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Abstract
Purpose: The purpose of this study is to provide a comprehensive exploration of emotional

labor within insurance companies listed on the Tehran Stock Exchange, focusing specifically
on its antecedents, core components, and organizational as well as individual consequences.
Although emotional labor has been discussed extensively in organizational behavior literature,
its manifestation in the context of Iranian service organizations, especially insurance
companies, remains underexplored. Insurance organizations rely heavily on frontline
employee—customer interactions, where employees’ expression, management, and regulation
of emotions become central to service quality and overall customer experience. Yet, limited
research has examined how employees in this sector navigate emotional demands, what
organizational factors shape their emotional labor strategies, and how such strategies ultimately
influence their performance, attitudes, and well-being. This study aims to fill this gap by
generating a grounded and context-specific understanding of emotional labor that reflects the
unique characteristics of Iranian insurance firms. The research seeks to identify not only the
emotional labor techniques employees deploy but also the personal, situational, and human
resource—driven antecedents that activate these responses. Additionally, the study intends to
illuminate the outcomes of emotional labor at the individual, interpersonal, and organizational
levels, thereby offering practical insights for managers who wish to improve organizational
climate, employee satisfaction, and service performance.

Design/Methodology/Approach: The study uses a qualitative, exploratory design rooted in
pragmatism and an inductive approach, deriving insights from employees’ and managers’ lived
experiences. Semi-structured interviews enabled flexible yet comparable exploration of
emotional experiences. Participants—16 insurance professionals from Tehran Stock
Exchange-listed firms with >10 years’ experience—Wwere selected via purposeful judgmental
and snowball sampling until theoretical saturation. Thematic analysis involved open, axial, and
selective coding to identify patterns, ensuring credibility and an empirically grounded
framework of emotional labor’s antecedents, components, and consequences.
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Findings: Emotional labor in insurance firms comprises four components: emotional
engagement (genuine involvement), emotional avoidance (detachment for self-protection),
emotional reconstruction (aligning inner feelings with expected displays), and emotional focus
(attending to emotional cues). Antecedents fall into three categories: individual (e.g.,
personality, resilience), job-situational (e.g., workload, customer interactions), and HR systems
(e.g., training, leadership, culture). Consequences include individual outcomes (e.g.,
exhaustion, satisfaction), attitudinal/behavioral effects (e.g., commitment, service orientation),
and organizational benefits (e.g., customer satisfaction, reputation, competitiveness).

Discussion and Conclusion: The study highlights that emotional labor is not merely a personal
responsibility but a phenomenon deeply embedded in organizational systems, job design, and
workplace culture. Employees engage in various emotional labor strategies depending on their
personal capacities and the contextual demands placed upon them. Understanding these
mechanisms is particularly important for insurance companies, where emotional interactions
often define the quality of service encounters. Managers can use these insights to design human
resource systems that foster emotional intelligence, provide adequate training in emotional
regulation, and create supportive work environments that mitigate the adverse effects of
emotional labor. Recognizing emotional labor as an integral part of job performance rather than
an invisible or undervalued activity can help organizations align their policies, reward systems,
and leadership practices with the emotional realities of frontline work.
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