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The purpose of this research is to study the relationship between Emotional
Dissonance and variables in Situation Cues, Individual Differences, Organizational
Components, in context of Emotional Work, and how Emotional Dissonance affects Job
Satisfaction and Stress of employees in service departments. This research will apply the
knowledge of recruitment, training and job design in service organization.

Samples are 370 flight attendants and service employees from a retail business. The
instruments used are composed of 7 kinds of inventories: Affect Related Competence,
Emotional Demand, Interaction, Emotional Dissonance, Social Support, Job Satisfaction and
Stress. The reliability of internal consistency using Alfa coefficient is applied. Statistics used
are mean, percentage, correlation and multiple regression analysis. Data analyses by SPSSx
for Windows are used.

The result showed that Emotional Demand and Interaction are positively related to
Emotional Dissonance. Emotional Dissonance is positively related to Stress, but negatively
related to Job Satisfaction.

To predict Emotional Dissonance: Emotional Demand accounted for the highest
amount of variance (10%) and Interaction added of 7%, the other was Affect Related
Competence which added 2%.

To predict Job Satisfaction: Emotional Dissonance accounted for the highest amount
of variance (6%) with Beta -.24 and Social Support added of 4%,the other was Affect Related
Competence which added 2%.

To predict Stress: Affect Related Competence accounted for the highest amount of
variance (15%) with Beta-.39 and Emotional Dissonance added of 4%.

The result indicated the influence of Emotional Dissonance on Job Satisfaction and
Stress, meanwhile the important roles of Affect Related Competence, together with Social
Support in releasing Emotional Dissonance and Stress of service employees in service

department are shown.





