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Abstract

The main purpose of the study is to examine the effect of the emotional labor
of cargo company employees on emotional exhaustion, job satisfaction, and
turnover intention. Cargo company employees have a labor-intensive job design.
Therefore, they may encounter many physical and mental difficulties in their jobs.
The study also evaluates whether employees' expressions of their emotions during
the work process are a precursor to explaining turnover intention, job satisfaction,
and emotional exhaustion. A quantitative research method is used in the study. The
survey technique is used as the data collection method. Data was collected from a
total of 247 cargo employees in the study. Data were analyzed in the Smart PLS
statistical program. Accordingly, frequency, variety, and surface acting have
positive effects, and deep acting has negative effects on emotional labor. On the
other hand, intensity does not affect emotional labor. In addition, emotional labor
has a negative effect on job satisfaction, but it does not affect turnover intention.
Finally, job satisfaction does not affect turnover intention.

Keywords: Cargo workers, emotional labor, job satisfaction, turnover
intention, emotional exhaustion
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1. Introduction

The growth of the service sector has increased the importance of employees'
emotional labor and has attracted increasing attention in various fields, including
organizational behavior and organizational psychology (Grandey & Gabriel, 2015).
In addition to the stress caused by the intense pace of work life and urbanization,
the intensity and administrative situations experienced in the workplace affect the
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service performance of employees. Especially for employees working in the labor-
intensive service sector, intensity and stress also affect emotional changes in
individuals, such as burnout. In this context, factors such as intensity and stress
negatively affect the job satisfaction of employees, and this situation leads to results
such as leaving the job. The most important factor that keeps organizations alive
and provides them with a competitive advantage is undoubtedly their employees.
Therefore, leaving the job is considered one of the primary problems for
organizations. The reasons for leaving the job in organizations, the negative factors
affecting the level of job satisfaction, and the intention to leave the job as a result
of these have been addressed, especially in studies on organizational behavior and
human resources.

The concept of emotional labor, which includes the ability to manage and
express emotions, engage in social interaction, and skills of individuals (Boyd,
2002; Pagne, 2006), is a concept that includes the elements of frequency, intensity,
variety, surface acting, and deep acting (Morris and Feldman, 1996). Each of these
dimensions is defined as the labor elements that a person exerts for the job he/she
has (Chaves-Montero et al., 2025). Emotional exhaustion is a concept related to the
person's state of mind and is the depletion of the person's internal resources and
motivation due to consequences such as failure and wear and tear (Wicaksana &
Wijayanti, 2025). The job satisfaction level of individuals experiencing emotional
exhaustion will decrease. Job satisfaction is the positive feelings a person feels
towards the job he/she does in different dimensions such as psychological,
physiological, environmental, and economic (Comparcini et al., 2025). Job
satisfaction is seen as one of the most important elements in the continuity and
loyalty of individuals to work. Many negative emotions may arise in individuals
who are not satisfied with their jobs, and it can be said that the highest level of these
emotions is the intention to quit. Intention refers to the behaviors that an individual
foresees and plans for the future (Swan, 1981). Intention to quit is defined as a
conscious decision made by employees with the desire to leave their job ties with
the organization they work for (Tett & Meyer, 1993).

This study aims to determine the effects of emotional exhaustion and
emotional labor on the intention to quit and job satisfaction levels of cargo
employees. In particular, no research has been found in Turkey that examines the
effects of emotional expressions on the job quitting and job satisfaction of
employees working in cargo companies. This situation can be shown as an example
of the originality of the study.

2. Literature Review

Trade Many studies conducted in the service and industry sectors have
found that the emotional labor required by organizational norms can negatively
affect individual well-being (Hiilsheger & Schewe, 2011). Grandey (2000) stated
that emotional labor can negatively affect employees' job satisfaction and that job
satisfaction has strong effects on attendance, turnover, sabotage, job performance,
and employees' mental and physical health (Miao et al., 2017). Emotional labor also
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negatively affects employees by affecting the performance of the organization.
Among several factors leading to intention to leave, burnout plays an important role
(Kilo & Hassmén, 2016), and surface acting has been found to contribute to
burnout, job dissatisfaction, and intention to leave (Lee & Chelladurai, 2018). The
departure of qualified employees will result in additional costs in recruiting, hiring,
and training new employees. It will also have negative effects on the service quality
of the organization. Therefore, a higher turnover rate will negatively affect the
business performance of organizations. In turn, it will negatively affect the job
stability of the remaining employees. Therefore, it is important to address the
emotional labor problems of employees to improve organizational performance,
increase employee motivation, and increase employee job satisfaction. Since
frontline employees, especially in the service sector, are the “barometer of the job”
(Dagger et al., 2013), organizations try to provide various supports to their
employees at service contact points (Rhoades & Eisenberger, 2002; Kim et al.,
2017). Social support is one of the supports that can be provided to employees, as
it has long been defined as a resource that enables people to cope with stress (Wright
and Hobfoll, 2002). Social support is roughly defined as “the existence and quality
of helpful relationships” (Leavy, 1983) and can be provided by coworkers,
supervisors, and the organization. Recently, since emotions are common among
customers in service encounters (Gabriel et al., 2016), many studies have
emphasized the importance of emotional intelligence, which refers to the ability of
employees to control their emotions and empathize with customers. On this subject,
Mayer stated that “the ability to perceive emotions, integrate emotions to facilitate
thinking, and understand and manage emotions to promote personal growth are
crucial for professional success and mental health and well-being” (Wang et al.,
2016). Hochschild (1979; 1983) described two types of emotional labor based on
the performance approach to the dimensions of emotional labor. The first of these
is surface acting, which refers to the employee recreating emotions that are not truly
felt by changing their external appearance, such as facial expressions, movements,
or tone of voice, while displaying the necessary emotions. The second is deep
acting, which can be defined as behaviors that the agent exhibits when their
emotions do not fit the situation, using their preparations or past experiences to later
express appropriate emotions. Although Ashforth and Mael (1989) added another
dimension, Genuine Emotion, to Hochschild's work and proposed three main
dimensions, it is generally accepted that emotional labor is dimensionalized in two
ways, Surface Acting and Deep Acting (Hochschild, 1983).

Especially in the service sector, communication is considered to be one of
the most important factors between customers and employees. Communication can
be defined as an important means of interaction that controls and connects the
relationships of a person with others as a member of society (Gabbott et al., 2011).
In service encounters, nonverbal and verbal expressions are important factors
affecting customer satisfaction and job performance (Gayathridevi, 2013). Since
communication between employees and customers in service encounters can be a
differentiating factor that distinguishes a company from its competitors, it is
important to manage verbal and nonverbal communication carried out by
employees to increase the quality of interaction between employees and customers.
One of the most negative situations encountered in labor-intensive businesses is
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seen as emotional exhaustion. Emotional exhaustion refers to feelings of exhaustion
due to work and is conceptually referred to as a chronic response to work stress
situations associated with high levels of human contact (Maslach, 1982). In other
words, emotional exhaustion can be defined as physical and emotional exhaustion
symptoms, including a negative self-concept, a negative attitude towards work, and
loss of interest or emotion towards the customer (Maslach, 1982). At the same time,
emotional exhaustion is defined as the negative psychological experience of a
person responsible for a job with high interpersonal contact experiences being
exposed to long-term stress (Maslach and Schaufeli, 1993). Job satisfaction is a
personal reaction and can be defined as an emotional response to a task or job
(Bhuian and Mengue, 2002). Job satisfaction is determined not only by the
difference between the expectations recognized by employees and experience, but
also by the relationship between the organizational environment and personal
characteristics, such as the relationship between the manager and the employee
(Gayathridevi, 2013). Employees with low job satisfaction will tend to leave the
job, which will increase the employee turnover rate in the organization. An increase
in employee turnover will also reduce the desire of other employees to stay in the
company, and the departure of qualified employees will cause additional costs in
recruiting, hiring, and training new employees (Price, 2001). At the same time, a
high employee turnover rate will have negative effects on the service quality of the
organization and will negatively affect the Model

3. Hypothesis Development

Frequency is an expression related to how long and at what intervals a
behavior is performed. Continuous display of behavior creates a feeling of cooling
towards that behavior in the person after a certain period (Moreno-Martinez &
Sanchez-Martinez, 2025). Continuous display of behavior will create a feeling of
exhaustion and boredom towards that behavior and cause a decrease in
performance in the person when the behavior is displayed (Peng et al., 2025).
Intensity can be expressed as the degree or level of display of a behavior. Similar
to frequency, an intense display of behavior and excessive emotion causes the
person to develop a feeling of cooling towards the relevant behavior after a certain
period. Considering the relationship between frequency and intensity and
emotional exhaustion in the literature, the relevant hypotheses of the study are
stated below:

HI. Frequency positively affects emotional exhaustion.
H2. Intensity positively affects emotional exhaustion.

The behaviors that people constantly exhibit become compatible with their
personality structures after a certain period, and these behaviors turn into deep
playfulness (Lim & Lee, 2025). However, the necessity to constantly behave in
different ways can tire the person and cause the person to become disenchanted
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with that behavior and work (Sharma et al., 2025). Considering the relationships
between diversity and emotional exhaustion in literature, the relevant hypotheses
of the study are stated below:

H3. Variety positively affects emotional exhaustion.

Surface acting behavior has an effect that increases the level of burnout in
employees (Siizer, 2025). Since surface acting is behavior that employees do not
feel but exhibit out of necessity, this situation causes a feeling of boredom to
develop in people over time (Grandey, 2000). When people display emotions that
they do not feel, it will create a psychological burden on them, and this burden
will cause them to exhibit negative attitudes towards their jobs over time
(Horchschild, 1983). Considering the relationships between surface acting and
emotional burnout in the literature, the relevant hypotheses of the study are stated
below:

H4. Surface acting positively affects emotional exhaustion.

Deep acting refers to people exhibiting a behavior because it comes from
within them. In this case, natural behaviors are exhibited, and people feel much
more comfortable because there is no sense of obligation (Gaan, 2012). It can be
said that people who can display their own emotions are happier in the work
environment, and their levels of commitment and satisfaction will increase
(Awan, 2025). Considering the relationship between deep acting and emotional
exhaustion in the literature, the relevant hypotheses of the study are stated below:

HS5. Deep acting negatively affects emotional exhaustion.

Emotional exhaustion is a concept related to the individual's mood and can
be defined as the depletion of one's internal resources as a result of failure and
wear and tear (Wicaksana & Wijayanti, 2025). It is a chronic reaction to stressful
work situations (Mikolajezak et al., 2007) and causes people to distance
themselves from their jobs, become estranged, and adopt negative emotions (Van
Strydonck et al., 2025). Job satisfaction can be defined as people's positive and
enjoyable feelings towards their job (Maeran et al., 2013). In this direction, it has
been determined in many studies that individuals who feel a sense of burnout will
adopt negative emotions towards their jobs, and their satisfaction levels will
decrease (Wicaksana & Wijayanti, 2025; Strydonck, 2025). Considering the
relationships between emotional burnout and job satisfaction in the literature, the
relevant hypotheses of the study are stated below:

H6. Emotional exhaustion negatively affects job satisfaction.

Emotional exhaustion, which occurs for many different reasons such as
intense working conditions, stress, and decreased productivity (Chaves-Montero
et al., 2025), can cause many different negative behaviors such as absenteeism
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and non-compliance with working hours (Bruyneel et al., 2025). The most radical
of these reasons is the intention to leave the job. The intention to leave the job can
be defined as a consciously planned decision-making process before people
decide to resign (Ivana et al., 2025). Individuals whose satisfaction level decreases
with emotional exhaustion will decrease their continuation in that job (Ju & Hyun,
2025; Terry et al., 2025). Considering the relationship between emotional
exhaustion and intention to leave the job in literature, the relevant hypothesis of
the study is stated below:

H7. Emotional exhaustion positively affects intention to leave.

Job satisfaction, defined as a person's feeling of psychological,
physiological, and environmental happiness towards their job (Comparcini et al.,
2025), enables people to be happy in their jobs and to develop a sense of belonging
and loyalty to that job (Brady et al., 2025). Therefore, it is expected that people
who are satisfied with their jobs do not intend to leave their jobs (Etti et al., 2025).
As the level of satisfaction with the job increases, job continuity and commitment
will increase at the same rate (Kauppila, 2025). In this direction, considering the
relationship between job satisfaction and intention to leave in the literature, the
relevant hypothesis of the study is stated below:

HS. Job satisfaction negatively affects intention to leave.
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4. Data and Methodology

This study was conducted with individuals who work in any cargo
company and are over the age of 18. The universe of study was formed by these
individuals. However, since it was not possible to reach all employees, sampling
was preferred. Data was collected using the convenience sampling method. Since
the size of the universe was unknown, Roscoe’s (1975) view that a sample size of
30-500 would be sufficient was taken into account in determining the sample size.
Accordingly, data was collected from 247 participants face-to-face. Before data
collection, the survey form used in the study was pilot tested on a group of 30
people. Based on the data obtained, the reliability of the scales was tested, and all
scale statements yielded reliable results. Before filling out the survey form, the
participants were asked whether they volunteered, and the study continued with
those who volunteered.

Data Collection and Analysis Method

A questionnaire form was used to collect data in the study. Categorical
data related to the demographic characteristics of the participants were used in the
questionnaire form. For this purpose, the gender and age distribution of the
participants were asked. When the obtained results were examined, 61.9% of the
participants were male and 38.1% were female. 50.2% of the participants were
25-34, 22.3% were 35-44, 20.2% were 18-24, and 7.3% were 45 and above. The
sub-sub-dimension was used to measure the emotional labor of the participants in
the study. Three items were used to measure frequency, two statements were used
to measure intensity, three items were used to measure variety, and the included
items were used to measure surface acting and deep acting (Brotheridge & Lee,
2002). Four items were used to measure job satisfaction (Nadiri & Tanova, 2010),
nine items were used to measure emotional exhaustion (Andelkovi¢ et al., 2017),
and three items were used to measure turnover intention (Nadiri & Tanova, 2010).
All items were asked of the participants on a five-point Likert-type scale with
ends of never or always.

The Smart PLS statistical program was used to analyze the data. After the
scale items were subjected to validity and reliability analysis, structural equation
modeling (SEM) was used to test the hypotheses. The reason for using the Smart
PLS statistical program is that it does not require distribution normality and works
on small data sets (Hair et al., 2019). Common method bias was examined by
performing Harman's single-factor analysis, and it was found that when all factors
were collected in a single-factor structure, they did not explain most of the
covariance, and it was below the conservative threshold of 50% (Doty & Glick,
1998; Podsakoff & Organ, 1986).
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Measurement model assessment

Confirmatory factor analysis was applied to test the construct validity of
the scales used in the study, and the factor loadings of all scale expressions were
over 0.50 (Kaiser, 1974). Cronbach's alpha and composite reliability (rho ¢ and
rho_a) were calculated to assess the internal consistency of the scales. The
Cronbach's alpha reliability coefficient of all scales was over 0.70. The reliability
score of turnover intention was over 0.60. Although this result was below 0.70, it
was accepted because the rho ¢ value was over 0.60 (Bagozzi & Yi, 1988). The
rho_a values of the scales were also over 0.70 (Dijkstra & Henseler, 2015). The
rho_c values of the other scales were also over the 0.70 threshold. For concurrent
validity, average variance extracted (AVE) was calculated, and AVE values of all
scales were above 0.50 (Fornell & Larcker, 1981). All these results are shown in
detail in Table 1.

Table 1. Variables Reliability and Validity Score|

Variables LA & rhe a rho ¢ AVE
Emotional Labor
Frequency 0,223 0884 0,928 0212
1! Frl 0,934
21 Fr2 0,869
3 Fi3 0,299
Intensity 0,792 0.795 0,906 0,827
1! Inmtl 0,902
6 | Int2 0,917
Variety 0,269 0873 0919 0792
1 Vil 0,910
20 V2 0,885
41 Vi3 0874
Surface acting (54) 0,290 0,903 0,931 0218
1 5A1 0,921
2 8A7 0,913
41 5A3 0,877
Deep acting (DA) 0,223 0,283 0,928 0211
1 DAL 0,907
2 DAZ 0,903
5| DA3 0,890
Emotional exhaustion (EE) 0,957 0938 0.963 0.743
1 EE] 0,843
21 EE2 0,863
3| EE3 0,846
4| KB4 0,832
51 EES 0,266
6 | KRG 0,873
7 EBE?V 0,877
8| EES 0,883
9 EE9 0,853
Job satisfaction (JB) 0,209 0918 0.936 0,784
1 JBI 0.902
21 JB2 0,911
3 JB3 0,867
4| JBd 0,861
**Turnover intention (TT) 0,627 0626 0,201 03573
1 TIl 0,751
2 TI2 0,784
3 TI3 0,733

A=Quter loadings, a=Cronbach Alpha, vhe g and pho, c=Composite refiability, AVE=Average variance extracted
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The Fornell-Larcker criterion was examined to determine the discriminant
validity of the scales. The results obtained are shown in Table 2. When the
analysis was examined, the AVE square root values were higher than the
correlation loads of all scales with others (Fornell & Larcker, 1981). In this
context, the scales provided discriminant validity

Table 2. Fornell Larcker Criterion

No Construct 1 ] 3 4 s 6 7

1 Deep acting 0,200

2 Emotional exhaustion -0.663 0,562

3 Frequency -0.683 0,693 0,901

4 Intensity -0,620 0,603 0.653 0,910

5 Job satisfaction 0,614 -0,633 -0,603 -0,632 0,886

6 Surface acting -0.651 0.674 0.614 0,588 -0.611 0,905

7 Turnover intention -0,163 0,143 0,172 0,233 -0,144 0,082 0,757

8 Variety -0,639 0,634 0,640 0,611 -0,572 0,623 0,237 0,890

Note. Numbers in bold represent the square root of AVE
Hypothesis Testing

Within the scope of the research purpose, hypotheses were tested in a
structural equation model. Accordingly, frequency and variety have a significant
effect on emotional exhaustion. So, HI and H3 were supported. However,
intensity does not affect emotional exhaustion. Hence, H2 was not supported.
Also, surface acting has a positive effect on emotional exhaustion, and deep acting
has a negative effect on emotional exhaustion. Therefore, H4 and HS were
supported. While emotional exhaustion has a negative effect on job satisfaction,
it does not affect turnover intention. So, while H6 was supported, H7 was not
supported. Lastly, job satisfaction has a negative effect on turnover intention.
Hence, H8 was supported. The results obtained are shown in Table 3.

Table 3. Structural Equation Model Results

Hypotheses B X 5D t-statistics p-value Result
H, Fr-»EE 0,285 0234 0,061 4,647 0,000%** Supported
H; Int -> EE 0,077 0,075 0,058 1327 0,184 Not supported
H: Var > EE 0,137 0,139 0,055 2,500 0,012%* Supported
Hy SA ->EE 0,262 0261 0,056 4715 0,000%+* Supported
H: DA =EE -0,162 -0,164 0,069 2,362 0,018%* Supported
He EE > J8 -0,636 0,633 0,047 13,633 0,000%** Supported
H; EE > TI 0,086 0.089 0,099 0,873 0,382 Not supported
Hs I8 > TI -0,089 -0,093 0,104 0,854 0,393 Not supported

P=<0.001%5% p=<( 055
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5. Results

This research examined the effects of emotional labor components of
individuals working in the cargo sector on emotional exhaustion and the effect of
emotional exhaustion on job satisfaction and intention to leave. The evaluation
was tested with SEM based on the research model. When the research results were
examined, it was determined that frequency positively and significantly affected
emotional exhaustion. The frequency of emotional labor increases emotional
exhaustion. In other words, it is seen that employees' frequent regulation of their
emotions causes it to become a chronic source of stress and triggers emotional
exhaustion. This result is parallel to the findings of researchers such as
Brotheridge and Grandey (2002) and Cheung and Tang (2010) that the frequency
of emotional labor can increase psychological exhaustion. Secondly, the effect of
intensity on emotional exhaustion was investigated in the research, and it was
concluded that intensity did not have a significant effect on emotional exhaustion.
In other words, it was found that intensive emotional labor did not directly lead
to burnout in cargo employees. The reason for this can be shown as the intensity
of emotions varies from individual to individual. The reason for such a result may
be that some cargo workers are more resistant to situations that require high
emotional effort. A similar situation emerges when looking at the studies of
Glomb and Tews (2004). In other words, it is seen that some types of intensity
may be related to emotional resilience.

Thirdly, it was determined in the study that diversity has a positive and
significant effect on emotional exhaustion. In broader terms, the fact that cargo
workers display different emotional expressions increases their emotional
exhaustion. The fact that employees have to take on different emotional roles
means that they exhaust their mental resources and their self-integrity is
challenged (Rafaeli & Sutton, 1987; Hiilsheger & Schewe, 2011). This situation
is likely to be seen in service sector employees who are in constant interaction
with customers. Cargo workers are also in constant interaction with customers.
Fourthly, it was determined in the study that surface acting has a positive and
significant effect on emotional exhaustion. Cargo workers expressing emotions
they do not feel causes them to experience emotional exhaustion. This result
supports the psychological damage theory of surface acting written by Hochschild
(1983) regarding emotional labor. In addition, as Grandey (2003) stated, surface
acting creates emotional dissonance in individuals. This causes the individual to
experience conflicts regarding their true self.

Another result that emerged in the study is that deep acting negatively and
significantly affects emotional exhaustion. In other words, it is observed that
emotional exhaustion decreases in cases where cargo employees truly feel and
exhibit behaviors. This situation shows that deep acting enables the person to act
more in harmony with their true self. Naturally, it is observed that there is no
emotional dissonance in the employee, and emotional exhaustion does not occur
(Brotheridge & Lee, 2002; Diefendorff et al., 2005). As a result, it is observed
that deep acting increases the psychological resilience of the employees.
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In the study, it was determined that emotional exhaustion negatively and
significantly affects job satisfaction. In other words, the fact that cargo employees
do not experience emotional exhaustion ensures that they are satisfied with their
jobs. It is seen that the burnout theory developed by Maslach and Jackson (1981)
is also important for employees, with this result. In addition, this result is parallel
to the results obtained by Kalliath and Morris (2002).

Emotional exhaustion does not have a significant effect on intention to
leave. This result is a surprising result regarding this study conducted on cargo
workers. However, it is understood from this that there are reasons other than
emotional exhaustion that are effective in cargo workers' decisions to leave their
jobs. This reason may be economic conditions, job security, or alternative
employment opportunities (Taris et al., 2001). In addition, the possibility of cargo
workers doing this job, considering economic conditions, may have also led to
this result. Finally, the effect of job satisfaction on intention to leave the job was
evaluated in the study. As a result, it was found that job satisfaction did not affect
intention to leave the job. Similar studies in literature have concluded that job
satisfaction triggers intention to leave the job (Locke, 1976). However, when
recent studies are examined, it is seen that this situation may vary according to
contextual and cultural factors (Chen et al., 2011). Considering the difficult
economic conditions in Turkey, the probability of such a result is high.

Practical Implications

The findings obtained in this study showed that the intense emotional labor
demand in the cargo service sector can lead to serious emotional burnout in
employees. It is observed that the psychological resilience of employees
decreases, especially in cases of superficial acting and frequency. It is important
to review human resources policies in cargo services and to act in an employee-
focused manner. Institutionally, it is necessary to value employee emotions and
to create the necessary training and sincere business relationships for the
formation of deep acting. For this purpose, strategies should be developed to
establish authentic customer relationships, especially from an organizational
perspective (Grandey, 2003). On the other hand, an infrastructure should be
established where employees can convey their negativities, and an organizational
climate should be developed where they can express their emotions comfortably
instead of suppressing them. As a support mechanism, psychological counseling
services, pieces of training such as emotional awareness, and therapy
opportunities can be applied (Hiilsheger & Schewe, 2011).

When the study results are examined, it has been determined that deep
acting has a reducing effect on emotional exhaustion in cargo employees.
Therefore, plans can be made to develop deep acting skills in employees as a
strategic action to reduce emotional exhaustion. In other words, awareness
training can be given to use their emotional intelligence and cope with their
emotions (Diefendorff et al., 2005). On the other hand, the necessity of cargo
employees to display various emotional expressions also increases burnout. For
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this, certain standards can be set regarding the customer interaction process, and
employees can be minimally affected by this situation. Naturally, in this way,
quality inter-employee relations can be developed in the workplace, and possible
problems between customers and employees will be prevented.

Theoretical Implications

The findings obtained in this study support Hochschild's (1983) emotional
labor theory. The situation in which surface acting increases emotional exhaustion
is explained in this study specifically for cargo workers. This situation is also a
reference to the relevant theory. It is confirmed that people's expression of their
emotions is closely related to their true selves. In addition, the fact that deep acting
reduces emotional exhaustion shows that emotional labor is not a structurally
homogeneous concept and that different strategies reveal different psychological
interests (Grandey, 2000). While these results emphasize that strategic
distinctions should be made in the emotional labor literature, they show that
emotional labor is not only a behavioral process but also a cognitive and affective
process (Ashforth & Humphrey, 1993).

The research results confirm the relationship between emotional
exhaustion and job satisfaction. This result is consistent with Maslach and
Jackson's (1981) burnout model. However, it was found in this study that leaving
the job is not only related to work-related psychological processes but can also be
caused by external factors. The fact that the study was conducted in Turkey and
was particularly focused on cargo workers may also be the reason for these results.
Therefore, when the relationship is established with social exchange theory (Blau,
1964) and organizational commitment theories (Meyer & Allen, 1991), the
necessity of examining the emotional labor process and emotional burnout in
more depth in the service sector emerges based on the results. In summary, this
study provides a multidimensional framework to understand how emotional labor
transforms into organizational outcomes through burnout in cargo service sector
employees and adds contextual depth to the emotional labor literature.

Limitations and Future Research

This study has several limitations. The study was designed only for cargo
service workers. Therefore, its generalizability to the entire service sector is
limited. Since the data collection process was based on a cross-sectional design,
causal relationships between variables could not be tested directly. Longitudinal
studies can be recommended to understand the changes in psychological
processes, such as emotional labor and burnout, over time. On the other hand, the
study was conducted only based on a self-report survey. In future studies, different
measurements and evaluations can be made using observation, diary methods, or
neurophysiological tools. In addition, evaluations can be made on mediating
variables that address economic or other issues to understand the intention to leave
the job more clearly.
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