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Abstract

The objectives of this research were 1) to study the levels of emotional labor,
work-family conflict and job stress of customer service, 2) to study the relationship
between emotional labor and job stress of employees, 3) to study the relationship between
work-family conflict and job stress of employees and 4) to predict the job stress by
emotional labor and work-family conflict. The sample was from 349 customer service
employees from three banks. Data was collected by questionnaires and analyzed by using
percentage, mean, standard deviation, Pearson Product Moment Correlation Coefficient and
Stepwise Multiple Regression Analysis. The results revealed that 1) the levels of emotional
labor and work-family conflict were relatively moderate and the levels of job stress was
relatively low. 2) There was a positive relationship between emotional labor and job stress
with a statistical significance of .01. 3) There was a relationship between work-family conflict
and job stress with a statistical significance of 0.05 and 4) Emotional labor (surface acting and
deep acting) and work-family conflict (work interference with family conflict) accounted for

49.80 percent of variance to predict job stress of employees.

Keywords: Emotional Labor, Work and Family Conflict, Job Stress
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