4. Deep Acting 352%% 0 309%* 244 1
5. Genuine Expression 254%%  3309%* -.032 373%* 1
6. Emotional Labor J386%*  399%*  754%*  736**  501** 1

**<0.01

Upon examining Table 3, a strong and positive correlation was found between job satisfaction
and organizational identification (r = 0.581, p < 0.01). A weak but statistically significant relationship
was observed between job satisfaction and surface acting (r = 0.212, p < 0.01) as well as between job
satisfaction and genuine emotional expression (r = 0.254, p <0.01). In contrast, the relationship between
job satisfaction and deep acting was found to be moderate and significant (r =0.352, p <0.01). Similarly,
job satisfaction showed a moderate and significant correlation with overall emotional labor (r = 0.386,
p <0.01). When examining the relationship between organizational identification and emotional labor,
a weak but significant correlation was found between organizational identification and surface acting (r
=0.216, p <0.01), whereas moderate and significant correlations were identified between organizational
identification and deep acting (r = 0.309, p < 0.01), and between organizational identification and
genuine expression (r = 0.339, p < 0.01). Moreover, a moderate and statistically significant relationship
was found between organizational identification and overall emotional labor (r = 0.399, p < 0.01).

Regression Analyses

Regression analysis is a statistical method used to examine the causal relationship between
dependent and independent variables and to make predictions based on that relationship
(https://avys.omu.edu.tr/storage/app/public/gb). In order to test the proposed hypotheses, four regression
models were developed in this study and analyzed using multiple regression analysis. The findings
related to the first regression model, which examines the effects of job satisfaction and organizational
identification on emotional labor, are presented in Table 4.

Table 4. Regression Analysis Findings on the Effect of Job Satisfaction and Organizational
Identification on Emotional Labor

B Standard Error B t p VIF

Dependent Variable
(Emotional Labor)
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Constant 2.079 0.124 16.806 0.000
Job Satisfaction 0.127 0.034 0.232  3.723 0.000 1.510
Organizational Identification 0.181 0.043 0264 4234 0.000 1.510

Adjusted R? = .190; R* = .195
F=137.847, p<0.05
Durbin-Watson = 2.023

According to the regression analysis results presented in Table 4, the overall model was found to
be statistically significant (p < 0.05). The findings indicate that job satisfaction has a positive and
significant effect on emotional labor (f = 0.232, p = 0.000), thereby supporting the study's first
hypothesis: H1: Job satisfaction significantly affects emotional labor. The same table also shows that
organizational identification positively and significantly influences emotional labor (f = 0.264, p =
0.000), confirming the second hypothesis of the study: H2: Organizational identification significantly
affects emotional labor. Among the two independent variables, organizational identification (§ = 0.264)
exerts a stronger influence on emotional labor compared to job satisfaction ( = 0.232). Together, these
two variables explain 19% of the variance in emotional labor (Adjusted R? =.190). Furthermore, based
on the VIF value (1.510) and the Durbin-Watson statistic (2.023), it can be concluded that there are no
issues of multicollinearity or autocorrelation within the regression model (Biiyiikoztiirk, 2009; Kalayci,
2010).

The findings of the second regression model, which examines the effects of job satisfaction and
organizational identification on the surface acting subdimension of emotional labor, are presented in
Table 5.

Table 5. Regression Analysis Findings on the Effect of Job Satisfaction and Organizational
Identification on Surface Acting

Dependent Variable (Surface

Acting) B Standard Error B t p VIF

Constant 1.917 0.191 10.057  0.000
Job Satisfaction 0.102 0.052 0.131 1.941 0.053 1.510
Organizational Identification 0.136 0.066 0.140  2.066 0.040 1.510

Adjusted R? = .052; R?=.058
F =9.589, p<0.05
Durbin-Watson = 2.152

According to the findings presented in Table 5, the regression model is statistically significant
(p<.05). However, the results indicate that job satisfaction does not have a statistically significant effect
on surface acting (B = 0.131, p = 0.053, p > .05). Therefore, the hypothesis H3: Job satisfaction
significantly affects surface acting is not supported. In contrast, organizational identification was found
to have a positive and significant effect on surface acting (B = 0.140, p<.05), thus supporting the
hypothesis H4: Organizational identification significantly affects surface acting. Organizational
identification explains approximately 5.2% of the variance in surface acting (Adjusted R* = .052).
Moreover, based on the VIF (1.510) and Durbin-Watson (2.152) values, there is no indication of
multicollinearity or autocorrelation issues in the model.

The third regression model, which examines the effects of job satisfaction and organizational
identification on the deep acting dimension of emotional labor, was analyzed, and the findings are
presented in Table 6.

Table 6. Regression Analysis Findings on the Effect of Job Satisfaction and Organizational
Identification on Deep Acting

B Standard Error B t p VIF

Dependent Variable (Deep
Acting)

Constant 2.150 0.184 11.694  0.000




1372 Emin Yasar, M. & Géniil, F. / Anemon Mus Alparslan Universitesi Sosyal Bilimler Dergisi, 2025 13(3) 1361-1395

Job Satisfaction 0.204 0.051 0.260 4.036 0.000 1.510
Organizational Identification 0.154 0.063 0.157 2437 0.015 1.510
Adjusted R? = .135; R?=.140
F =25.423, p<0.05
Durbin-Watson = 1.822

According to Table 6, the regression model was found to be statistically significant (p<.05). The
results show that job satisfaction has a positive and significant effect on deep acting (f = 0.260, p =
0.000), thereby supporting the hypothesis: HS: Job satisfaction significantly affects deep acting. The
same table also indicates that organizational identification positively and significantly influences deep
acting (B = 0.157, p<.05), confirming the hypothesis: H6: Organizational identification significantly
affects deep acting. Among the two independent variables, job satisfaction (B = 0.260) has a stronger
effect on deep acting than organizational identification ( = 0.157). Together, these variables explain
13.5% of the variance in deep acting (Adjusted R? = .135). In addition, the VIF value (1.510) and the
Durbin-Watson statistic (1.822) indicate that the model does not suffer from multicollinearity or
autocorrelation problems.

The findings of the final regression model, which examines the effects of job satisfaction and
organizational identification on the genuine expression dimension of emotional labor, are presented in
Table 7.

Table 7. Regression Analysis Findings on the Effect of Job Satisfaction and Organizational
Identification on Genuine Expression
Dependent Variable (Genuine

Expression) B Standard Error B t p VIF
Constant 2.311 0.200 11.526  0.000

Job Satisfaction 0.073 0.055 0.087 1332 0.184 1.510

Organizational Identification 0.305 0.069 0.288 4415 0.000 1.510

Adjusted R? = .114; R?=.120
F =21.224, p<0.05
Durbin-Watson = 1.964

An examination of the findings in Table 7 reveals that the regression model is statistically
significant (p<.05). According to the analysis results, the effect of job satisfaction on genuine expression
is not statistically significant (B = 0.087, p = 0.184, p >.05). Therefore, the hypothesis H7: Job
satisfaction significantly affects genuine expression is not supported. In contrast, organizational
identification was found to have a positive and significant effect on genuine expression (f = 0.288,
p<.05), thus supporting the hypothesis: H8: Organizational identification significantly affects genuine
expression. Organizational identification explains 11.4% of the variance in genuine expression
(Adjusted R? = .114). Additionally, the VIF value (1.510) and Durbin-Watson statistic (1.964) indicate
that the model does not suffer from multicollinearity or autocorrelation issues.

Discussion and Conclusion

Patient satisfaction has become a critical indicator of the quality of healthcare services. In order
to ensure effective, efficient, and high-quality healthcare delivery, healthcare professionals are
increasingly required to exhibit advanced levels of emotional labor in managing interactions with
patients and their relatives (Pandey & Singh, 2016, 551; Ren et al., 2024). Research indicates that
healthcare personnel frequently encounter a wide range of challenges in the workplace that demand
effective emotional regulation (Altas et al., 2024, 1). Ensuring job satisfaction and fostering
organizational identification among healthcare employees can help them better cope with these
challenges. In turn, this may lead to more positive work attitudes and enhance their ability to display
appropriate emotional responses in line with job demands. In this context, the primary aim of the present
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study was to examine whether job satisfaction and organizational identification significantly influence
the emotional labor behaviors of healthcare workers.

The findings of the study indicate that healthcare personnel exhibited moderate levels of job
satisfaction, organizational identification, and emotional labor. Among the dimensions of emotional
labor, employees were found to engage most frequently in genuine expression, and least frequently in
surface acting. In other words, it can be inferred that employees tend to act with authentic emotions
rather than displaying fake or suppressed emotions while providing healthcare services.

In the first regression model developed within the scope of the study, the effects of job satisfaction
and organizational identification on emotional labor were evaluated. The analysis revealed that both
variables have a positive and significant effect on emotional labor. Accordingly, it can be expected that
as healthcare employees’ job satisfaction and organizational identification levels increase, their
engagement in emotional labor will also increase. In other words, employees who are satisfied with their
jobs and working conditions, and who feel a strong connection to their organization, are more likely to
regulate their emotions in alignment with work demands. To date, there appears to be a lack of studies
in the literature that examine the combined effect of job satisfaction and organizational identification on
emotional labor. However, studies analyzing the individual effects of each variable do exist. For
instance, Karakas et al. (2016) found a significant relationship between emotional labor and job
satisfaction. Similarly, Altas et al. (2024) emphasized that when the work environment is perceived
positively and job satisfaction increases, healthcare employees' capacity to engage in emotional labor
improves significantly. Studies investigating the relationship between organizational identification and
emotional labor across different sample groups have also demonstrated a positive association between
these two variables (Biiyiikyilmaz & Ozer, 2021; Kaplan et al., 2023; Karadirek, 2023; Tore & Erel,
2020). These findings suggest that employees who internalize organizational values and goals are more
likely to regulate their behaviors in ways that align with organizational interests. Conversely, when
employees lack a sense of identification with their organization, they tend to derive less value from
group membership, are less inclined to adhere to group norms, and are less likely to act in the interest
of the organization (Deniz & Aydogan, 2020).

In the second regression model established in this study, it was found that job satisfaction does
not significantly affect surface acting, which is a dimension of emotional labor, whereas organizational
identification does have a significant effect on surface acting. Previous research suggests that surface
acting is the most frequently employed emotional labor strategy among healthcare workers (Giilsen &
Ozmen, 2020, p. 151). The literature reveals inconsistent findings regarding the relationship between
job satisfaction and surface acting. For instance, Mengenci (2015) argued that employees with low job
satisfaction are more likely to engage in surface acting. A meta-analysis by Hiilsheger & Schewe (2011)
also reported a negative association between surface acting and job satisfaction. Similarly, studies
conducted with healthcare professionals have found negative correlations between surface acting and
job satisfaction (Altas et al., 2024; Fouquereau et al., 2019; Wu et al., 2018). In contrast, Pandey &
Singh (2016) found a positive relationship between these two variables in their study. Research on the
relationship between organizational identification and surface acting has also yielded mixed results.
While some studies found a negative association (Kirmizigiil et al., 2019), others reported no significant
relationship between the two variables (Biiyiikyllmaz & Ozer, 2021). However, similar to the findings
of the current study, several studies suggest that higher levels of organizational identification may lead
to increased emotional labor behaviors, including surface acting (Karadirek, 2023; Kuru, 2021; Tore &
Erel, 2020; Yan et al., 2014). Thus, the finding obtained in this study is largely consistent with and
supports the existing literature.

In the third regression model developed within the scope of this study, both job satisfaction and
organizational identification were found to have a positive effect on deep acting, which is a
subdimension of emotional labor. This finding suggests that employees who are satisfied with their jobs
and work conditions and who have internalized the goals and values of their organization are more likely
to exhibit emotions that are congruent with the expected behaviors of their roles. A study conducted
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among nurses supports this finding, showing a positive association between job satisfaction and deep
acting (M. Lee & Jang, 2020). Similar results have been reported in studies involving different sample
groups, reinforcing the robustness of this relationship (Jiang et al., 2013; Kizanlikl1 & Unliiénen, 2016;
Mengenci, 2015; Xu et al., 2020). Regarding organizational identification and deep acting, the current
study’s results are also aligned with prior literature. Several studies have found that employees with
strong organizational identification are more likely to engage in deep acting (Biiyiikyllmaz & Ozer,
2021; Kirmizigiil et al., 2019; Kuru, 2021; Tore & Erel, 2020; Yan et al., 2014). Notably, Tore and Erel
(2020) emphasized that among the subdimensions of emotional labor, deep acting showed the strongest
correlation with organizational identification, highlighting the significant role of internal alignment
between employees and organizational values in fostering genuine emotional engagement.

In the final regression model developed within the scope of this study, the effects of job
satisfaction and organizational identification on the genuine expression subdimension of emotional labor
were examined. The analysis revealed that job satisfaction did not significantly predict genuine
expression, while organizational identification had a significant and positive effect. In the literature,
findings on the relationship between job satisfaction and genuine expression appear to be mixed.
Karakas and Gokmen (2018), for instance, reported results consistent with the current study, indicating
that job satisfaction was not significantly associated with genuine expression. However, other scholars
argue that employees with higher job satisfaction are more likely to express emotions naturally in the
workplace (Mengenci, 2015). Supporting this view, Yin (2012) emphasized that employees who are
capable of conveying sincere and genuine emotions to customers tend to report higher levels of job
satisfaction. Regarding organizational identification and genuine expression, the findings of this study
align with the broader literature. A significant number of studies have reported a positive association
between employees’ identification with their organizations and their tendency to genuine expressions
during work-related interactions (Biiyiiky1lmaz & Ozer, 2021; Kirmizigiil et al., 2019; Kuru, 2021; Tére
& Erel, 2020; Yan et al., 2014). These results suggest that employees who perceive a strong alignment
between their personal identity and the identity of the organization are more inclined to behave
authentically, even in emotionally demanding situations.

Healthcare professionals are frequently exposed to a variety of stressors, including excessive
workload, extended working hours, and night shifts, all of which can negatively affect their levels of job
satisfaction and organizational identification. As these two factors decline, employees’ capacity to
effectively manage emotional labor also tends to deteriorate. Notably, job satisfaction and organizational
identification are not static traits, but rather dynamic outcomes influenced by a range of organizational
and psychological conditions. These include meaningful and engaging work, opportunities for career
advancement, supportive communication and interpersonal relationships, recognition and appreciation,
work-life balance, fair compensation, competent management, and safe working environments. When
organizations make a concerted effort to address these employee needs in a balanced manner, it becomes
more likely that job satisfaction and organizational identification will improve. In turn, this may foster
an environment in which employees are more willing and able to engage in positive emotional labor
behaviors for the benefit of the organization.

Future research could extend the current model by incorporating emerging constructs in
organizational behavior such as work engagement, quiet quitting, and emotional intelligence, exploring
their potential associations with emotional labor. These variables may offer deeper insights into the
mechanisms that shape employees’ emotional regulation strategies within healthcare environments. This
study is limited by its focus on a single university hospital, which may restrict the generalizability of the
findings. To enhance external validity, it is recommended that future studies replicate the model across
diverse institutional settings and geographic regions, including both public and private healthcare
organizations. Comparative analyses of findings obtained from various contexts would provide a more
robust understanding of the dynamics between job satisfaction, organizational identification, and
emotional labor.
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TURKCE SURUM
Giris

Is hayatinda duygular ve duygusal emek konusu énemli bir yer tutmaktadir. Duygusal emek,
calisma faaliyetlerinin gerceklestirilmesi sirasinda ortama yansitilan duygu ve davraniglarin
kendiliginden ve dogal olarak ortaya ¢cikmasindan ziyade, orgiitsel hedefler dogrultusunda kontrollii bir
bigimde olusmasidir (Oguz & Ozkul, 2016). Duygusal emek, 6zellikle insan iliskilerinin yogun olarak
gdzlendigi egitim ve saglik gibi alanlarda, ¢alisanlarin duygularini kontrol edebilme becerisi gerektiren
isler icin 6nemli bir yetkinliktir (Aslan, 2023; Brotheridge & Grandey, 2002). insan odakli ve yiiz yiize
etkilesimin daha yaygm olmasindan dolay1 hizmet sektoriinde ¢alisanlarin duygu durumlarini kontrol
etmeleri ve yonetmeleri beklenmektedir (Akcay & Coruk, 2012; Brotheridge & Grandey, 2002). Hizmet
sektoriinde ¢alisanlarin insanlara samimi bir sekilde davranmalari ve onlarin ihtiyag ve beklentilerini
karsilayacak yiiksek kalitede hizmet sunmalari son derece dnemlidir.

Bir hizmet sektorii olarak saglik kurumlarinda ¢alisanlar insanlarla siirekli etkilesim halindedir.
Bu nedenle saglik personelleri hizmet sunumunda duygularini kontrol etmek ve duygusal emek
davranig1 gostermek durumundadir (Oz & Baykal, 2017). Saglik personelleri islerinde, hastalarla, hasta
yakinlariyla ve meslektaslariyla olan iliskileri bir¢ok farkli duygu ve duygusal yaklagim gerektirdigi
icin, saghk sektorii duygusal emek gerektiren bir is alani olarak kabul edilmektedir (Diefendorff vd.,
2011; Giizel vd., 2024). Hemsireler arasinda isten ayrilma niyetiyle ilgili faktorler {izerine
gergeklestirilen bir meta-analiz arastirmasi, isten ayrilma niyetini en ¢ok etkileyen faktoriin duygusal
emek oldugunu ortaya koymustur (Y. Lee & Kang, 2018).

Saglik caliganlarindan duruma uygun duygular sergilemeleri, empatik, nazik, sefkatli ve anlayish
bir tutum benimsemelerinin yani sira, 6fke, stres, mutsuzluk ve yilginlik gibi olumsuz duygular da
kontrol altinda tutmalar1 beklenmektedir (Gonnelli vd., 2016). Baska bir ifade ile ¢aligsanlar saglik
hizmetlerini yiiriitiirken olumsuz duygular1 bastirmalar1 ve olumlu duygular1 ifade etmeleri islerinin bir
geregi olarak diisiiniilebilir. Calisanlar bu duygularn kontrol edemediklerinde ve ydnetemediklerinde
stres, tlikenmiglik ve duygusal tutarsizlik gibi durumlar yasayabilmektedirler. Bu nedenle, saglik
calisanlar1 baglaminda duygusal emek konusunu incelemek kritik 6nem tagimaktadir.

Yapilan ¢alismalarda duygusal emegin is doyumu ve oOrgiitsel 6zdeslesme iizerindeki etkisine
yogunlastigi goriilmektedir. Ancak is doyumu ve orgiitsel 6zdeslesmenin duygusal emege ve alt
boyutlaria olan etkisini inceleyen ¢aligmalar olduke¢a kisitlidir. Bu ¢aligma ayni anda is doyumu ve
orgiitsel 6zdeslesmenin duygusal emek ve boyutlarmna etkisine odaklanmustir. is doyumu ve &rgiitsel
0zdeslesme diizeyi yliksek bir ¢alisanin duygularini1 daha iyi kontrol edebilecegi ve daha fazla duygusal
emek davranigi sergileyebilecegi Ongdriilebilir. Literatiir incelendiginde, is tatmini ve Orgiitsel
0zdeslesmenin birlikte duygusal emege ve alt boyutlarina etkisini bir model ¢ergevesinde inceleyen bir
caligmaya rastlanmamigtir. Bu dogrultuda saglik calisanlarinin is doyumu ve oOrgiitsel 6zdeslesme
diizeylerinin duygusal emek ve alt boyutlarn ylizeysel rol yapma, derinden rol yapma ve dogal
davraniglar iizerinde etkili olup olmadig1, bu ¢aligmanin temel sorunsalidir. Bu ¢aligsma sonucunda elde
edilecek sonuglarin saglik personellerinin daha iyi anlasilmasina ve daha verimli bir sekilde
yonetilmesine katki saglayacagi dngoriilmektedir.
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Caligmada 6ncelikle is doyumu, orgiitsel 6zdeslesme ve duygusal emek konulari kavramsal olarak
ele alinmigtir. Daha sonra is doyumu ve orgiitsel 6zdeslesmenin duygusal emek ile olan iligkisinin
degerlendirildigi literatlir taramasi verildikten sonra arastirmanin hipotezleri olusturulmustur.
Aragtirmanin yontem boliimiinde, aragtirmanin modeli, evren ve drneklem ile veri toplama araglarina
dair bilgiler sunulmus ve ardindan arastirmanin bulgulari1 boliimiine gegilmistir. Arastirmada kullanilan
Olgeklere ait tanimlayici istatistikler, korelasyon ve regresyon analizi sonuglar aragtirmanin bulgular
kisminda verilerek tartisma ve sonug boliimii ile ¢aligma sonlandirilmastir.

Kuramsal Cerceve

Bu boéliimde ¢alismada kullanilan is doyumu, orgiitsel 6zdeslesme ve duygusal emek konular
genel hatlariyla ele alinmigtir.

Is Doyumu

Calisan mutlulugunun ve ruh saghiginin en dnemli gostergelerinden biri olarak is doyumu, insan
kaynaklar1 yonetiminde ve orgiitsel davranis alaninda en ¢ok {izerinde arastirma yapilan konulardan biri
olmustur (Peng vd., 2013; Zhu, 2013). is doyumu, rekabet edebilir bir isgiiciinii siirdiirmek icin is
ortaminda gelistirilmesi gereken en temel unsur olarak ortaya ¢cikmistir (Dodanwala vd., 2023).

Is doyumu, hem duygu ydnetimi hem de ¢alisma ortamina iliskin yazinda olumlu is davranislarini
ve orgiitsel baghilig: etkileyen bir unsur olarak kabul edilmektedir (Altas vd., 2024). is doyumu, bir
kimsenin yaptig1 is vasitasiyla, amaglarin1 gerceklestirdigi ya da bu amaglara ulasmayi kolaylastirdig:
seklindeki algilar1 neticesinde olugan memnuniyet veren bir duygu durumu seklinde agiklanmigtir
(Locke, 1969,). Kalleberg’e (1977) gore is doyumu, bireylerin halihazirda yapmakta olduklari islerine
kars1 genel bir duygusal yonelimi ifade etmektedir. Heslop vd. (2002) is doyumunu isle ilgili
beklentileri, ihtiyaclar1 veya degerleri ile isin gercekte sagladiklar1 arasindaki uyumsuzluk olarak
aciklamaktadir.

Is doyumunun azalmasina bagli olarak &rgiitsel baglilikta azalma, isten ayrilma egiliminde arts,
kaza sayisinda artig gibi birgok olumsuz sonug goz oniinde bulunduruldugunda, is doyumunun ne kadar
onemli oldugu ortaya ¢ikmaktadir (Aziri, 2011). Is doyumu ¢alisanlarin orgiitte kalmasi ve is giicii
verimliliginin itici giicli olarak kabul edilmektedir. Calisanlarin isinden memnun olmasi, iiretkenlik,
sorumluluk bilinci, kalite ve hizmetin kabul gérmesi gibi olumlu o6rgiitsel sonuglarin ortaya ¢ikmasinin
on kosuludur (Ali & Anwar). Calisanlarin igleri hakkinda nasil hissettiklerinin 6nemli bir gostergesi
olan is doyumu motivasyon, verimlilik, i performansi, orgiitsel vatandaslik, ise devamsizlik ve isten
ayrilma gibi davraniglarin bir belirleyicisi olabilmektedir (Mishra, 2013; Mosadeghrad & Ferdosi, 2013,
Cakan vd.,2024, Coban ve Giimiis,2025).

Spector (1997) en yaygin is doyumu 0lgme araglarini inceleyerek deger gorme, iletisime dnem
verme, is arkadaslarina saygi, sosyal haklar, is sartlari, is niteligi, 6rgiit niteligi, orgiitsel politikalar ve
prosediirler, ticretler, bireysel gelisme, yiikselme olanaklari, takdir edilme, is giivenligi ve denetimin is
doyumunun unsurlar1 olarak agiklamistir. Bharadwaj vd. (2022) is doyumunun, egitim ve gelisim
uygulamalari, uyumlu insan iligkileri, 6diil ve takdir, is-yasam dengesi uygulamalar1 ve yenilikgi kiiltiir
gibi orgiitsel politika ve pratiklerden ortaya ¢iktigini belirtmektedir. Ayrica 6zerklik, degisime yonelik
karar alma giicii, sosyal destek, ekip uyumu ve is stresini azaltmaya yonelik stratejilerin gelistirilmesi is
doyumunu olusturan énemli unsurlardir (Penconek vd., 2021,Bayat ve Sezer,2018).

Orgiitsel Ozdeslesme
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Orgiitsel davranis literatiiriinde uzun zamandir énemli bir olgu olarak kabul edilen 6rgiitsel
0zdeslesme hem bireyin iy doyumunu hem de o6rgiitlin etkinligini belirlemektedir (Mael & Ashforth,
1992). Orgiitsel dzdeslesme sosyal kimlik teorisine dayanmaktadir. Ozdeslesmeye yonelik baskin bir
psikolojik yaklasim olan sosyal kimlik teorisi, bireylerin benlik algilarini ait olduklar1 gruplarin
kimliklerinden hareketle nasil olusturdugunu agiklamaktadir. Sosyal kimlik iiyeler tarafindan
paylasilmakta ve iiyelerin algilanan benzerliklerini vurgulamaktadir. Uyeler grubun tipik dzelliklerini
paylasarak kendi benlik algilarin1 duyarsizlastirirlar (E.-S. Lee vd., 2015; Tajfel, 1978).

Bireyler belirsizligi azaltmak ve istedikleri kaynaklari elde etmek i¢in kendilerini belirli bir grupla
Ozdeslestirmektedir. Bu gruplar da bireyin izleyecegi belirli davranmislar, tutumlar ve normlar
ongdérmektedir (Karanika-Murray vd., 2015). Orgiitsel 6zdeslesme, bireysel ve orgiitsel degerlerin
uyumunu veya bireyin bir organizasyonun parcasi olarak kendi kimlik algisim1 tanimlama siireci olarak,
zihinsel bir olgu seklinde ele alinmaktadir (Riketta, 2005). Orgiitsel 6zdeslesme, bireyleri drgiite baglar
ve Orgiitiin degerleri, hedefleri ve normlar1 gibi 6zelliklerin, bireyler i¢in belirgin ve kimliklerini
tanimlayan unsurlar haline gelmesine yol acgar. Bu siirecle birlikte, birey ile rgiit arasindaki sinirlar
giderek belirsizlesir. Buna karsilik, orgiitsel olarak 6zdeslesmis bir ¢aligan, orgiitiin bir nevi kiigiik bir
ornegi haline gelir (Ashforth vd., 2008).

Orgiitsel 6zdeslesme; baglilik, 6rgiitsel vatandaslik davranisi ve isten ayrilma niyetinin de dahil
oldugu isle ilgili bircok tutum ve davransla iliskilidir (Salvatore vd., 2018). Ozdeslesme duygusu
yiiksek olan ¢alisanlar genellikle calistiklar is yeri ile ilgili pozitif degerlere sahiptirler ve bu nedenle is
yerinde daha olumlu davranislar sergilerler (Ren vd., 2024). Bireylerin oOrgiitleriyle 6zdeslesme
diizeyleri yiikseldikce, orgilitsel bir bakis agisiyla diisiiniip hareket etme dereceleri yiikselmektedir
(Dutton vd., 1994). Calisanlar, kendilerini ait olduklar1 orgiitle 6zdeslestirdiklerinde, orgiitiin amag ve
beklentilerini dikkate alarak orgiit lehine davranislar sergileyebilirler (Bullis & Tompkins, 1989;
Karadirek, 2023). Diger bir anlatimla, ¢alistig1 orgiitiin amag¢ ve degerleriyle biitiinlesen c¢alisanlar
duygular tizerinde kontrol saglayarak daha fazla yiizeysel, derinden rol yapma ve dogal davranislar
gosterebilecegi sdylenebilir.

Orgiitiin menfaati bireyin de menfaatine olacagindan, orgiitsel 6zdeslesme eksikligi hedeflerde ve
motivasyonda tutarsizliklara neden olabilir ve bu da motivasyonun ve is doyumunun azalmasina yol
acabilir (Karanika-Murray vd., 2015). Haslam vd. (2003) orgiitsel 6zdeslesme olmadan etkili bir
orgiitsel iletisim, karsilikli etkilesim, kapsamli bir planlama ve liderlik olamayacagini ileri siirmektedir.

Duygusal Emek

Duygusal emegi ilk kez literatiire Hochschild kazandirmistir. Hochschild (1983) duygusal emek
kavramini, duygularin acikc¢a gozlemlenebilir yiiz ifadeleri ve bedensel davranislar gosterecek bicimde
diizenlenmesi olarak tanimlamistir. Daha sonra duygusal emek kavrami farkli arastirmacilar tarafinda
da ele alinmis ve cesitli sekillerde ifade edilmistir. Diefendorff vd. (2011) gore duygusal emek
caliganlarin davraniglarini ve duygu durumlarim orgiitsel hedeflere ulasilmasini saglayacak bir sekilde
diizenlemesidir. Aslan (2023) gore duygusal emek calisanin yaptig1 isin gerektirdigi duygusal kaliplara
girmesini ifade etmektedir. Yapilan tanimlar ¢ergevesinde, duygusal emek kavrami en genel anlamryla,
bireyin bagkalartyla olan iliskilerinde, isin gereklilikleri dogrultusunda kendisinden beklenen
davraniglara uygun olarak duygularini yonetebilmesi seklinde tanimlanabilir (Kizanlikli & Unliiénen,
2016).

Duygusal emek, bireyin hissettigi duygular1 disa vurumunu degistirmek i¢in duygularin
pekistirilmesini, degistirilmesini ya da bastirilmasini igermektedir (Grandey, 2000). Bu durum bireylerin
gercek duygusal durumlarmmdan bagimsiz olarak belirli kosullara bagli olarak duygularim



Emin Yasar, M. & Géniil, F. / Anemon Musg Alparslan Universitesi Sosyal Bilimler Dergisi, 2025 13(3) 1361-1395 1379

yonetebilmesini gerektirmektedir (Altas vd., 2024). Ornegin, miisteri hizmetlerinde ¢alisanlar giiler yiiz
gostermenin tekrar is almay1 kolaylastirdigini diisiiniirken, vergi memuru ya da kolluk kuvvetlerinin
ofkeli bir tavir sergilemesinin en uygun tepki oldugu diistinebilir (Grandey, 2003, Ata, vd., 2021).
Arastirmalar da bunu dogrulayarak duygusal emek gerekliliklerinde farkliliklar oldugunu ortaya
koymustur. Satig elemanlar1 gibi bazi iglerin yiiksek duygusal emek gerektirdigi, veri giris operatorleri
gibi bazi mesleklerin ise daha diisiik duygusal emek gerektirdigi belirtilmistir (Bhave & Glomb, 2016).

Duygusal emegi olusturan davraniglar temelde iic boyutlu olarak degerlendirilmektedir. Bu
boyutlar ylizeysel rol yapma, derinden rol yapma ve dogal davraniglar olmak iizere incelenmistir (Basim
& Begenirbasg, 2012).

Yiizeysel rol yapma davramisinda ¢alisanlar gercek duygularmi yansitmamaktadir (Giilsen &
Ozmen, 2020) ve gergek duygular1 gdstermek yerine, bu duygulari maskelemeyi tercih ederler
(Brotheridge & Grandey, 2002; Grandey, 2003). Yiizeysel rol yapma calisanlarin ig rollerini etkili ve
verimli bir sekilde yerine getirmeleri agisindan daha ¢ok tercih edilen bir davranigtir (Pandey & Singh,
2016). Ote taraftan aragtirmalar yiizeysel rol yapan ¢aliganlarin stres diizeylerinin artabilecegini ve is
doyumlarinin azalabilecegini gostermektedir (Sousan vd., 2022).

Derinden rol yapma, calisanlarin 6nceden belirlenmis bir kurguyla hareket etmedigi, duygularini
gercekten yasadigi ve ifade ettigi samimi bir duygusal etkilesimi isaret eder (Grandey, 2000). Bu
davranig tarzinda caliganlar kendilerinden beklenen davranisa uygun duygular1 hissetmeye caligirlar
(Giilsen & Ozmen, 2020). Birey arzu ettigi rol cercevesinde, dzellikle kurumsal dnceliklere uygun
olarak, gayret gosterir ve bu gayretin sonucunda duygularini karsisindaki tarafa iletmeye caligir
(Brotheridge & Grandey, 2002). Ornegin bir hemsirenin hastanin acisin1 gergekten hissetmesi ve empati
gostermesi derinden rol yapmaya 6rnek verilebilir (Pandey & Singh, 2016).

Yiizeysel ve derinden davranmaya ihtiyag duymadan calisanlarin dogal duygularla hizmet
verebileceklerini belirten Ashforth & Humphrey (1993), Hochschild'in bu iki boyutlu bakis agisina bir
iiciincli boyut ekleyerek dogal duygular da dahil etmistir. Dogal duygular ¢alisanlarin sergilemesi
beklenen duygularin igten gelen gercek duygulardan kaynaklandigi durumdur (Begenirbas & Turgut,
2014). Hissettigi duygularn gostermek, yiizeysel ve derinden rol yapma boyutlarinda oldugu gibi bir
mecburiyet icermemektedir ve calisanlarin hissettikleri gibi duygularimi ifade etmeleri anlamina
gelmektedir (Basim & Begenirbas, 2012). Dogal duygular, ¢alisanlarin gercekte hissettigi davranis ile
orgiitiin ¢alisandan gdstermesini bekledigi davranisin drtiismesidir (Aslan, 2023). Ornegin, bir hastasini
kaybeden hemsirenin aglamasi dogal bir duygu kapsaminda degerlendirilebilir (Dogan & Sigr1, 2017).

Literatiir Taramasi

Bu boliimde literatiir taramasi kapsaminda oncelikle is doyumu ve duygusal emek iligkisi, daha
sonra orgilitsel 6zdeslesme ve duygusal emek iliskisi verilmistir.

Is Doyumu ve Duygusal Emek iligkisi

Farkli meslek gruplar iizerinde is doyumu ve duygusal emek iliskisini inceleyen galigsmalarda bu
iki degisken arasinda pozitif iligkiler bulunmustur (Bhave & Glomb, 2016; Karakas vd., 2016). Is
doyumu duygusal emegin alt boyutlar1 arasindaki iligkileri ele alan ¢alismalarda, is doyumu ve yiizeysel
rol yapma arasinda pozitif iligki tespit eden ¢aligmalar bulunmakla birlikte (Karakas & Goékmen, 2018;
Kizanlikli & Unliidnen, 2016), negatif iliskilerin varligina isaret eden calismalar da mevcuttur (Bage1 &
Akbas, 2019; Bhave & Glomb, 2016; Jiang vd., 2013; Mengenci, 2015). Yapilan bazi ¢aligsmalarda, is
doyumu ile yiizeysel rol yapma davranigi arasinda herhangi bir iligkinin bulunmadigi goriilmistiir
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(Bigkes vd., 2014; Xu vd., 2020). Is doyumu ve derinden rol yapma iliskisini inceleyen galigmalarda
genel olarak is doyumunun derinden rol yapma ile pozitif iliskili oldugunu ortaya koyan ¢alismalar
mevcutken (Bagc1 & Akbas, 2019; Jiang vd., 2013; Kizanlikli & Unliiénen, 2016; Mengenci, 2015; Xu
vd., 2020), bu degiskenler arasinda iliskinin olmadigi sonucuna ulasan c¢aligmalar da bulunmaktadir
(Bigkes vd., 2014; Karakas & Gokmen, 2018). Is doyumu ve dogal davranislar iliskisini inceleyen
caligmalarin cogunda bu iki degisken arasinda pozitif bir iligski gdzlenmistir (Bigkes vd., 2014; Kizanlikli
& Unliiénen, 2016; Mengenci, 2015), ayrica bu degiskenleri analiz eden ¢aligmalarin bazilarinda bir
iligkinin olmadig1 sonucuna ulagilmigtir (Karakas & Gokmen, 2018).

Saglik personelleri ile yapilan ¢alismalarda duygusal emek ve is doyumu iligkisini ait farkli
sonuclara rastlanmaktadir. Pandey & Singh (2016) saglik personelleri ile yaptiklari ¢alismada yiizeysel
rol yapma daha fazla is doyumu ile iliskili iken derinden rol yapma ise daha diisiik is doyumu ile iligkili
oldugunu ortaya koymustur. Hekimlerle yapilan bir ¢alismada duygusal emegin gdsterilmesi esnasinda
yiizeysel davranislar sergilenmesi galisanlarin i doyumunu azalttig1 tespit edilirken, derinlemesine rol
yapma ile ig doyumu arasindaki iliskiye dair anlamli bir bulguya rastlanmamistir (Oral & Kose, 2011,
s. 463). Hekimlerle yapilan baska bir ¢alismada is doyumu ile yiizeysel rol yapma arasinda negatif bir
iligki tespit edilirken, is doyumu ile dogal davraniglar arasinda pozitif yonlil bir iliski bulunmustur.
Caligmada, is doyumu ve derinlemesine rol yapma davranisi ile arasinda anlamli bir iligkiye
ulagilmamigtir (Kiligaslan, 2019, s. 62). Lee & Jang (2020) hemsirelerle yaptiklari calismada, duygusal
emek boyutlarindan derinden rol yapmanin is doyumu ile olumlu yonde iliskili oldugunu, yiizeysel rol
yapmanin ise is doyumu ile anlaml bir iligkisi olmadigim1 bulmuslardir. Wu vd. (2018) hemsirelerle
yaptiklari ¢alismada, yiizeysel rol yapmanin is doyumu ile olumsuz bir iliski gdsterdigini, derinden rol
yapmanin ise i$ doyumu ile olumlu iligki gosterdigini ortaya koymustur.

Orgiitsel Ozdeslesme ve Duygusal Emek Iliskisi

Farkli 6rneklem gruplart iizerinde yapilan ¢aligmalarda orgiitsel 6zdeslesmenin duygusal emek
davranigt ile olumlu ydnde iliskili oldugu sonucuna ulasilmistir (Biiyiikyilmaz & Ozer, 2021; Kaplan
vd., 2023; Karadirek, 2023; Tore & Erel, 2020; Uludag vd., 2023). Bagka bir ifade ile orgiitsel
0zdeslesme duygusal emek davranisi iizerinde olumlu katki saglamaktadir.

Orgiitsel 6zdeslesmenin duygusal emek alt boyutlarindan yiizeysel rol yapma ile iligkisini
inceleyen bazi ¢aligmalarda bu iki degiskenin pozitif iligkili oldugu (Karadirek, 2023; Tore & Erel, 2020;
Yan vd., 2014), baz1 ¢alismalarda negatif iliskili oldugu (Kirmizigiil vd., 2019), baz1 ¢calismalarda ise
anlaml1 bir iliskinin olmadigi bulunmustur (Biiyiikyilmaz & Ozer, 2021). Orgiitsel 6zdeslesme ile
duygusal emek alt boyutlarindan biri olan derinden rol yapma davramiginin iliskisi incelendiginde,
yapilan ¢aligmalarin ¢ogunda bu degiskenler arasinda pozitif bir iligski oldugunu gdstermekle birlikte
(Bilyiikyllmaz & Ozer, 2021; Kirmizigiil vd., 2019; Tére & Erel, 2020; Yan vd., 2014), baz
calismalarda herhangi bir iliski bulunamamistir (Karadirek, 2023). Orgiitsel 6zdeslesmenin duygusal
emegin alt boyutu dogal davranisi ile iligkisi ele alindiginda, ¢aligmalarin ¢ogu séz konusu bu
degiskenler arasinda pozitif bir iliskiyi ortaya koyarken (Biiyiikyilmaz & Ozer, 2021; Kirmizigiil vd.,
2019; Tore & Erel, 2020; Yan vd., 2014), baz1 ¢aligmalarda ise anlamli bir iliski bulunamamigtir
(Karadirek, 2023). Buna ilaveten saglik personelleri ile yapilan bir ¢alismada orgiitsel 6zdeslesmenin
yiizeysel rol yapma davranisi, derinden rol yapma ve dogal davranislar ile olumlu bir iligki gosterdigi
tespit etmistir (Kuru, 2021).

Arastirmanin Hipotezleri
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Yukarida is doyumu ve oOrgilitsel 6zdeslemenin duygusal emek iligkisine ait literatiir taramasi
verilen arastirmanin hipotezleri asagida yer almaktadir;

H1: Is doyumu duygusal emegi anlamli bir sekilde etkilemektedir.

H2: Orgiitsel zdeslesme duygusal emegi anlaml bir sekilde etkilemektedir.

H3: Is doyumu yiizeysel rol yapmay1 anlaml bir sekilde etkilemektedir.

H4: Orgiitsel 6zdeslesme yiizeysel rol yapmay1 anlaml bir sekilde etkilemektedir.
HS5: Is doyumu derinden rol yapmay1 anlaml bir sekilde etkilemektedir.

H6: Orgiitsel zdeslesme derinden rol yapmay1 anlamli bir sekilde etkilemektedir.
H7: Is doyumu dogal duygulari anlaml bir sekilde etkilemektedir.

HS: Orgiitsel 6zdeslesme dogal duygular1 anlamli bir sekilde etkilemektedir.

Arastirmanin Yontemi

Bu béliimde ¢aligmanin amacina uygun olarak olusturulan model, evren ve drnekleme iligkin
bilgiler ile kullanilan veri toplama araclarina deginilmistir.

Arastirmanin Modeli

Bu arastirmada, is doyumu ve orgiitsel 6zdeslesmenin duygusal emege ve alt boyutlarina etkisi
incelenmigtir. Bu dogrultuda olusturulan model sekil 1’de sunulmustur.

Is Doyumu
Duygusal Emek
\ Yiizeysel Rol Yapma
Derinden Rol Yapma
/ Dogal Duygular
Orgiitsel Ozdeslesme

Sekil 1. Aragtirma Modeli

Sekil 1' deki modelde is doyumu ve orgilitsel 6zdeslesme bagimsiz degiskenler, duygusal emek ve
alt boyutlar1 ise bagiml degiskenler kapsaminda degerlendirilmistir.

Evren ve Orneklem
Aragtirma evreni, lilkemizin Giineydogu bdlgesinde yer alan bir iiniversite hastanesindeki ¢aligan

saglik personelidir. Arastirmanin verileri 26.07.2023- 04.08.2023 tarihleri arasinda toplanmistir.
Belirtilen tarihlerde hastanede goérev yapan saglik personeli sayis1 1505 kisidir. Duygusal emegin
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ozellikle yiiz yiize iletisimi gerektiren mesleklerde bilhassa saglik personellerinin sergilemesi gereken
bir davranis oldugu i¢in arastirmada saglik personelleri lizerinde uygulanmistir (Diefendorff vd., 2011;
Giizel vd., 2024).

Bu caligsmada is doyumu ve orgiitsel 6zdeslesmenin duygusal emege ve alt boyutlarina etkisinin
incelenmesi amaclandigindan, nicel arastirma modellerinden iligkisel tarama deseninden
faydalanilmistir. Aragtirma verilerinin toplanmast igin yiiz yiize gergeklestirilen bir anket kullanilmistir.
Kolayda 6rneklem metodu ile gerceklestirilen anket uygulanmadan 6nce katilimcilara anketin gontillii
olarak doldurulacagy, verilen cevaplarin herhangi bir kisi ya da kurulusla paylasilmayacagi ve ankette
anlagilmayan noktalar aciklanmigtir. Verilerin toplanmasi amaciyla 400 anket dagitilmistir. Ancak
dagitilan bu anketlerden 332 tanesi toplanabilmistir. Toplanan bu anketlerden 17 tanesi hatali ve eksik
dolduruldugu i¢in degerlendirmeye alinmamistir. Aragtirmanin analizleri geriye kalan 315 anket baz
alinarak yapilmistir. Toplanan 315 anketin %95 giivenirlik ve %35 hata pay1 dahilinde arastirmanin
evrenini hesaplamak i¢in yeterli oldugu belirlenmistir (Biiyiikoztiirk, 2009; Krejcie & Morgan, 1970).
Verilerin analiz edilmesi amaciyla SPSS23 paket programi kullanilmistir. Arastirmani 6rneklemini
olusturan 315 caligana ait sosyo- demografik 6zellikleri gosteren Tablo 1 asagida verilmistir.

Tablo 1. Calisanlara Ait Sosyo-Demografik Ozellikler

Degiskenler Gruplar N %Yiizde

Kadin 166 52.7

Cinsiyet Erkek 149 47.3
18-20 38 12.1

20-29 105 333

30-39 98 31.1
40-49 49 15.6

50-59 19 6

Yas 60 ve lizeri 6 1.9
[lkogretim 25 7.9
Ortadgretim 48 15.2
Lise 43 13.7

On lisans 64 20.3
Lisans 114 36.2

Egitim Lisans Ustii 21 6.7
Hekim 28 8.9
Hemsire 94 29.8

Ebe 30 9.5

Diyetisyen 21 6.7

Fizyoterapist 14 44
Saglik memuru 52 16.5

Laborant 16 5.1

Saglik teknisyeni 9 2.9
Meslek Diger 51 16.2
3 yildan daha az 47 14.9

3-6 yil arast 79 25.1
6-9 y1l aras1 90 28.6

9-12 yil arast 26 8.3

Kurumda Toplam Calisma Siiresi 12-15 yil arast 45 14.3




Emin Yasar, M. & Géniil, F. / Anemon Musg Alparslan Universitesi Sosyal Bilimler Dergisi, 2025 13(3) 1361-1395 1383

15 yil ve daha tizeri 28 8.9
Toplam 315 100

Tablo 1°de bulunan sosyo-demografik veriler ele alindiginda, ¢alisanlarin %52.7’sinin kadin,
%47.3Unlin erkek oldugu belirlenmistir. Yaslarina gore ¢alisanlarin biiyiik ¢ogunlugunun (%33.3) 20-
29 yas araliginda yer aldigi, daha sonra 30-39 yas araligt (%31.1) grubunda olanlarin geldigi
gorlilmektedir. Bu durumda arastirma drnekleminin biiyiik cogunlugunun geng c¢alisanlardan olustugunu
soylemek miimkiindiir. Egitim durumlar1 agisindan ¢aliganlarin daha ¢ok lisans (%36.2) ve Onlisans
(%20.3) mezunlarmin oldugu belirlenmistir. Bagka bir deyisle hastane calisanlarinin ¢ogunlugu
yiiksekdgretim mezunudur. Meslekleri itibariyle en yliksek orana sahip meslek grubu hemsirelerdir
(%29.8). Kurumda toplam c¢aligma siiresi degiskenine gore ¢alisanlar daha ¢ok 6-9 yil arasi (%28.6) ve
3-6 yil (%25.1) gorev yaptiklarini belirtmislerdir.

Veri Toplama Araclan

Aragtirmanin amaci kapsaminda olusturulan ankette ¢alisanlarin sosyo-demografik 6zelliklerini
olgmek icin 5 degiskene yer verilmistir. Bu degiskenler sirasiyla cinsiyet, yas, egitim diizeyi, meslek,
kurumda ¢aligma siiresi gibi degiskenlerdir.

Arastirmada calisanlarin is doyum diizeylerini 6lgmek amaciyla literatiirde siklikla kullanilan
Hackman ve Oldham (1975) gelistirdigi 5 ifadeden ve tek boyuttan olusan 6lgek kullanilmistir. Basim
& Sesen (2009) Tiirkge cevirisini yaptiklar olgegin gecerliligi Cetin & Basim (2011) tarafindan
yapilmustir. Cetin & Basim (2011) ¢alismasinda 6lgegin gegerliliginin saglandig1 ve yeterli giivenirlik
katsayisina (Cronbach Alpha: 0.79) sahip oldugu tespit edilmistir. Bu c¢alismada kullanilan ¢eviri
Yasin’in (2016) doktora ¢caligmasindan alinmistir. Yasin'in (2016) calismasinda 6l¢egin giivenirligi 0.87
olarak hesaplanirken, bu ¢aligmada 6l¢egin giivenirligi 0.93 bulunmustur.

Caliganlarin orgiitsel 6zdeslesme diizeylerini 6lgmek amaciyla, Mael & Ashforth'un (1992)
gelistirdigi, Tak & Aydemir'in (2004) Tiirk¢eye uyarladiklari, tek boyutlu ve 6 ifadeden olusan Slgek
kullanilmistir. Tak & Aydemir (2004), 6lgegin giivenirlik katsayisim 0.88 olarak hesaplamis olup, bu
caligmada 0.86 olarak bulunmustur.

Aragtirma, ¢alisanlarm duygusal emege iligkin algilarim1 Sl¢imlemek amaciyla Diefendorff
vd."nin (2005) gelistirdigi, Basim & Begenirbas'in (2012) Tiirk¢eye uyarladigi 61¢ekten faydalanilmistir.
Olgek toplamda 13 ifadeden ve 3 boyuttan olusmaktadir. Olgekte yer alan 1-6 arasindaki ifadeler
yiizeysel rol yapma, 7-10 arasindaki ifadeler derinden rol yapma ve 11-13 arasindaki ifadeler dogal
duygular boyutunu olusturmaktadir. Olgegin genel giivenirligi Basim & Begenirbasn (2012)
caligmasinda 0.80 bulunurken, bu caligmada Glgegin genel giivenirliginin 0.79 degerinde oldugu
goriilmektedir.

Caligmada kullanilan 6lgeklerin giivenirliklerinin yiiksek olmasi ve benzer ¢caligmalarda siklikla
kullanilan oSlgekler olmasindan dolayir Slgeklerin Tiirkge uyarlamalari kullanilmigtir. Aragtirmada
kullanilan 6lgekler 5 dereceli Likert tipi olup, "1=Kesinlikle katilmiyorum, 5=Kesinlikle katiliyorum"
seklinde ele alinmustir.

Arastirmanin Bulgular
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Aragtirmanin bu kisminda kullanilan olgeklere ait tanmimlayic istatistikler, korelasyon analizi
sonuglari ile kurulan regresyon modellerine iliskin sonuglara yer verilmistir.

Olgeklere Ait Tammlayici Istatistikler

Arastirmada kullanilan is doyumu, orgiitsel 6zdeslesme, duygusal emek dlgeklerinin tanimlayici
istatistikleri yapilmis olup ulasilan sonuglar Tablo 2’de verilmistir.

Tablo 2’de verilen Olgeklere ait tamimlayici istatistikler incelendiginde, calisanlarin is
doyumlarmin 3.28 ve orgiitsel 6zdeslesme diizeylerinin 3.31 olarak gercekleserek birbirlerine yakin
degerler aldig1 tespit edilmistir. Duygusal emek 6lcegi ve alt boyutlarinin ortalamalarina bakildiginda,
yiizeysel rol yapma 2.70, derinden rol yapma 3.33, dogal duygularin 3.56 diizeyinde oldugu, toplam
duygusal emek diizeyinin ise 3.09 oldugu belirlenmistir. Burada en diisiik ortalamaya sahip boyutun
yiizeysel rol yapma, en yiiksek ortalamaya sahip boyutun ise dogal duygular oldugu goriilmektedir.

Tablo 2. Olgeklere Ait Tammlayici Istatistikler

Olgekler n = s Basikhk Carpiklik Cronbach’s Alfa
Is Doyumu 315 3.28 1.28 -0.208 -1.261 930
Orgiitsel Ozdeslesme 315 331 1.02 -0.338 -0.821 .862
Yiizeysel Rol Yapma 315 2.70 0.99 0.192 -0.654 .821
Derinden Rol Yapma 315 3.33 1.00 -0.349 -0.678 .832
Dogal Duygular 315 3.56 1.08 -0.493 -0.647 .827
Duygusal Emek 315 3.09 0.70 -0.366 -0.041 794

Olgeklere iliskin basiklik ve garpiklik katsayilar1 incelendiginde, basiklik degerlerinin -0.493 ile
0.192 arasinda, garpiklik degerlerinin ise -1.261 ile -0.041 arasinda oldugu tespit edilmigtir. Basiklik ve
carpiklik degerlerinin -2 ile +2 arasinda olmasi, normal dagilim icin yeterli kabul edilmektedir (Garson,
2012; Hair vd., 2010). Bu nedenle arastirmada kullanilan tiim 6l¢eklerin normal dagilim gosterdigi
sOylenebilir.

Olgeklerin giivenirlikleri Cronbach’s Alfa katsayilar1 dikkate almarak degerlendirilmistir. Buna
gore Olceklerin giivenirlikleri .794 ile .930 degerleri arasinda oldugu igin, aragtirma kapsaminda
kullanilan tiim 6lgeklerin yeterli giivenirligi sagladigini séylemek miimkiindiir (Field, 2013; Kalayci,
2010).

Korelasyon Analizi

Tablo 3. Is doyumu, Orgiitsel Ozdeslesme ve Duygusal Emek Arasindaki iliskiye Ait
Korelasyon Analiz Sonuglari
Olcekler ID 00 YRP DRP DD DE
1. is Doyumu 1
2. Orgiitsel Ozdeslesme .581%* 1




Emin Yasar, M. & Géniil, F. / Anemon Musg Alparslan Universitesi Sosyal Bilimler Dergisi, 2025 13(3) 1361-1395 1385

3. Yiizeysel Rol Yapma .212**  216** 1
4. Derinden Rol Yapma .352**  309%*  244** 1
5. Dogal Duygular 254%*% - 339*%*  .0.032 .373%* 1
6. Duygusal Emek 386%*  399%x  754%%  736%*  501** 1

**<0.01

Korelasyon analizi, iki degisken arasindaki iliskinin yoniinii ve giiclinii belirlemeye yo6nelik
istatistiksel bir yontemdir. Korelasyon katsayisi (1), -1 ile +1 arasinda deger alir ve iligkinin yonii ile
derecesi hakkinda bilgi verir. Pozitif r degerleri dogru orantili, negatif degerler ise ters orantili iligkiyi
gosterir. r katsayisinin mutlak degerinin 1’e yaklagsmasi giiclii bir iliskiye, 0’a yaklagmasi ise zayif bir
iliskiye isaret eder (Durmus, Yurtkoru ve Cinko, 2013: 143-144). Is doyumu, 6rgiitsel 6zdeslesme ve
duygusal emek arasindaki iliskiyi ortaya koymak amaciyla gerceklestirilen korelasyon analizine ait
sonuglar, Tablo 3'te verilmistir.

Tablo 3 incelendiginde, is doyumu ile orgiitsel 6zdeslesme arasinda pozitif yonle giiclii bir
iliskinin oldugu tespit edilmistir (r = 0.581, p<0.01). Is doyumu ile duygusal emek alt boyutlarindan
yiizeysel rol yapma arasinda (r = 0.212, p<0.01) ve dogal duygular arasinda (r = 0.254, p<0.01) zayif
anlamli bir iligki bulunurken, iy doyumu ile derinden rol yapma boyutu arasinda (r = 0.352, p<0.01) orta
diizeyde anlaml bir iliski oldugu tespit edilmistir. I3 doyumu ile toplam duygusal emek arasinda ise (r
=0.386, p<0.01) orta diizeyde anlaml bir iliski oldugu belirlenmistir. Orgiitsel 6zdeslesme ve duygusal
emek iliskisine bakildiginda, orgiitsel 6zdeslesme ile yiizeysel rol yapma arasinda (r = 0.216, p<0.01)
zayif anlamli bir iligki, orgiitsel 6zdeslesme ile derinden rol yapma boyutu arasinda (r = 0.309, p<0.01)
ve orgiitsel 6zdeslesme ile dogal duygular arasinda (r = 0.339, p<0.01) orta diizeyde anlaml bir iligki
oldugu gozlemlenmistir. Ayrica, orglitsel 6zdeslesme ile toplam duygusal emek arasinda (r = 0.399,
p<0.01) orta diizeyde anlamli bir iliskinin oldugu goriilmistiir.

Regresyon Analizleri

Regresyon analizi, bagimli ve bagimsiz degiskenler arasindaki nedensel iliskiyi inceleyerek, bu
iligki dogrultusunda ilgili konuya yonelik 6ngdriilerde bulunmay1 amaglayan bir istatistiksel yontemdir
(https://avys.omu.edu.tr/storage/app/public/gb). Aragtirmada kurulan hipotezlerin test edilebilmesi igin
4 model kurulmus olup, bu modeller ¢oklu regresyon analizi yapilarak analiz edilmistir. Is doyumu ve
orgiitsel Ozdeslesmenin duygusal emege olan etkisini gosteren ilk regresyon modeline ait analiz
bulgular1 Tablo 4’te yer almaktadir.

Tablo 4. Is Doyumu ve Orgiitsel Ozdeslesmenin Duygusal Emege Etkisine Iliskin Regresyon

Analiz
Bagimh Degisken
(Duygusal Emek) B Standart Hata B t p VIF
Sabit 2.079 0.124 16.806 0.000
Is Doyumu 0.127 0.034 0.232  3.723 0.000 1.510
Orgiitsel Ozdeslesme 0.181 0.043 0.264 4234 0.000 1.510

Diizeltilmis R> = .190; R? = .195
F=37.847, p<0.05
Durbin-Watson = 2.023

Tablo 4’te bulunan analiz bulgularina gore, regresyon modelinin anlamli oldugu tespit edilmistir
(p<.05). Regresyon analizi sonuglari, i doyumunun duygusal emegi pozitif yonlii ve anlamli bir sekilde
etkiledigini gostermektedir (f= 0.232, p = 0.000, p<.05). Bu sebeple arastirmanin ‘‘H1: is doyumu
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duygusal emegi anlamli bir sekilde etkilemektedir’” hipotezi desteklenmistir. Ayni tabloda, orgiitsel
6zdeslesmenin duygusal emegi pozitif yonlii etkiledigi ve bu etkinin anlaml oldugu gézlemlenmektedir
(B=0.264, p = 0.000, p<.05). Bu bulguya gore arastirmanin ‘‘H2: orgiitsel 6zdeslesme duygusal emegi
anlamli bir sekilde etkilemektedir’” hipotezi dogrulanmistir. Duygusal emek {izerinde orgiitsel
ozdeslesmenin (0.264) etkisi is doyumuna (0.232) kiyasla daha fazladir. Is doyumu ve orgiitsel
0zdeslesme duygusal emegin % 19’unu agiklamaktadir. Tabloda bulunan VIF (1.510) ve Durbin-
Watson (2.023) degerlerine gore degiskenler arasinda ¢oklu dogrusallik ve otokorelasyon problemi
bulunmadig: goriilmektedir (Biiytlikoztiirk, 2009; Kalayci, 2010).

Is doyumu ve orgiitsel 6zdeslesmenin duygusal emek alt boyutlarindan yiizeysel rol yapmaya
etkisini ortaya koyan ikinci regresyon modeline ait bulgular, Tablo 5'te yer almaktadir.

Tablo 5. Is Doyumu ve Qrgﬁtsel Ozdeslesmenin Yiizeysel Rol Yapma Uzerindeki Etkisine
Iliskin Regresyon Analizi Bulgular

(Yg:eg;;‘;:‘;)o‘ig“?:;;‘m) B Standart Hata B t p VIF
Sabit 1.917 0.191 10.057  0.000

Is Doyumu 0.102 0.052 0.131 1.941 0.053 1.510

Orgiitsel Ozdeslesme 0.136 0.066 0.140 2.066 0.040 1.510

Diizeltilmis R? = .052; R? = .058
F =9.589, p<0.05
Durbin-Watson = 2.152

Tablo 5°te bulunan bulgulara gore, regresyon modeli anlamlidir (p<.05). Analiz sonuglarina gére
is doyumunun yiizeysel rol yapma tizerindeki etkisinin anlamli olmadig1 anlasilmaktadir (B=0.131, p =
0.053, p>.05). Bu nedenle arastirmanin ‘‘H3: i3 doyumu yiizeysel rol yapmay1 anlaml bir sekilde
etkilemektedir’” hipotezi desteklenmemistir. Analizlerin devaminda, orgiitsel 6zdeslesmenin yiizeysel
rol yapmaya etkisi pozitif yonde gerceklestigi ve bu etkinin anlamli oldugu saptanmistir (f= 0.140, p =
0.040, p<.05). Bu bulgu aragtirmanin ‘‘H4: orgiitsel 6zdeslesme yiizeysel rol yapmay1 anlaml bir
sekilde etkilemektedir’” hipotezini desteklemektedir. Orgiitsel dzdeslesme yiizeysel rol yapmanin %
5.2’sini  aciklamaktadir. VIF (1.510) ve Durbin-Watson (2.152) degerleri g6z Oniinde
bulunduruldugunda degiskenler arasinda ¢oklu dogrusallik ve otokorelasyon probleminin olmadigi
anlagilmaktadir.

Is doyumu ve orgiitsel 6zdeslesmenin duygusal emegin derinden rol yapma boyutu iizerindeki
etkisini gosteren iiclincii regresyon modelinde ait analiz edilmis, elde edilen bulgular Tablo 6’da
sunulmustur.

Tablo 6. Is Doyumu ve Qrgﬁtsel Ozdeslesmenin Derinden Rol Yapma Uzerindeki Etkisine
Iligkin Regresyon Analiz Bulgulari

(Dg?f;‘;‘;‘ E:F;?:;;a) B Standart Hata B t p VIF
Sabit 2.150 0.184 11.694  0.000

Is Doyumu 0.204 0.051 0.260 4.036 0.000 1.510

Orgiitsel Ozdeslesme 0.154 0.063 0.157 2437 0.015 1.510

Diizeltilmis R? = .135; R? = .140
F =25.423, p<0.05
Durbin-Watson = 1.822

Tablo 6’ya gore olusturulan regresyon modelinin anlamli oldugu belirlenmistir (p<.05).
Regresyon modeline gore, is doyumu derinden rol yapmayi pozitif yonlii etkiledigi ve bu etkinin anlaml
oldugu goriilmektedir (B= 0.260, p = 0.000, p<.05). Bundan dolay1 aragtirmada kurulan ‘“HS5: ig doyumu
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derinden rol yapmayr anlamli bir sekilde etkilemektedir’” hipotezi desteklenmistir. Ayni tabloda
orgiitsel 0zdeslesmenin derinden rol yapmayr pozitif yonde ve anlamli bicimde etkiledigi
gozlenmektedir (B= 0.157, p = 0.015, p<.05). Bu bulguya gore arastirmanin ‘‘H6: orgiitsel 6zdeslesme
derinden rol yapmay1 anlaml bir sekilde etkilemektedir’’ hipotezi dogrulanmistir. Derinden rol yapma
iizerinde is doyumunun (0.260) etkisi drgiitsel 6zdeslesmeye (0.157) gére daha fazladir. Is doyumu ve
orgiitsel 6zdeslesme derinden rol yapmanin % 13.5’ini agiklamaktadir. VIF (1.510) ve Durbin-Watson
(1.822) degerlerine gore degiskenler arasinda c¢oklu dogrusallik ve otokorelasyon probleminin
bulunmadigi gortilmektedir.

Is doyumu ve érgiitsel 6zdeslesmenin duygusal emegin dogal duygular boyutuna etkisine iliskin
kurulan son regresyon modeline ait analiz bulgular1 Tablo 7°de yer almaktadir.

Tablo 7. Is Doyumu ve Orgiitsel Ozdeslesmenin Dogal Duygular Uzerindeki Etkisine Iliskin
Regresyon Analiz Bulgular

g;‘fg:ll;)]l)l‘;ggﬁﬁer‘; B Standart Hata B t p VIF
Sabit 2.311 0.200 11.526  0.000

Is Doyumu 0.073 0.055 0.087 1.332  0.184 1.510

Orgiitsel Ozdeslesme 0.305 0.069 0.288  4.415 0.000 1.510

Diizeltilmis R?> = .114; R? = .120
F =21.224, p<0.05
Durbin-Watson = 1.964

Tablo 7'deki bulgular incelendiginde regresyon modelinin anlamli oldugunu gérmek miimkiindiir
(p<0.05). Analiz bulgularina gore, iy doyumunun dogal duygular lizerindeki etkisinin anlamli olmadig1
gorlilmektedir (B= 0.087, p = 0.184, p>.05). Bu nedenle arastirmanin ‘‘H7: is doyumu dogal duygular
anlamli bir sekilde etkilemektedir’” hipotezi desteklenmemistir. Analizlerin devaminda, orgiitsel
0zdeslesmenin dogal duygulara olan etkisinin pozitif ve anlamli oldugu belirlenmistir (= 0.288, p=
0.000, p<.05). Buna gore arastirmanin ‘‘HS8: orgiitsel 6zdeslesme dogal duygular1 anlaml bir sekilde
etkilemektedir’> hipotezi desteklenmistir. Orgiitsel 6zdeslesme dogal duygularin % 11.4’{inii
aciklamaktadir. VIF (1.510) ve Durbin-Watson (1.964) degerlerine gore regresyon modelinde yer alan
degiskenlerin birbirleri arasinda ¢oklu dogrusallik ve otokorelasyon probleminin olmadigi
goriilmektedir.

Tartisma ve Sonuc¢

Hasta memnuniyeti, saglik hizmetleri kalitesinin 6nemli bir 6l¢iitii haline gelmistir. Etkili, verimli
ve ayn1 zamanda kaliteli bir saglik hizmeti sunumunda saglik personellerinin hasta ve hasta yakinlari ile
iligkileri yonetme konusunda ileri diizeyde duygusal emek davranisi gdstermesine ihtiya¢ duyulmaktadir
(Pandey & Singh, 2016, s. 551; Ren vd., 2024). Yapilan aragtirmalar, saglik personellerinin, is
ortamlarinda duygularimi etkili bir sekilde yonetmelerini gerektiren sayisiz zorlukla karsilastiklarini
gostermektedir (Altas vd., 2024, s. 1). Saglik personellerinin is doyumlarinin saglanmasi, érgiitsel hedef
ve degerlerle 6zdeslesmeleri bu zorluklarin asilmasini kolaylastiracaktir. Boylelikle ¢alisanlar iglerine
yonelik daha fazla olumlu tutum benimseyerek islerinin gerektirdigi duygusal tepkileri yerinde ve
zamaninda gosterebilecektir. Bu kapsamda calismanin amaci is doyumu ve orgiitsel 6zdeslesmenin
calisanlarin duygusal emek davraniglar tizerinde etkili olup olmadigini ortaya ¢ikarmaktir.

Caligmada saglik personellerinin ig doyumu, orgiitsel 6zdeslesme ve duygusal emek diizeylerinin
orta seviyeye yakin oldugu goriilmektedir. Calisanlarin duygusal emek davraniglarina gore, en ¢ok dogal
davraniglar sergiledigi, en az ise yiizeysel rol yapma davraniginda bulundugu goriilmiistiir. Baska bir
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ifade ile calisanlar saglik hizmeti sunarken daha ¢ok gercek duygularla hareket ettikleri ve daha az sahte
duygular sergiledikleri sdylenebilir.

Arastirma kapsaminda olusturulan ilk regresyon modelinde is doyumu ve orgiitsel 6zdeslesmenin
duygusal emek iizerindeki etkisi degerlendirilmistir. Analiz sonucunda hem is doyumunun hem de
orgiitsel 6zdeslesmenin duygusal emek iizerinde olumlu bir etkisinin oldugu goriilmiistiir. Buna gore
saglik ¢alisanlarinin is doyumlarinin ve orgiitsel 6zdeslesme diizeylerinin artirilmasi halinde daha fazla
duygusal emek gostermeleri beklenebilir. Diger bir anlatimla, islerinden ve ig yeri kosullarindan
memnun olan ve Orgiitiiyle biitlinlesen calisanlarin duygularimi ise yonelik olarak daha fazla
diizenleyebilecekleri sdylenebilir. Literatiirde is doyumu ve orgiitsel 6zdeslesmenin duygusal emek
davranig1 iizerindeki etkisini birlikte inceleyen g¢aligmalara rastlanilmamistir. Ancak is doyumu ve
orgiitsel 6zdeslesmenin ayri ayr1 duygusal emek iizerindeki etkisini inceleyen ¢aligmalar bulunmaktadir.
Karakas vd. (2016) g¢alismasinda duygusal emek ile i doyumunun anlamhi bir iliski gosterdigi
belirtilmistir. Altas vd. (2024) calisma ortamimin olumlu olarak algilanarak is doyumunun artmasi
sonucunda saglik c¢alisanlarinin duygusal emek sarf etme becerilerinin 6nemli Sl¢lide artabilecegini
vurgulamaktadir. Orgiitsel 6zdeslesme ve duygusal emek iliskini farkli érneklem gruplari iizerinde
inceleyen calismalarda bu iki degisken arasinda olumlu iliskilerin oldugunu gostermektedir
(Biiyiiky1lmaz & Ozer, 2021; Kaplan vd., 2023; Karadirek, 2023; Tére & Erel, 2020). Bu ¢alismalarin
sonuclarina gore, orglitsel kural ve amaglarla biitiinlesen ¢alisanlarin kendi davraniglarini diizenleyerek
orgiit c¢ikarlarina uygun davramglar  sergileyecegi  sOylenebilir. Caligsanlar  Orgiitleriyle
0zdeslesmediklerinde, bir grubun parc¢asi olmaktan duyduklar degeri az bulurlar, grup normlarina ¢ok
az uyma egilimi gosterirler ve orgiitiin menfaati yoniinde davraniglarda bulunmazlar (Deniz & Aydogan,
2020).

Arastirmada kurulan ikinci regresyon modelinde is doyumunun duygusal emegin boyutlarindan
yiizeysel rol yapmay1 etkilemedigi, ancak orgiitsel 6zdeslesmenin yiizeysel rol yapmay1 anlamli bir
bicimde etkiledigi belirlenmistir. Saglik calisanlari tarafindan en sik sergilenen duygusal emek stratejisi
tiirliniin yiizeysel rol yapma oldugu belirtilmektedir (Giilsen & Ozmen, 2020). Literatiirde is doyumu ve
yiizeysel rol yapma davranigina iligkin farkli sonuglara ulasan ¢aligmalar bulunmaktadir. Mengenci
(2015, s. 135) is doyumu diisiik calisanlarin daha ¢ok ylizeysel rol yapma davranisi gosterecegini
belirtmektedir. Yapilan bir meta-analiz caligmasi, yiizeysel rol yapma ve iy doyumunun negatif yonli
bir iligki gosterdigini ortaya koymaktadir (Hiilsheger & Schewe, 2011). Benzer sekilde saglik calisanlar
ile yapilan ¢alismalarda ytizeysel rol yapma ile i doyumunun negatif iliski gosterdigi belirlenmistir
(Altag vd., 2024; Fouquereau vd., 2019; Wu vd., 2018). Bunun yan1 sira Pandey & Singh (2016)
calismasinda yiizeysel rol yapma ile i3 doyumunun pozitif bir sekilde iliskili oldugunu ortaya
koymustur. Orgiitsel 6zdeslesme ve yiizeysel rol yapma iliskisini inceleyen bazi ¢alismalarda orgiitsel
0zdeslesme ve yiizeysel rol yapma arasinda negatif bir iligki bulunurken (Kirmizigiil vd., 2019), baz1
caligmalarda ise bu iki degiskenin birbiri arasinda anlaml bir iligski saptanmamistir (Biiyiikyillmaz &
Ozer, 2021). Bu calismada oldugu gibi baz1 ¢alismalarda orgiitsel 6zdeslemenin daha fazla duygusal
emek davranigina yol agabilecegini gosteren caligmalar mevcuttur (Karadirek, 2023; Kuru, 2021; Tore
& Erel, 2020; Yan vd., 2014). Bu yoniiyle ulasilan bu bulgu literatiirii desteklemektedir.

Arastirmada kurulan iicilincii regresyon modelinde is doyumunun ve oOrgilitsel 6zdeslesmenin
duygusal emegin alt boyutu derinden rol yapma iizerinde pozitif bir sekilde etkili oldugu goriilmiistiir.
Bu sonuca gore isinden ve is yeri kosullarindan memnun olan ve orgiitiin amag¢ ve degerlerini
benimsemis ¢alisanlarin kendilerinden beklenen davranisa uygun duygular gostermelerinin muhtemel
oldugu soylenebilir. Hemsirelerle yapilan bir ¢aligmada bu ¢alismay1 destekler nitelikte is doyumu ve
derinden rol yapma davraniginin pozitif bir bigimde iliskili oldugu gériilmiistiir (M. Lee & Jang, 2020).
Farkli 6rneklem gruplari lizerinde yapilan ¢alismalarda benzer sonuglara ulagilmistir (Jiang vd., 2013;
Kizanlikli & Unliiénen, 2016; Mengenci, 2015; Xu vd., 2020). Orgiitsel 6zdeslesme ve derinden rol
yapma davranigini inceleyen g¢aligmalarda ise bu calismanin sonuglariyla uyumlu sonuglara ulagan
caligmalar meveuttur (Biiyiikyilmaz & Ozer, 2021; Kirmizigiil vd., 2019; Kuru, 2021; Tére & Erel,
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2020; Yan vd., 2014). Tére & Erel (2020) ¢alismasinda orgiitsel 6zdeslesme ile en fazla iligki gosteren
duygusal emek boyutunun derinde rol yapma boyutu oldugu ortaya konulmustur.

Caligma kapsaminda olusturulan son regresyon modelinde is doyumu ve orgiitsel 6zdeslesmenin
duygusal emegin alt boyutu dogal davraniglar {izerindeki etkisi incelenmistir. Analizler sonucunda is
doyumunun dogal davranislar {izerindeki etkisinin anlamli olmadigi, orgiitsel 6zdeslesmenin ise pozitif
bir etkisinin oldugu goriilmiistiir. Literatiirde is doyumu ve dogal davraniglar iligkisini inceleyen
caligmalar farkli sonuglara ulagmistir. Karakas & Gokmen (2018) calismasinda bu calismanin
sonuclarina benzer bir sekilde is doyumu ve dogal davraniglar iligkisinin anlamli olmadig1 sonucuna
ulagmigtir. Bununla birlikte bazi aragtirmalarda is doyumu daha fazla olan ¢alisanlarin daha dogal
davraniglar sergileyebilecegi One siiriilmektedir (Mengenci, 2015). Buna paralel olarak Yin (2012)
caligmasinda miisterilere samimi ve dogal duygularla yaklasabilen calisanlarin daha yiiksek is
doyumuna sahip olacagim belirtmektedir. Orgiitsel 6zdeslesme ve dogal davramislar iliskisini inceleyen
caligmalarin ¢ogu bu ¢aligmada ulasilan sonuglar destekler nitelikte sonuglara ulagmistir (Biiyiiky1lmaz
& Ozer, 2021; Kirmizigiil vd., 2019; Kuru, 2021; Tére & Erel, 2020; Yan vd., 2014).

Saglik personelleri gogu zaman asir1 is yiikil, yogun mesai saatleri, gece ndbetlerinden kaynakli
bir¢ok stres faktoriiyle karsilagsmaktadir. Bu durum onlarin is doyumlarmi ve orgiitsel 6zdeslesme
diizeyleri iizerinde olumsuz bir etki yaratmaktadir. Is doyumu ve 6rgiitsel dzdeslesme diizeyleri diisiik
olan calisanlarin duygusal emeklerini yonetme becerileri azalmaktadir. Is doyumu ve &rgiitsel
Ozdeslesme, calisanin isinden memnun olmasin1 saglayan faktorlere bagh olarak degiskenlik
gosterebilmektedir. Bu faktorler arasinda anlamli ve ilgi ¢ekici isler, kariyer gelisimi firsatlari, iyi
iletisim ve iligkiler, tamima ve takdir, ig-yasam dengesi, adil iicret, iyi yonetim ve giivenli ¢alisma
kosullar1 yer alir. Calisanlarin ihtiyaclar1 dikkate alinip, bu unsurlar dengeli bir sekilde saglandiginda is
doyumu ve orgiitsel 6zdeslesme diizeyleri artabilir, bunun sonucunda ¢alisanlar 6rgiite daha fazla faydali
olmak i¢in daha fazla duygusal emek davranisi gosterebilir

Sonradan yapilacak ¢aligmalar i¢in arastirmacilarin ¢alismaya tutkunluk, sessiz istifa, duygusal
zeka gibi gesitli glincel orgiitsel davranis konularmin duygusal emek ile olan iliskilerini bir model
cergevesinde inceleyebilirler. Arastirma, yalnizca bir {iniversite hastanesi 6rneklemiyle sinirlidir; bu
durum bulgularin genellenebilirligini kisitlamaktadir. Gelecek c¢alismalarda farkli kurum ve
bolgelerdeki drneklemlerle modelin test edilmesi onerilmektedir. Dolayisiyla diger kamu ve 6zel saglik
kuruluslarinda ¢alisan saglik personelinin dahil oldugu bir 6rneklem iizerinde bu ¢aligmada olusturulan
model uygulanabilir ve ulasilan sonuglar bu ¢aligmanin sonuglariyla kiyaslanabilir.

Beyan ve Aciklamalar

1. Arastirmacilarm katki orami1 beyani: Calismanin hazirlanmasinda 1. Yazar veri toplama, analiz ve
2. Yazar galigmanin teorik ve arastirma tasarimi yapmugtir. Y azarlarin katki oranlari esit orandadir.

2. Cikar catismasi: Yazarlar arasinda herhangi bir ¢ikar catigmasi bulunmamaktadir.

3. Etik Raporu: Bu ¢alismanin etik uygunluguna iliskin rapor, Bingdl Universitesi Sosyal ve Beseri
Bilimler Bilimsel Aragtirma ve Yayin Etigi Kurulu 24.07.2023 tarih ve 33117789/044/113846
numarasi ile alinmustir.

4. Arastirmanin Modeli: Caligma arastirma makalesidir.

5. Bilgilendirme: Bu calisma 24-25 Mart 2025 tarihinde 15. Uluslararasi Istanbul Bilimsel Arastirmalar
Kongresi’nde “Saglik Personellerinin Duygusal Emek Davramslarmin Is Doyumu ve Orgiitsel
Ozdeslesme Diizeyleri Uzerindeki Etkisi” bashikli bildiri olarak sunulmus ve tam metin olarak
yayimlanmistir.
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