MHR Chapter 4 Workplace Emotions, Attitudes, and Stress
Emotions
· Physiological, behavioural, and psychological episodes experienced towards an object, person, or event that creates a state of readiness 
· Most emotions occur without our awareness
· Episodes are brief events 
2 Features of Emotions
1) Evaluation (core affect): evaluate that something is good/bad 
2) Activation: generate internal energy/effortaroused
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Attitudes Versus Emotions
Judgement about an attitude object			Experiences related to an attitude object
Based mainly on rational logic	Based on immature and learned responses to environment 
Usually stable for days or longer			Usually experienced for seconds or less
Attitudes
· The cluster of beliefs, assessed feelings, and behaviour intentions towards a person, object or event 
· Attitudes are judgements, whereas emotions are experiences
 Traditional Model: How attitudes influence behaviour
Cognitive Process





Cognitive Dissonance 
· an emotional experience caused by perception that our beliefs, feelings, and behaviour are incongruent with each other
· For example, when people smoke (behavior) and they know that smoking causes cancer (cognition)
Emotional Labour
· Effort planning and control needed to express organizationally desired emotions during interpersonal transactions 
· Higher in jobs requiring 
· Frequent/ lengthy emotional display
· Variety of emotions display
· Intense emotion display 
· Emotion display norms vary across cultures
· expresses emotions discouraged: Ethiopia and Japan 
· expressed emotions allowed/expected: Kuwait and Spain
Emotional Labour Challenge 
· difficult to accurately display expected emotions
· difficult to hide true emotions
· emotional distance
Emotional Dissonance 
· The psychological tension experienced when the emotions people are required to display are quite different from the emotions they actually experience at that moment 
· Surface acting can lead to higher stress and burnout
Emotional Intelligence 
· A set of abilities to perceive and express emotion, assimilate emotion in thought, understand and reason with emotion, and regulate emotion in oneself and others
4 dimensions of emotional intelligence 
1) Awareness of our own emotions
· Ability to perceive and understand the meaning of your own emotions. You are more sensitive to subtle emotional responses to events and understand their message
2) Management of our own emotions 
· Try not to feel angry or frustrated when events go against us. Try to create a second wind of motivation later in the work day
3) Awareness of others emotions 
· The ability to perceive and understand the emotions of other people. Having an understanding of and sensitivity to the feelings, thoughts and situations of others
4) Management of others emotions 
· Managing other people’s emotions. Consoling people who feel sad, emotionally inspiring your team members to complete a class project on time 
Job Satisfaction
· A person’s evaluation of his or her job and work context 
Exit- Voice-Loyalty-Neglect (EVLN) Model
· The four ways, as indicated in the name, that employees respond to job dissatisfaction
Exit
· Leaving the organization, transferring to anther work unit or trying to get away from the dissatisfying situation
Voice
· Any attempt to change, rather than escape from, the dissatisfying situation. Voice can be a constructive response, such as recommending ways for management to improve the situation 
Loyalty 
· Employees who respond to dissatisfaction by patiently waiting for the problem to work itself out or to be resolved by others
Neglect
· Reducing work effort, paying less attention to quality, and increasing absenteeism and lateness 
Service-profit chain model 
· A theory explaining how employees job satisfaction influences company profitability indirectly through service quality, customer loyalty, and related factors 
Affective organizational commitment 
· The employee’s emotional attachment to, involvement in and identification with an organization 
Stress
· An adaptive response to a situation that is perceived as challenging or threatening to the persons well being
General Adaption Syndrome
· A model of the stress experience, consisting of three stages: 
1) Alarm reaction: when a threat or challenge activates the physiological stress responses
2) Resistance: activates various biochemical, physiological, and behavioural mechanisms to overcome or remove the source of stress
3) Exhaustion: people who frequently reach this stage have an increased risk of long term physiological and psychological damage
Stressors
· Environmental conditions that place a physical or emotional demand on the person
Psychological Harassment 
· Repeated hostile or unwanted conduct, verbal comments, actions and gestures that undermine an employee’s dignity or psychological or physical integrity and that result in a harmful work environment for others. 
Workaholic
· A person who is highly involved in work, feels compelled to work, and has a low enjoyment of work
Remove the stressor
· Flexible and limited work time
· Job sharing 
· Telecommunication 
· Personal leave
· Child care support
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