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Abstract 

This research seeks to determine the effects of emotional labor especially surface acting on 

employee’s well-being among the workers in telecommunications sector, with attention on PTCL 

in Pakistan. The research focuses on emotional labor as a phenomenon with multiplicity to include 

surface acting and its implications for employee well-being in PTCL. It relies on a broad base of 

literature and studies gender relationships, work-life balance, and managerial practices. An 

unstructured and qualitative research design was utilized, supported by in-depth interviews by a 

range of PTCL employees. This was this technique that was used to get knowledge about 

subjective experiences and perceptions of emotional labor in organizations. The findings reveal 

significant trends including gender bias and the impact of surface acting, as well as how emotional 

labor influences workplace harmony and the critical role of employee voice in the office 

environment. The need to maintain a balance between the professional and personal  life of 

employees emerged as a primary factor shaping the employee experience, alongside other 

considerations distinct from emotional labour and surface acting at work. The necessity to maintain 

composure amidst personal and professional challenges further demonstrates the widespread 

presence of surface acting across all departments. The research concludes that surface acting and 

emotional labor significantly influence employee health, workplace discipline, and the overall 

environment at PTCL. It highlights the importance of implementing effective management 

strategies and organizational policies to mitigate these effects. Furthermore, a key finding of this 

research is the role of voice mechanisms as a major intervention, underscoring the necessity to 

incorporate employee voice in addressing the challenges of emotional labor in the 

telecommunications sector. Voice mechanisms means how employees express their opinions and 

ideas in the organisation. . This is not limited to providing feedback to the managers, giving your 

ideas and suggestions for improvements. As organisational leaning promotes employee voice 

behaviours and their engagement in the organisation. And clear documented voice policies create 

a psychological safety, transparency and conflict resolution. 

Keywords: Emotional Labor, Surface Acting, Telecommunications Industry, Employee Well-

being, Voice Mechanisms, Work-Life Balance, Organizational Culture, PTCL. 
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Chapter 1: Introduction 

Emotional effort, often a critical yet overlooked factor in shaping employee well-being in 

telecommunications, has become an integral aspect of this fast-paced and bustling industry. The 

notion of emotional labor is based on the emotional display rules that are used by employees to 

meet the standards of the organization or occupation and this is one of the key dimensions of 

employee experience and customer behavior (Keller et al., 2020). The staff members working in 

this field have to develop a high level of emotional regulation as they have to serve the customers 

all the time and have to provide them with the required satisfaction. Meeting the expectations of 

employers vs that of an employee is a challenge for telecom companies like PTCL, as day by day 

the market is becoming more competitive and thus increasing required service excellence in the 

technological advancements (Lee et al., 2019).Emotional labor is all-pervasive for the sphere of 

telecommunications, and its significance cannot be overestimated because it affects the quality of 

services provided, the level of loyalty to the company and the brand as a whole (Fan & Wang, 

2022). The environment of the telecommunications sector is very dynamic, highly competitive and 

technological innovations are constantly being introduced. This sector is, therefore, characterized 

by unique demands on employees (Kaltiainen et al., 2020). Not only that, this layer is also 

responsible for adapting to the rapid changes in technology and ensuring a calm and customer-

oriented attitude at all times. Therefore, the success in this industry is determined by the capability 

to efficiently work the emotional labor. Decoding the finer details of emotional labor is, therefore, 

not just pertinent for the well-being of employees but also to the quality of customer service that 

is needed in this field (Aung & Tewogbola, 2019). This underscores the importance of research 

focused on emotional labor in the telecommunications industry, which is vital for enhancing both 

employee satisfaction and service excellence. Emotional labor, as defined by Hochschild (1983), 

refers to the process of managing emotions to fulfill the emotional requirements of a job, thereby 

impacting both personal well-being and professional performance. 

While surface acting can be considered a vital part of the customer service within the 

telecommunications industry, it stems from the destructive nature of its consequences on both the 

individual employee and organizational structure (Kahn, 2019). Deep down in its essence, surface 

acting requires that employees hide their real emotions in order to put on a face of what is 
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acceptable, an ultimate condition that over time can cause tremendous psychological stress  

(Hussein, 2018). Emotional exhaustions, which is one of the aspects of burnout, occur for a single 

employee when the continuous efforts to put up an emotional mask that does not reflect one’s 

internal state (Hsieh & Karatepe, 2019). This chronic stress and fatigue not only ruin the 

employee’s mental health and satisfaction with the job but even bring physical health problems 

such as headaches, sleeping disturbances, and increased vulnerability to various diseases. Feeling 

inauthentic only adds to the psychological strain, with misalignment between the self and emotions 

leading to lower levels of general well-being and work engagement. It is quite prevalent in the 

industry throughout the world that customer service representatives are forced to fake smiles, 

pretend that they are truly empathic to the customer and suppress their true emotions just to avoid 

complaints (Gosserand & Diefendorff, 2005). The widespread application of surface acting can 

lead to a significant reduction in the quality of the provided services from the organizational point 

of view (Karkoulian et al., 2023). On the surface, employees might seem to continue to smile and 

play the professional, but their interpersonal behaviors may not convey true empathy and 

understanding-two critical components of customer satisfaction (Ju et al., 2019). In the long run, 

this can diminish the loyalty of customers and negatively impact the company’s brand name. 

The situation of emotional dissonance can result in the negative outcomes of the workplace 

environment. It may lead to a situation whereby communication is devoid of authenticity, making 

the teamwork and cooperation to go down. In this regard, this can impact on organizational 

effectiveness and innovation, because individuals who have been drained emotionally are 

unwilling to participate actively in joint ventures or engage in innovativeness  (Bakker, A. B., 

Demerouti, E., & Euwema, M. C. 2005). Surface acting, when persistent, also tends to result in a 

rise of the attrition rate in organizations (Jiang & Chen, 2018). When employees feel emotionally 

drained on a regular basis, they have greater intentions to leave for other jobs, and this contributes 

to increased turnover. This not only leads to costing for the organization in the sense of finding 

and training, but also leads to the loss of the skilled and experienced personnel (Lee et al., 2019). 

The consequences of surface acting are manifold in that they undermine the well-being of 

employees and the productivity of organizations. These results show that it is not only the question 

of the welfare of a human being that requires the elimination of surface acting in the workplace 

but also the strategic necessity to keep the condition of an organization healthy and i ts service at 

the highest level (Niven, K., Totterdell, P., Holman, D., & Headley, T. 2012). 
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A multidimensional approach would be required to solve the issues posed by surface acting in 

terms of the telecommunications domain, incorporating organizational strategies and the key role 

of the first-level supervisor. Overcoming that is preventing the negative impacts of surface acting 

requires creating a working environment that allows the employees to truly demonstrate their 

emotions and get support for emotional labor (Jeung et al., 2018). In this instance, one cannot 

ignore the role of the immediate supervisors. Voice mechanisms means how employees express 

their opinions and ideas in the organisation. . This is not limited to providing feedback to the 

managers, giving your ideas and suggestions for improvements (Pulakos, E. D., Hanson, R. M., 

Arad, S., & Moye, N. 2015). As organisational leaning promotes employee voice behaviours and 

their engagement in the organisation. And clear documented voice policies create a psychological 

safety, transparency and conflict resolution (Milliken, F. J., Morrison, E. W., & Hewlin, P. F. 

2003).The support staff or an employee should be trained to identify the emotional burnout 

symptoms and provide assistance where necessary. For instance, this may include employee 

review/ employee evaluation process on a regular basis, whereby they can discuss their well-being 

emotionally and their coping mechanisms in dealing with workloads (Luo et al., 2019).Successful 

organizations have proper employee voice behaviours in which they are encouraged to speak up , 

their offices are operating on open door policies. So that employees have no hindrance in speaking 

up (Grant, A. M., & Parker, S. K. (2009). To fostering a more humane environment, supervisors 

must actively promote and implement voice mechanisms, ensuring conditions where employees 

are encouraged and rewarded for freely expressing their thoughts and feelings. While this method 

is helpful for enhancing communication, it has wider impact for better workplace environment. 

This method not only alleviates the need to engage in surface acting but also aids in creating trust 

and morale in the team. Hence improving the decision making, fostering open communication, 

resolving the conflicts, increasing employee engagement and satisfaction. Integration of voice 

functions is also a major approach which include organizational values and culture, open to change 

and improvements in the organisation, solving the problems and decision making, expressing their 

opinions and ideas (Detert, J. R., & Burris, E. R. 2007). Other types of mechanisms that 

organizations can establish for employee feedback include the use of channels through which 

employees can be free to ventilate their complaints, concerns, suggestions, or provide constructive 

criticism regarding the work environment and the emotional labor demands (Jafarli & Doroudi, 

2020). These measures must provide anonymity and immunity from retaliation to ensure fair and 
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transparent communication. By listening and responding to such feedback, organizations can make 

emendations in order to decrease the use of surface acting and increase the job satisfaction in 

general. 

The training and the provision of resources that help people to master emotional resilience would 

allow the employees to cope with their emotions better. Workshops for stress management, 

mindfulness, and effective communication can make employees powerful to manage emotional 

labor in more positive ways. Organizations may ensure positive channeling of emotional labor by 

creating a co-operative and friendly working environment. Promoting team-building activities and 

peer networks would allow employees to share some experiences and strategies for coping with 

emotional reactions, thus, reducing isolation and stress (Ioana, 2020). This also promotes curtailing 

undesirable behaviors such as gossips since employees are provided with healthy outlets for their 

emotions and frustrations. Rethinking the measures of performance to encompass attributes that 

would rely on genuine interactions rather than just conformity to a green face could drastically 

lower the pressure to surface act (Rabiul et al., 2023). Such changes convey to employees that the 

organization respects authentic emotionality and is genuinely interested in customer involvement, 

creating a more authentic and rewarding work environment. 

This research on emotional labor, especially centered on surface acting in the telecommunications 

industry, holds many critical implications and provides great advancements in the theoretical and 

practical domains, respectively (Hwang et al., 2021). It empirically broadens the current 

knowledge base on emotional labor by encompassing it in the framework of a high-pressure, 

customer-centric industry. It gives a more detailed view of how emotional labor especially surface 

acting can influence employee well-being and the dynamics in an industry known for technological 

changes and high intensity of customer interactions (Marques et al., 2018). This consciously sums 

up the whole issue of occupational Psychology and Organizational behavior as well as effects the 

many issues between emotional labor and work-related restrictions or barriers. Surface acting has 

some costs. It is not an exceptional case. The first is employees. The second is organizational 

performance. Thus, enterprise mechanism should be set up in order to prevent the phenomenon of 

unprompted behavior (Henderson & O'Leary-Kelly, 2021). The results reduce the possibility that 

the industry leaders and HR professionals will ignore the emotional burden that a worker is 

required to bear and can help them to develop a more sensitive and caring workplace. Incorporating 
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voice mechanisms more prominently in organizational structures offers a concrete solution for 

creating an environment that is both inclusive and responsive (Wang, 2021). When discussing the 

role of supervisors, it is essential to emphasize their responsibility in facilitating these voice 

mechanisms, ensuring that employees have the platform to express their thoughts and feelings, 

which in turn fosters a more engaging and collaborative workplace culture. First, this not only 

increases employee welfare and job loyalty but it may also increase service quality hence the high 

retention rate of customers resulting in organizational success (Wen et al., 2019). This, therefore, 

means that this research is not only relevant to the academic world but also provides a practical 

lens through which the telecommunications sector can transform itself through better 

organizational practices. 

1.1 Problem Statement 

Surface acting as a common sort of emotional work refers to the situation when customer service 

representatives and office employees’ change their external emotional behaviors to fit into 

professional standards and requirements that are usually in the contradiction with their real 

feelings. This practice, which is seen to be a necessity in an industry that is geared towards the 

delivery of customer satisfaction and service excellence requires that employees always project a 

friendly and agreeable exterior despite their true emotional feelings (Han et al., 2020). The essence 

of emotional dissonance that is manifested by surface acting is the critical problem in that it is a 

contradiction between the emotions that are felt and the ones displayed. The fact that surface acting 

has a practical objective of ensuring that the employees maintain a decent standard of 

professionalism and politeness in customer relations is at the same time a major source of problems 

and disadvantages (Hadadian & Sayadpour, 2018). A long time of surface acting on a job manifests 

in emotional exhaustion whereby employees cover or fake emotions to meet the job requirements. 

This constant emotional regulation requires a great deal of psychological effort and effort that can 

easily result in work-related stress or burnout. 

The incongruence between the depicted emotion and actual feeling may create a feeling of 

artificiality, which triggers dissatisfaction and the lack of commitment to the job. This, in the 

process, influences work relations hence might reduce real teamwork and collaboration. Moreover, 

when employees are frequently surface-acting the latter is likely to unwittingly affect the quality 

of service, for interactions become mechanically transactional instead of truly empathetic. This 
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research assesses the surface acting that is in play in the telecommunications industry in an effort 

to draw attention to the challenges that are associated with such a practice and the implications 

that are broader than the surface acting (Grandey et al., 2019). Knowing the sorts and gravity of 

surface acting can help us find ways to reduce the negative impact that surface acting has on 

employees and, in turn, the overall quality of customer service. Addressing this problem is not 

only important to increase the employee satisfaction and well-being but also to sustain the high 

level of customer engagement which is essential in a competitive telecommunication market.  

1.2 Research Question 

What role do voice behaviors and company policies play in mediating the effects of surface 

acting on the well-being of employees in the telecommunications sector? 

How does surface acting relate to employee well-being in the telecommunications field? 

How does surface acting influence workplace behaviors such as task performance and 

engagement in negative gossip among telecommunications employees? 

How can immediate supervisors within telecommunications companies effectively address 

and mitigate the negative impacts of surface acting among their teams? 

1.3 Research Objectives 

To examine the impact of surface acting on psychological and emotional wellbeing of 

employees in Telecom sector of Pakistan. 

To examine the impact of surface acting on work behaviours such as performance and 

workplace gossips. 

To examine the role of voice mechanisms at work towards the employees’ experiences of 

emotional labor and surface acting. 

 

The research was conducted at PTCL, which is one of the leading and national telecommunication 

service provider in Pakistan. The firm’s status as the leading air passenger carrier in the world is 

evident because its representatives in customer service have diverse client base. These customer 

service representatives therefore do emotional labor (Grandey & Sayre 2019). PTCL’s st rong 

industry presence, and the fact that organization’s still uses services based on human interaction 

demonstrates an interesting opportunity to dig in to the sometimes hidden world of emotional 
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labor, especially within an industry that is one the cutting edge of technological innovation, making 

the topic both practical and relevant. Among others, this is of high importance, for with the current 

gradual shift coming towards technological advance and market customer-behavior, an acute 

perception of the emotional role could be gathered in the business that could be highly demanding 

of emotional labor in such a dynamic sector. Besides, filling in this research hole is another crucial 

element that needs to be emphasized. Instead, the books which studied emotional labor do not give 

the detailed picture of this in a fast evolving environment of the telecommunication industry in 

Pakistan. The purpose of this research is to bridge this gap and present the myriad forms of 

emotional labor in PTCL as a basis for learning which could be applied to other similar contexts 

in telecommunications sector. 

 

1.4 Research Gaps  

Emotional labor and the voice at work are one of the main factors that have a direct impact on the 

employees in an organisation. Employee’s mental and physical health is affected by surface acting, 

negative work place behaviors and gossips. These things impact the wellness of the workers as 

well. The other area that this research is set to cover is the various aspects of continuous surface 

acting in PTCL and its effects. However, there are still limitations in this research. Although the 

general consequences of emotional labor and voice at work are well established, there is a need 

for studies focusing on the telecommunications sector, particularly in regions such as Pakistan. 

This research seeks to address this gap by exploring these dynamics in PTCL, one of the leading 

telecommunications company in this industry. Many current studies present a general picture of 

emotional labor and voice at work with little discussion of the interaction between these factors 

and other control variables like negative work place behaviors and employee work relationships 

(Ripatti, 2021). This research investigates how these variables mediate the relationship between 

emotional labor/surface acting, voice at work, and employee well-being in PTCL. To investigate 

their effects on employee well-being, more studies need to be done to integrate theoretical 

frameworks from emotional labor and voice at work. This research aims to combine these 

frameworks, giving a comprehensive analysis of the relationship and impact of these frameworks 

in PTCL. 
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The negative consequences of emotional labor, such as burnout and job dissatisfaction, are often 

highlighted, but there is less focus on how positive organizational practices can reduce these 

effects. This research seeks to identify and recommend such practices about PTCL. The literature 

tends to treat voice at work as a homogeneous concept only after adequately researching the 

variations and different forms it can take (Reynolds Kueny et al., 2020). This research will focus 

on the various voices at work in PTCL and their relationship with employee satisfaction and 

engagement. This research will build on the current knowledge base by filling these gaps to offer 

fresh insights focused on the telecommunications sector and PTCL. It also presents the practical 

implications that can be used to enhance the employee’s wellbeing and organizational 

effectiveness in PTCL that support the purpose of the research to improve workplace practices.  
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Chapter 2: Literature Review 

In this research’s literature review, it is analyzed how emotional labor, voice at work and control 

variables such as gender and the working environment are complicated. Its purpose is twofold: to 

map the current landscape of the academic field around these topics and then to locate how they 

appear in the setting of PTCL. This research is important because PTCL’s industry, characterized 

by rapid technological innovation and changing consumer preferences, provides a rare setting 

where these constructs operate. As part of customer service work, emotional labor is analyzed for 

its effect on employee health and work performance (Fisher & Noble, 2021). The intricate 

behaviors of surface and deep acting, which employees adapt to work-related pressures, are 

discussed concerning PTCL’s operational context. Voice at work is discussed in terms of its impact 

on organizational culture and employee empowerment, especially how it defines and is defined by 

the PTCL management strategies. The review recognizes the role of gender and the broader work 

environment as critical factors that can influence emotional labor and the manifestation of voice 

at work. By mapping this terrain, the literature review establishes a sturdy base that the research 

can use to advance its goals: to identify insights unique to the telecommunications sector and add 

to the general discussion on employee experiences in dynamic service industries. 

2.1 Well-being at Work: 

Worker’s wellbeing is a wholeness of physical, emotional and psychological dimensions all of 

which are important aspects in overall health and performance of the employees in the work setting 

(Everly Jr et al., 2019). Physical well-being is related to the lack of hazardous conditions and 

presence of practices that advance the physical condition of employees. This comprises 

ergonomics, work environment security, and amenities relating to health (Wan Mohd Yunus et al., 

2021). Emotional wellbeing is the last and related to how people feel in terms of their work, job 

satisfaction as part of it. It also embraces positive sentiments that entail contentment, happiness as 

along with not much tension or negative cadres of emotions such as dread and irritation (Wepfer 

et al., 2018). Apart from the psychological well-being, there can be elements including autonomy, 

competence and relatedness in workplace. It represents an employee’s feeling of meaning, 

accomplishment, and development that he or she derives from work. These dimensions of well -

being are most evident in the telecommunications industry mainly because of the high-stress and 

fast-paced nature of the work done (Diefendorff et al., 2019). The employees are under pressure 
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of working in rapidly changing environment and customer-centric models causing concerns not 

only on their professional performance but also on their personal life. A number of features within 

the work environment can play a major role in shaping these dimensions of well-being. Some of 

these aspects are organizational culture, leadership culture, job requirements, work-life balance, 

and access to learning and development (Lee 2019). The telecommunications industry experiences 

high speed technological change, which can enrich or undermine employee well-being due to high 

customer interaction. Considering and dealing with these issues is essential to creating a healthy 

working environment that is conducive to productivity and ensuring an adaptive, invested labor  

force. 

2.2 Concept of Surface Acting 

The concept of surface acting is one of the most important aspects of emotional labor paradigm 

and refers to an individual’s attempt to project emotions that are not held in reality and, thus, to 

put on a face that is required by the workplace (Di Stefano & Gaudiino, 2018). In contradiction to 

deep acting that entails a conjunction of an individual’s internal feelings with their expressions, 

surface acting conceptualizes a discrepancy between felt and demonstrated feelings. A kind of 

emotional labor is widely used in the field of customer relations where employees have to stay 

polite no matter what mood they are in. For this reason, in the field of telecommunications, which 

is very much related to the flow of interactions with customers, surface acting becomes a common 

practice. Patience, positivity, and empathy are some of the qualities which are needed to represent 

a person even in the most difficult and stressful situation (Brueller et al., 2020). The psychological 

procedures that come with the direct activation technique are likewise demanding as they involve 

a considerable amount of suppression of emotional processes. Either the constant assumption of 

covering or to pretend. If the occasion were to be right, those attempts, sooner or later, will result 

in continuous emotional exhaustion building up for years, emotionally overloaded states and a low 

job satisfaction (Deery et al., 2002). On the flipside the due diligence is the surface acting which 

repeatedly takes place in the customer service industry, most notably in telecommunications where 

there is dynamism and the customer is at the center of everything. This emphasizes the research 

which needs to be carried out on the impact of surface acting (Bertrams, 2021). As a result, the 

knowledge of distinguishing an active versus a deep performer may be of a great value aimed at 
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development of those strategies promoting the sphere of employee well-being and developing the 

links of kind and empathetic regard between the customers and employees. 

2.3 Emotional Labor and Its Impact in the Customer Service Department of PTCL 

In the case of PTCL, customer service department is the most critical and decisive factor in how 

the connection with customers is perceived and the way emotional labor should be performed in 

the telecoms sector. This department in return, as the first point of the communication with the 

clients, greatly affects the own image and the level of the service provided. According to recent 

studies by Magdeny et al. (2019) and Kahn (2019), emotional work done by both customer service 

professionals and clients, is centered on the norms of the professional environment and managing 

the complexities of the emotional interactions. Surface acting, which involves supervisors masking 

their outward emotional expression, because their inner feelings do not correspond to the outward 

expression, is particularly required in this situation. Such emotional labor dilemmas can be the 

aspect for managers and thus, needs a robust intervention and supportive systems to mitigate it. 

Such initiatives should not only aim for exceptions but also to consider the overall mood of the 

employees. As the customers response to the CSR directly affects the mood of the employee. The 

strategic integration of voice mechanisms, as suggested by Juetal (2019), in customer service 

protocols can facilitate a more authentic and empathetic communication approach, thereby 

enhancing both employee satisfaction and customer experience. 

2.4 Historical Context and Evolution of PTCL  

PTCL is the national telecommunication organization of Pakistan and the backbone of Pakistan’s 

telecom infrastructure. PTCL was set up in 1952, a few years after the attainment of independence 

by Pakistan in 1947, as a branch of telephone and telegraph. In the recent decades, the entity has 

emerged as the most powerful integrated ICT Company in Pakistan. PTCL’s privatization and 

change from a government-managed enterprise into a competitor in the telecommunication market 

illustrates a significant development in Pakistan’s history. This process was, made even faster by 

starting the telecommunication in Pakistan in January 2003. This implied that PTCL was no longer 

a monopoly because the sector was now operational and therefore open to other players and 

competition, which meant that competition pushed PTCL to innovativeness and better service 

delivery (Bargsted et al., 2019). Among the most important occurrences in the history of PTCL 

was the year 2005 where the Government of Pakistan sold 26% stake and management control and 
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Etisalat, Abu Dhabi Company. This privatization was opposed and the protests across the country 

were witnessed by the PTCL workers which led to the breakdown of the company and the 

intervention of military to restore smooth running of the company. In the end, an agreement 

concluded that a wage increase was to be given to the employees. 

From the telephony products, PTCL has diversified its products to carry out modern ICT solutions. 

It has established subsidiary mobile and data companies such as Ufone, and has been part of major 

submarine communication cable networks with Pakistan becoming globally connected. In order to 

address the challenges, PTCL has continued to invest in its infrastructure as it rolls out services 

such as high-speed broadband Internet coverage in thousands of cities and the introduction of 

digital TV services (Anwar et al., 2019). They have also been able to conduct successful trials of 

advanced technologies like 5G, and thus they are a front runner in the telecommunication 

innovation in Pakistan. Telenor Pakistan purchase in late 2023 is a big step by PTCL, which will 

ensure that the company is able to broaden their presence and improve its services in the 

telecommunication sector. It is with every tactical move that PTCL is the indispensable player in 

the development of Pakistan’s communication environment, answering to the ever-changing 

technological and market trends (ANAÇ & ÖZYER, 2021). The evolution of PTCL is the history 

of a company that has grown along with the country, constantly aiming to unite and modernize 

while dealing with the challenges of a dynamic and competitive market. 

2.5 Emotional Labor: Conceptual Framework  

Sociologist Arlie Hochschild coined emotional labor in her 1983 book "The Managed Heart." 

Emotional labor refers to controlling one's emotions to meet the emotional demands of a job. It 

refers to controlling one's facial expressions and emotions to conform to organizational or 

occupational standards. Particularly, emotional labor is quite significant in customer or client-

based roles, where there is a requirement to emanate emotions that are not reflective of what is 

inside. Surface acting involves changing the outer appearance of emotion without altering the 

content of the emotions—pantomiming (Altunoğlu et al., 2019). For instance, a customer service 

agent might put on an insincere smile while remaining courteous to a difficult client even if they 

may be feeling irritated or enraged. CSR’s have to face the burden of challenging customer 

interactions (Grandey et al., 2004). Deep acting, on the other hand, takes it a notch higher since it 

entails making an individual try his or her level best to try and feel the emotions he or she wants 
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to show. This may, for example, refer to sympathy towards a customer’s predicament other than 

just being sympathetic. Emotional labour in the customer service roles in PTCL cannot be disputed 

in any way. The employees in PTCL are the face of the company and its responsibility is to 

maintain a demeanor that is consistent with the dedication of the latter to deliver service excellence 

in situations that are stressful or tricky. They not only have to be answerable for the technical 

aspects but also have to listen to the frustrations of annoyed customers (Wang et al., 2011). This 

level and type of emotional labor effectiveness can have a considerable impact on the customer 

satisfaction, employee welfare, and organizational productivity. 

Employees especially in customer service departments in PTCL, and in many telecommunications 

companies, are necessarily kept below surface by the requirements to follow pre-written scripts 

and remain calm in response to complaints or service issues. The ones able to deep acting may 

find more inner satisfaction in their roles, for reducing the pressure of emotional incongruence, 

because the authentic feelings are congruent with behavior. Emotional labor takes on special 

significance when discussing PTCL, which continues to grow in a competitive market. Because of 

the transformation from a government-controlled monopoly to a market driven organization PTCL 

has since become the need for quality customer service. The retaining ability of the organization 

to train and support its employees in the sophisticated skills of Emotional Labor is critical to its 

long-term success. It signifies broad industry patterns in which a customer experience is 

considered a major competitive advantage (Jiang & Chen, 2018). Emotional labor is the concept 

that can provide a framework for the interpretation of the employee-customer interactions in the 

context of PTCL. It highlights the invisible but essential work that supports in the formation of a 

favorable customer’s experience and a good environment for work. Understanding and managing 

emotional labor is important as it can result in positive outcomes for both the employees and the 

organization, and therefore, it is an important area of emphasis for PTCL's operational strategies.  

2.6 Voice at Work  

Voice at Work is the manner through which workers voice their opinion to the employer and can 

influence the issues concerning them in the workplace. It includes individual and group channels 

whereby employees can voice their opinions, concerns, and suggestions, influencing decisions 

within the workplace (Dosono & Semaan, 2019). A good voice leads to trust-building, 

innovativeness, productivity, and organizational development. When employees feel their voice is 
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heard, they feel more satisfied about their jobs and more powerful in the company. The link 

between management practices and employee voice is essential. Managers are central in 

encouraging employees to voice out and share their views (Jeung et al., 2018). The voice should 

be characterized by complementary channels and leaders who listen and act on employee feedback 

to be effective (Taris & de Jonge, 2024). The contemporary workplaces, including in the case of 

PTCL, can also involve a range of participation including direct participation, when workers make 

decisions autonomously, and representative participation, in the form of trade union or non-union 

representatives negotiating with management on behalf of employees. 

Voice policies have a remarkable influence on employee satisfaction and performance. With the 

employees being given the ability to share their thoughts and opinions, they play a part in the 

creation of a conducive environment where they are engaged, productive, and inventive (Keller et 

al., 2020). They are also likely to be dedicated to the institution, which is why the turnover rates 

are lower and the company culture is favorable. Companies such as PTCL can benefit greatly from 

creating a culture where employee voice is respected, leading to many positive organizational 

changes. All employees at all levels must be able to contribute their perspectives and expertise as 

the company navigates competitive markets if continuous improvement and adaptation are to be 

achieved. This development towards personal voice channels like one-to-one contacts between 

employees and managers to replace the collective bargaining process. This change is reflected in 

contemporary organizations and can be traced back to the new forms of Work communicated via 

remote and digital tools that provide new opportunities for employee voice (Hwang et al., 2021). 

"Voice at Work" is about speaking out and establishing a culture in which such behavior is the 

norm, is valued, and becomes part of the decision-making process. In the case of PTCL, this 

implies building and sustaining communication networks that ensure that the employees' voice is 

heard and responded to, thus contributing to the well-being and success of the firm. This will 

necessitate continual efforts from the management to facilitate and foster employee 

communication that is in line with the operational objectives of PTCL and its employees and 

employee’s well-being. 

2.7 Manager-to-Employee Relations 

Manager-to-employee relations dynamics hold an important position in determining the workplace 

culture; they can be referred to the emotional labor and employee well-being. These relationships 
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are basic for the creation of the environment in the workplace and therefore influence various 

aspects of mutual relations such as satisfaction with the job, motivation, and mental health of 

people (Ioana, 2020). Surface acting is a dangerous behavior that needs to be minimized by proper 

managerial support to do so. Managers who are sensitive enough to listen to and acknowledge 

emotions can foster a safe and comfortable workplace in which employees are appreciated and 

appreciated. This, indeed, is especially critical in occupations where there is a high level of 

emotional work, like telecommunications customer service. Surface acting can be reduced through 

the provision of adequate resources, emotional intelligence training and support to these managers 

(Wilk, S.L., & Moynihan, L. M. 2005). 

Bad manager to employee relationships which have been identified are caused by poor 

communication, lack of trust, absence of true employee evaluation. Which results in lack of 

harmony (Pan & Lin, 2018). 

Other important aspects include communication style (Kahn, 2019). Trust and free-flowing 

communication with managers can be developed by being open and honest and consistent in their 

communication. Employees should not fear expressing challenges and concerns when they know 

that management will not meet any consequences on them. This form of communication promotes 

the appearance of more genuine expression of emotions, which creates possible situation when 

surface acting can be eliminated. Work environments that advocate for employees’ well-being and 

encourage a healthy balance between work and life are also beneficial because they emphasize the 

value of employees’ health and well-being (Hadadian & Sayadpour, 2018). Emotional labor cannot 

be respected and valued without leaders who demonstrate emotional intelligence by showing real 

concern for their team’s well-being and by setting a tone for the organization that respects and 

values emotional labor. To conclude, manager-to-employee relations, which can be described as 

an expression of supportive, communicative, and emotionally sensitive leadership, can greatly 

influence the amount of emotional labor employed in the workplace and thus contribute to 

employee well-being. 

2.8 Interplay between Emotional Labor, Voice, and Well-being  

Emotional labor and voice at work have an impact that influences the well-being of workers. 

Emotional work, and especially surface acting, which involves no correspondence between the 

inner feelings of employees and their external manifestations, leads to an energy deficit and 
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exhaustion, and as a consequence, to dissatisfaction with the work (Wang et al., 2019). On the 

other hand, deep acting has been positively related with voice behaviors (Oz, M., Saygin, M., & 

Adan-Bayad, O. 2020). Deep acting has a positive impact, because it brings inner emotions to the 

real action, and this leads to job satisfaction. From the perspective of PTCL workforce, this implies 

that creating an environment that fosters deep acting, whereby employees’ emotional state fits their 

behaviors, may lead to an increase in well-being and job satisfaction. The voice at work that is 

perceived as legitimate through meaningful involvement can turn emotional labor into a process 

of resources accumulation that is based on employees’ recognition value. Their views are heard, 

hence they could invest a lot of time in the organization and also show proactive behaviors. When 

in an organization the employees feel that they can float their ideas without any hesitation i.e. when 

their voices are heard, their concerns are addressed, they may experience greater job satisfaction 

and psychological safety, reducing the need for surface acting (Chamberlin et al., 2018). Policies 

could be developed that recognize the emotional nature of work, foster EI development, and 

provide mechanisms for authentic employee feedback that PTCL could adopt (Tiwari et al., 2020). 

This kind of approach can lead to an engaged workforce in which employees feel like theirs and 

they have the same mission as the organization so their performance will impact on the participants 

and the organizations itself. 

2.9 Theoretical Framework  

The theoretical framework of this research is based on the concepts of emotional labor and voice 

at workplace, which are used to investigate the impact of the two concepts on employee well -

being. According to Hochschild, emotional labor is the process of controlling emotions based on 

organizational demands by assessing surface acting and deep acting. While being crucial in 

customer-oriented roles of the likes in PTCL, these principles might have varied results on the 

welfare of the employees (Singh, 2022). The deep acting is more efficient because it requires real 

emotions and the organizations norms, which leads to higher job satisfaction, while surface acting 

leads to emotional exhaustion and lower job satisfaction. With respect to voice at work, the ability 

of employees to convey their thoughts and opinions and influence choices is imperative. The 

employee’s psychological resources may be increased or decreased by the voice behavior that 

emotional labor causes, which disrupts engagement and well-being. In a work environment that 

takes into account the emotional elements of work and proactively encourages genuine voice 
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expression, the people get increased levels of job satisfaction, lower turnover, and overall better 

performance (Scherer et al., 2020). These ideas are embedded in developing a culture of PTCL 

that encourages emotional labor and employee voice. This can lead a more satisfied and engaged 

workforce, which will have positive consequences for the organization’s development. 

 

 

 

Figure 1: Theoretical Framework 
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Chapter 3: Methodology 

The qualitative approach to the emotional labor and the voice at work is used in this research on 

PTCL. The method is qualitative as the data involved in-depth interviews with the PTCL 

employees and this allows for a deeper level analysis of the personal elements and perceptions 

(Rawski et al., 2022). This practice is appropriate to share the underlying mechanisms that connect 

the emotional aspect of an individual, the opportunity for understanding voice behaviors, and helps 

in knowing the wellbeing/ mental health state of an individual as a whole. The qualitative focus of 

this research is aimed to provide a thick description of the above discussed concepts within the 

limits of the PTCL organizational framework. 

3.1 Research Design  

The present work utilizes a qualitative research method that can be strategically inductive. In other 

words, theories and themes are developed by the qualitative data collected during the interviews 

with PTCL employees. This is one of the essential practices for the subjective qualitative 

exploration of the emotional labor and voice at work. It emphasizes on generating theory from the 

insights and trends of observations, unlike deductive research. In deductive research there is a pre-

existing theoretical framework or hypothesis which is being used for driving results. While if we 

talk about inductive research; it is more open-ended and exploratory, allowing the researcher to 

construct theories or explanations based on the insights derived from the data. Such an approach 

is particularly effective in revealing the hidden information, often unspoken aspects of workplace 

dynamics, crucial in understanding the complex phenomena within PTCL’s organizational 

structure. In qualitative research methodologies one of the most commonly used studies are 

Inductive studies. Such as signaling theory, social exchange theory, social information processing 

theory, ethnography, grounded theory, case studies and phenomenology. 

We have conducted thorough interviews with which we ascertain that the research approach we 

have used is inductive in nature. To conduct this research, a qualitative research methodology is 

used because an adequate qualitative research design is a valid approach to investigate complex 

and multi-dimensional topics such as emotional labor and voice at work in PTCL. Thus, the 

qualitative research methodology that is needed to conduct a thorough analysis of human emotions, 

interpersonal relations, and organizational climate is the use of qualitative research as the research 
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of subjective experiences and deep analysis. This is also a good way of understanding the multi-

dimensionality of emotional labour. In contrast, such types of labor can be detected in attitude and 

feeling research where the qualitative studies are required (Rasul & Masood, 2022). The qualitative 

framework allows for a more creative approach to PTCL employees’ experiences and at the same 

time aims to offer an understanding that the quantitative methods may not be able to achieve as 

easily. It contributes to obtaining qualitative and detailed information, which may cast light upon 

the peculiarities and differences in terms of emotional work, voicing or complaining at work. The 

use of a qualitative approach can be justified with the fact that it is possible to discuss the social 

world from an insider’s point of view, which makes it possible to interpret the hidden, often 

invisible aspects of emotional labor and communication in PTCL (O’Farrell et al., 2021). This 

methodological choice is crucial in uncovering the details and the individual stories hidden below 

the bigger patterns and themes that are relevant to the research’s objectives. 

3.2 Participant Selection  

In the research working environment of PTCL, the respondent selection was well packaged to 

reflect the different experiences in the organization. Diversity of department, role and experience, 

was a major factor in the selection of interviewees. A variety of perspectives were covered through 

the respondents’ selection from important fields, for instance, Customer Service, Marketing, HR, 

IT, and Sales. The participant characteristics was also heterogeneous in the gender and age 

dimension as well as in terms of experience within the organization. This heterogeneity was helpful 

in that it was an effort to paint a broader picture of the culture of work, through the lenses of on-

boarders and vets. The participants in the research spanned a wide range of positions within PTCL, 

including not just managerial roles but also non-managerial employees at various levels. This 

diverse group encompassed individuals from entry-level positions through to middle management 

and more senior roles, ensuring a comprehensive perspective on the workplace dynamics and 

emotional labor experienced across different hierarchical levels. The professional status and the 

working experience gap made it possible to discuss the ‘intricacy of emotional labour and its 

influence on the interaction process between employees of different positions in the professional 

pyramid; with which it is possible to see how the emotional labour outlines the work sphere at 

PTCL. 
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3.3 Data Collection  

In this research, a diverse group of both managerial and non-managerial PTCL employees were 

interviewed, with their demographics covering various departments, ages, and seniority levels. The 

ethics guidelines were stringently followed, and that stood for voluntary participation, comfort 

with questions, confidentiality, the option to withdraw, and managing the recordings as well as 

taking care of the privacy and wellness of the participants. As a method, there is a structural 

interview taken to research PTLC dynamics. A total of 15 employees were interviewed. In which 

there were 10 males and 5 females. They were ensured that their name will not be used anywhere, 

as per their privacy concern.  Here, an interview questionnaire was created and it found out the 

employees' attitude towards emotional labor, their working environment, and their personal 

experience as well that was provided by PTCL. The interview questions’ detailed script has been 

included as an appendix to this report which serve as the bases for the methodologies used in the 

research and is also helpful to an understanding of the context of the findings. The questions were 

designed in a way that the survey was emergent, which resulted into the open responses that were 

not biased by the themes of the research. The participants of the interview were promised of 

confidentiality. This was explained to them before the interview which was set to take place in a 

peaceful and amiable environment where people would be allowed to talk comfortably. The 

sessions were recorded digitally to help pursue the truth of the discussions and with members’ 

consent (Nicklaus and Stein, 2022). In this manner, the researchers managed to record the whole 

voice spectrum of the participants’ words and intonations. After the interview, the transcripts of 

the interview were produced verbatim. The transcription process was done carefully, ensuring that 

the details are not lost in the translation, it was necessary to maintain the true meaning that the 

participant intended to communicate. This step was necessary for appropriate data analysis and 

interpretation. All the steps in the process were confidential. All respondents were promised 

confidentiality, and personal names were erased or modified in the transcripts. This approach 

adhered to ethical research principles and encouraged respondents to be open and honest in their 

recounts; respondents felt safe to share their experiences without the fear of suffering any 

consequences or being judged. The ethical issue was vital in making the research results and the 

subjects satisfactory. 
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3.4 Data Analysis  

Thorne (2000) described data analysis as one of the critical and difficult phase of qualitative 

research, and one that receives less discussion in the literature. Data analysis conducted in a 

systematic approach can be transparently communicated to others (Malterud, 2001; Sandelowski, 

1995). Qualitative researchers often neglect a detailed description of how analysis is conducted 

within published research reports (Attride-Stirling, 2001; Tuckett, 2005); however, many have 

argued that researchers need to be clear about what they are doing, why they are doing it, and 

include a clear description of analysis methods (Braun & Clarke, 2006; Malterud, 2001; Thorne, 

2000). The analysis technique used for this research was “manual thematic coding” as done by 

previous studies such as Galdas Cheater, & Marshall (2005), Lunny et al., (2015), Riessman 

(2008), and Tuckett (2005). The thematic analysis involved a careful interpretation of the data 

including steps such as transcription, sense-making (reading and re-reading), categorization and 

making patterns out of emerging themes, outcome, and linking it with the theory.  

The decision to use thematic analysis as a methodology for the data analysis chosen for the PTCL 

research was based on the fact that this method is particularly well-suited for locating, analyzing 

and reporting patterns (themes) within data. This technique is, in essence, a close reading of the 

interviews that have already been transcribed to have a rough idea about the scope and details of 

the content. This was an iterative and inductive form of thematic analysis, with themes developed 

from the data, but controlled, modified and refined throughout the process of analysis. This 

thematic analysis helped us in theme identification and identifying thematic patterns. These themes 

were not only common topics but hidden messages or subtexts that it was necessary to understand 

the emotional labor, voice at work, and PTCL’s well-being (Martínez-Tur, 2020). Detailed 

analysis and classification of all the themes to match their meanings in the sense that they reflected 

the data that were expressed in the statements provided. 

This thematic analysis helped in ensuring that the investigator had a lot of knowledge of 

information, which led to the creation of a complex and deep interpretation of the employees’ 

experiences with PTCL (Mazzetti et al., 2023). This was the final phase in which a report was 

prepared, whereby findings obtained were organized and presented in a logical and educational 

manner. This analysis contributed to the linkage between the identified themes and the research 

questions and aims; moreover, it helped to understand the subjective elements of emotional labor, 
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voice at work, and well-being in the organizational setting of PTCL. Interview qualitative data 

were assigned to an extremely stringent thematic analysis to ensure a valid and reliable 

interpretation was achieved. 
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Chapter 4: Result and Findings 

The dynamic world of telecommunications, particularly in the context of PTCL, reveals that 

factors like surface acting, emotional labor and the role of voice mechanisms significantly 

influence the development of a productive organizational culture. These elements, essential to our 

research objectives, help to understand the psychological and emotional wellbeing of employees, 

impact on the performance and workplace dynamics, including gossips, and determine the 

efficiency of voice mechanisms in navigating emotional labor. While organizational work 

environment might play a role in shaping these aspects, it serves as a secondary, supportive 

dimension in our discussion rather than a primary focus. This case takes a look into the complex 

dynamics of the factors that influence employee well-being in PTCL which is one of the leading 

service provider of telecommunication in Pakistan. We have focused on four core themes: gender 

favoritism, emotional labor and surface acting, voice mechanisms and employee interactions. First, 

this research tries to unravel the interconnection between surface acting and employees’ well -being 

based on the stories of PTCL employees from different departments who have experienced it, and 

how it relates to the practices within the workplace, the organization, and how it is managed. 

4.1 Theme 1: Gender Favoritism 

Gender favoritism is an issue which requires careful examination within the organisational context. 

It is not limited to biased treatment, unequal opportunities and difference in expectations based on 

gender. This can be observed in the context of PTCL with respect to career opportunities and other 

soft corners they get on being a female. 

On few instances during the interviews, it was revealed that certain employees received 

preferential treatment and access to career opportunities based on their gender. And not on their 

experience and educational background. This favoritism often leads to better promotion aspects, 

access to trainings programs and others. Moreover, this gender favoritism also impacts the decision 

making process especially in the matters liked performance evaluations, project allocations and 

job assignments. In the sphere of gender favoritism at PTCL, Respondent 1 from Marketing 

provided an insightful perspective. He presented the gender distribution of roles in terms of 

predominance of one gender in certain positions. He also addressed the influence of gender on the 

arising of professional opportunities and the perception of performance at the workplace. He told:  
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‘‘I wanted to diversify my experience and applied to transfer to another department, along with 

other candidates. I believed I was the most qualified candidate for that position, given my 

experience and educational background. However, when the results were announced, I wasn’t 

selected. Instead, a new female hire was chosen for the opportunity. The person responsible for 

hiring decided to place her in his department.” (Respondent 1) 

A female respondent from IT gave her opinion on gender bias towards women; more specifically, 

this speaker elaborated on the difficulties that women had to face in the mostly male-dominated 

workplace environment. She discussed topics of concern with regard to work and family harmony, 

especially for women who are responsible for family. She provided insight on issues to do with 

equal opportunities in the workplace, progress in career, and the general treatment of male and 

female colleagues in her department. She followed with an example such as:  

‘‘During our annual closing, we had to work late at the office, and I was the only female in the 

team. Given the security concerns in the country, it wasn't feasible for me to travel home late, so I 

suggested maximizing our productivity during regular working hours. In our society, women also 

have responsibilities at home. Amidst this situation, I experienced headaches and my family even 

suggested that I should consider leaving the job.’’ (Respondent 2) 

It was a concern from one of the respondents that the other gender often gets the soft corners at 

workplace as he mentioned that: 

“I was one of the persons who would always show up on time and never asked for any holidays, 

but one odd day i wanted a leave and it was closing going on. Which I knew was very important 

but I was refused for the holiday because one of the female member was also ill the same day and 

she was given with the holiday instead of me.” (Respondent 3) 

These type of behaviours at workplace creates dissatisfaction (Smith, J. D., & Johnson, K. L. 

2020). Tackling gender bias at PTCL demands a comprehensive strategy that involves revising 

policies, transforming cultural attitudes, and initiating proactive measures. Instituting and 

rigorously upholding transparent and impartial human resource policies and practices is vital to 

guarantee equitable treatment and prospects for employees of all genders. Moreover, cultivating 

an inclusive and supportive organizational environment that appreciates diversity and gender 
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equality is pivotal in confronting and eradicating deeply rooted prejudices and stereotypical 

notions. 

4.2 Theme 2: Emotional Labor and Surface Acting 

Respondent 3 as a CSR went into the details regarding the difficulties of surface acting in his job 

role. He elaborated on the requirement that, regardless of the actual feelings, he should demonstrate 

certain emotions frequently when working with customers. This aspect of the job is not easy for 

the employee and his insights highlight the emotional burden that this side of the job can entail. 

This merely reiterates the need for a high level of emotional intelligence in customer-facing roles. 

He further added: 

“I was dealing a customer whose complaint was not being getting resolved due to public holidays 

and it took a bit longer than the usual, the customer literally abused me getting too personal. In 

this situation I wished I could literally beat him to death but due to the limitations of the job. I had 

to do surface acting and suppress my emotions. Which then ended up a dispute with my wife, later 

in the evening as well.” (Respondent 3) 

From the Marketing department, Respondent 4 went into detail about the importance of always 

staying positive no matter the circumstances, be they associated with one’s personal life or 

professional life. One of the key points of his discussion is the importance of surface acting for 

marketing specialists to ensure that a desirable brand image is created even though this may come 

at the cost of their personal well-being and authenticity regarding work. For instance, When 

Respondent 4 and their entire team went on a branding/marketing campaign for their brand to a 

university, they had to answer even to the things which were not related to their own domain. 

“During Q and A session at a university, someone asked aren’t you guys ashamed of the quality 

of service you guys provide, being the only national company? It was an embarrassing moment 

for me and the entire marketing team which had nothing to do with it but their technical team who 

drives the technical part.” (Respondent 4)  

4.3 Theme 3: Employee Interaction and Workplace Relationships 

Emotional labor and surface acting are critical parts of employee’s interactions within PTCL.  

Dynamics of employee relationship do influence these both components. Their impact can shape 
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both positively and negatively. Determining the culture of the organization and influencing 

individual well-being. Positive influence is not limited to employee supportive relationships, trust 

factors, mentorship, culture etc. While negative influence contain unsupportive work environment, 

lack of emotional support and other factors as well. Quality and nature of relationships influence 

and determine the impact on emotional labour and surface acting. If there will be positive and 

supportive work environment, it will foster creativity, genuine emotional expressions. While if 

there will be negative work environment it will lead to emotional labour and increased surface 

acting.  

In the HR department, Respondent 5 talked about the dynamics of internal interpersonal relations. 

She discussed the communication dynamics within and across her team. She said they need clear 

and transparent communication in HR related issues. On the same note, she mentioned the part 

that HR played in fostering healthy employee relations and conflict resolution and the privileged 

position that the department enjoyed in the middle of worksite disputes. She quoted the following 

example from her experience: 

“During the appraisals process, they had to do a lot of surface acting in front of the employees. 

One of the employee was not performing well but due to her role she had to sugar coat the truth 

and tell you can improve. But she knew that the employee was about to get terminated.” 

(Respondent 5) 

Respondent 6, who was an IT Specialist, discussed his views on teaming and communication with 

the technical team. He highlighted the importance of departmental respect for profession and the 

importance of teamwork. He also observed that the nature of IT work demands the need for 

efficient teamwork and problem-solving, which plays an important role in creating a proactive 

work environment. For instance, he quoted: 

“The employees who have good relations with the IT team, their work gets solved on priority 

instead of the ones who don’t. Even the ones who don’t have good relations submitted their issue 

before others. It should not be like this, as IT is there to solve the problems and it should be the 

department where everyone is treated equally.”(Respondent 6) 
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4.4 Theme 4: Voice at Work and Manager-Employee Relationships 

Voice at work is defined as the expression of employee’s opinions, concerns and ideas regarding 

the work related issues. Whose primary focus is to bring a positive change or for the betterment of 

the organization. It has several benefits which are not limited to the problem identification, 

performance and productivity enhancement, employee engagement etc. During the interview 

process, respondent 7 told us one of his experiences as a CSR: 

“I was responsible for handling the customer complaints and suggestions. I was observing a 

continuous issue in billing process of the company which was frustrating the customers.  Despite 

knowing it and telling the upper management about it, I hesitated voicing my concerns in team 

meetings, because I felt intimidated by the manager, who often used to dismiss the suggestions 

from the juniors. (Respondent 7) 

As his concerns were being overlooked, it lead to persistent customer dissatisfaction and an 

escalating workload for the customer service representative (CSR) team. As time passed, he grew 

increasingly exasperated with his manager's indifferent stance and the absence of avenues to voice 

his thoughts and apprehensions. Consequently, he began to experience a sense of disengagement 

and diminishing motivation in his professional endeavors, resulting in a decline in productivity 

and job satisfaction levels. 

Respondent 7 shared a specific incident: 

"Once the leader himself was the victim of volatility, as he demonstrated his emotions and 

unintentionally discharged aggression on us, his team." Here, the fact that communication is not 

necessarily connected to voice at work, yet still underlines the importance of fair and efficient 

feedback does reveal this. It illustrates how employee dialogue becomes essential for the 

correction of such scenarios in workplace environment. The capability to bring those issues to the 

surface and voice them for the sake is the key element of any healthy work community.” 

(Respondent 7) 

Respondent 8, the head of sales, who told us about the different channels of communication 

between staff and management, in the sales department. He highlights the importance of 

communication for strategic planning and understanding issues that employees may face to 

eventually improve team performance and morale. He further added: 
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“In our department we have to decide targets after discussing and through trial and error process. 

But once in a particular month they all were given with abnormal target from their manager which 

was not achievable. One of the employees tried to say it was very tough considering the current 

market dynamics but his concern was addressed quite aggressively from the manager. Due to 

which none of the remaining had the courage to speak up and we had to agree to it. That target 

didn’t get achieved and employees didn’t get the commission on it as well. Which caused 

demotivation among the whole team.” (Respondent 8) 
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Chapter 5: Discussion 

Our research within PTCL's telecommunications context unearthed significant findings revolving 

around the primary themes of surface acting, emotional labor , voice mechanisms , gossips, 

employee interactions and manager-employee relationships. Each of these themes offers critical 

insights into the organizational dynamics and the well-being of employees. Gender Bias: the 

research highlighted how gender roles influenced job allocations and career advancements, 

affecting workplace satisfaction. This finding points to a systemic issue where underlying biases 

shape the professional landscape, impacting both opportunities and the work-life balance, 

especially for female employees. Emotional Labor and Surface Acting to our research, this theme 

revealed how employees manage their emotions to conform to job demands. A departmental extent 

of surface acting across the organization proved its major effect on employee welfare. We feel it 

is necessary, but our results do indicate that a professional facade can be quite draining and even 

the mood in the workplace can suffer. The business relationships turned out to be a significant 

element affecting the way the workplace was perceived. Employees who collaborate on problem 

resolving and communicate effectively in the work team are encouraged to feel fulfilled in their 

work which in turn leads to increased productivity. By the way, this can show miscomprehension 

or disruption of the process resulting in inefficiency. The theme of Voice and Manager-Employee 

relationship would therefore showcase the relevance of employee voice in shaping their work life. 

Having a voice and the capability to raise issues and concerns is closely related to job satisfaction 

and morale. On the other side, when the feedback of the workers was not heard, it produced 

frustration and disengagement. 

From our inductive studies, we found the Social Exchange Theory most the accurately explanation 

of our outcomes. Thus, this concept can underline the processes viewed in the PTCL. The 

difference in gender roles which is imbalance and opportunities is regarded as a break of reciprocal 

social contract that results in the decline of job satisfaction of engagement among the female staffs. 

Through the lack of fair chances, the organization no longer lives up to its deal by which it 

exchanges this for the service of an employee, hence disheartened and puts this person at a higher 

risk of quitting. Social Exchange Theory by Merritt can help to define emotional labor as the 

‘investment’ by the employees. Eventually, this imbalance in the social exchange causes to social 

dissatisfaction and, in worse case, emotional exhaustion which means that the benefits from social  
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investment are unjust. Positive communication between employees and between them and 

management benefits team member’s ability to help and accept each other and respect and 

understand them. This sort of engagement develops a generally contented workforce and a 

common social identity. Thus, organizations obtain a competitive advantage. The possibility that 

workers may express their certain matters and see them to be done leads to the construction of a 

positive social exchange. It builds mutual confidence and devotion towards the organization which 

diminish when exchanges are excluded contrary to the increased morale and engagement. The 

current research carried out within PTCL environment explored meaningful themes that seemed 

to be associated with Social Exchange Theory. This just reinforces that no type of imitations 

between organization and employees are of great importance especially in handling emotional 

labor, gender bias, building positive work environments, and effective communication. PTCL 

could bring about an era of equitable, fulfilling and productive workplaces by unionizing 

organization’s practices of social exchange, creating an example that the telecommunication sector 

must follow in working on employee-oriented interests. 

Emerging Theory: 

In this research there were different emerging theories which we observed after interviewing the 

respondents. As per signaling theory individuals engage in strategic behaviors to convey specific 

signals or messages to others (Karasek, R., & Bryant, P. C. 2012).. In our research, participant’s 

expressions of emotional labor and voice at work served as signals to their colleagues or 

supervisors, influencing perceptions and interactions within the organizational setting. Social 

information processing theory suggests that individuals interpret and respond to social cues within 

their environment, shaping their attitudes and behaviors (Bucy, E. P., & Newhagen, J. E.1999). 

This theory shows how PTCL employees process and utilize social information, such as feedback 

or support, in their interactions with others. Moreover, social exchange theory suggests that how 

individuals engage in relationships where the exchange of resources like recognition, word of 

mouth, or support influences their behaviours and attitudes (Cropanzano, R., & Mitchell, M. 

S.2005). 

All these theories correspond in here. The dominant theory was social exchange theory. As the 

employees were greatly influenced by their surroundings and work environment. While other two 

were the emergent themes in this research. 
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Chapter 6: Conclusion 

This research was meant to measure some goals in the telecom sector, highlighting organization 

PTCL in Pakistan. With the help from our research, the connection between surface acting and the 

psychological health of employees can be seen in great detail. Tendency towards surface acting as 

a response to certain situations was strongly portrayed. As well as its impact on stress and job 

dissatisfaction. The highlights of the research show the straight connection between surface acting 

and the performance of the tasks as well as harmful gossip. The surface acting showed that it could 

cause a deficiency in tasks and even worsen the interactions between the coworkers. This research 

determined that voice mechanisms and employee policies are the main contributors in surface 

acting and employee well-being. It was found that the companies which had channels for 

employee’s feedback and response management showed better employee satisfaction and greater 

productivity among them. It also enables employees to positively react to surface acting and so it 

can help mitigate the negative effects. We successfully mapped the intricate relationship between 

surface acting, employee well-being, and organizational dynamics, providing valuable insights and 

aligning closely with our initial research objectives. This conclusion underscores the importance 

of addressing the nuanced aspects of emotional labor in the telecommunications industry to foster 

a healthier and more productive work environment. The aim of this research is to carry out a 

thorough analysis of the subject on emotional labor in PTCL. To be able to know emotional labor 

in all its dimensions and its impact on the employee’s welfare. In essence, understanding how 

emotional labour affects the work environment particularly. As this is the research in the 

telecommunications sector was our key objective. Through detailed interviews of PTCL human 

resources, we traced the issues of emotional labour, its impact, and coping strategies applied by 

practitioners to deal with this crucial aspect of their professional life. This research is finally 

completed; therefore, it is necessary to concentrate on the complexity of the deduction from a 

complex interviewee canvas. The accounts and interpretations of the participants that we have 

provided are an interesting source of information that can also be used as frameworks for PTCL’s 

strategies as well as a means to contribute to the wider discussion on emotional labour in the 

telecom industry. That is why this chapter completes our venture into the language and reality of 

the PTCL staff, revealing the delicate relationship between feelings and work and health. 
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The interviewees from PTCL came out with vital revelations on emotional labor and the way this 

practice was shaped to affect workspaces. From the data analyzed, several key themes are 

distinguished that show how the emotional climate, professional behavior, and the resulting well -

being interact within the organization. Another theme is “Gender Relations in the Work Place” 

which interviewees revealed that there was gender bias that was prevalent in varying degrees 

across different departments. The research revealed that gender roles and expectations have a lot 

of influence on the responsibilities carried out at work and how the people interact at work, 

especially for the female employees who have to double up their professional duties and the 

society’s expectations. The theme of “Emotional Labor and Surface Acting” focuses on the ways 

through which the employees regulate their emotions like, surface acting. It was established that 

emotional labor is not a homogeneous experience and different groups of workers experience it in 

different ways influenced by their roles within the organisation and departmental cultures. On one 

end of the continuum, emotional labor was found to affect well-being by increasing job satisfaction 

and reducing emotional exhaustion. 

“Work-Life Balance and Negative Well-being” revealed how professional life can trespass on 

personal time, with workload being an extra burden. Frequently occurring issues among 

participants’ were stress, burnout, and the need for organisational support. One of the themes from 

the perspective of “Workplace Social Dynamics and Surface Acting” was the impact of social 

groups in building the culture of the workplace and emotionality. The phenomenon of surface 

acting was all-pervasive, affecting employees’ working experiences and level of job satisfaction 

across departments. In the article titled “Voice at Work and Manager-Employee Relations” the 

authors illustrated various aspects of voicing concerns and opinions; more satisfying relationships 

between managers and workers resulted in a more satisfying working environment. Taken 

together, these results highlight the need for a more sophisticated understanding of emotional labor 

in PTCL and reiterate the relevance of gender, work-life balance, and fair workplace cultures to 

the promotion of employee wellbeing. 

6.1 Implications for PTCL and the Telecommunications Industry 

This research has far-reaching implications for PTCL and the overall telecommunications market. 

By more critically analyzing gender dynamics, emotional labor, and workplace social dynamics, 

PTCL can use the insights to develop targeted interventions for inclusion and equity in the 
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workplace. The solutions for adjusting to gender bias, diversity, and redefining hiring and 

promotion policies may result in a well-balanced representation of gender in various positions of 

a company. Employee’s emotional labor experiences can be recognized along with the provision 

of support, leading to enhanced job satisfaction and overall well-being. The research, in the broad 

context of the telecommunications industry, brings to light the need for addressing the challenges 

associated with the emotional labor. It highlights the importance of organizations fostering work-

life integration, offering avenues for open communication, and offering employees emotional 

support. Such approaches can improve employee well-being, lower employee turnover rate, and 

help the industry triumph in a competitive market. In terms of practical applications, the findings 

can inform PTCL HR policies, training programs, and workplace culture, while also providing 

constructive knowledge to telecommunication firms that intend to promote healthier and 

supportive workplaces. 

6.2 Recommendations 

The information ascertained from the interviews highlighted various salient issues related to 

emotional labor, workplace environment, and work life balance in PTCL. Such information has 

great relevance for the company as well as for telecommunication industry. Above all, PTCL will 

benefit from improved comprehension of the difficulties that its employees are confronted with.  

Following are the recommendations: 

• Provide Training and Support 

• Promote a Supportive Organizational Culture 

• Implement Flexible Work Policies 

• Recognize and Reward Emotional Labor 

• Establish Clear Role Expectations 

• Offer Emotional Support Resources 

• Monitor Workload and Work-Life Balance 

• Encourage Feedback and Continuous Improvement 

 

 The research emphasizes vital aspects of gender relations, emotional labor, work-life balance, and 

manager-employee relationships to transform the workplace into a healthier and more productive 

one. With the adoption of the suggestions presented above, PTCL can be on the path of improving 

employees’ well-being, which along with increased job satisfaction in turn can contribute to higher 

work performance and lower attrition rates. The significance of these findings for PTCL, Could 
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have greater implications for the telecommunications industry as a whole. The challenges and 

themes that were identified in the interviews are likely to resonate with employees of other 

companies in the same industry who hold similar positions to those who were interviewed. 

Consequently, the results can be used as a measure to guide other telecommunications companies 

in improving the work environment and employee welfare. Not only does this research add to the 

knowledge base of emotional labor, but it also provides an actionable roadmap for PTCL and the 

wider telecommunications industry. It emphasizes the emotional aspects of work, inclusivity, and 

developing the ability to support an employee’s work-life balance and well-being. 

6.3 Limitations of the Research 

The interviews provided some very useful information, but there are certain limitations to this 

research that should be acknowledged. One obvious weakness is the sample size, whereby the 

research is conducted on PTCL with relatively small participants. Although an attempt was made 

to ensure diversity in terms of respondents, the results may not reflect the entire range of 

experiences of people in the telecommunications industry. The method of data collection only 

entailed interviews, and this could result in biases in responses. A future research with larger and 

heterogeneous samples, and an interdisciplinary approach would allow for a better understanding 

of emotional labor in this industry. 

The research has revealed the intricacies of emotional labour in PTCL, and by extension, the 

telecommunications industry. The results have contributed useful information to the understanding 

of the employee’s experiences in the day-to-day work with emotional labor. Most importantly, a 

number of key insights can be made from this research. Gender dynamics in the workplace are not 

necessarily overt but rather complex and nuanced. The levels of gender biasing are different in 

different departments where it not only affects the proportion of gender but also forms roles, duties 

and relationships among people. These are dynamics that need to be recognized, and the 

acknowledgement of these is important if one seeks to create a more inclusive work environment. 

In PTCL emotional labor and professional etiquette is an inseparable entity. The most common 

approach to managing emotions of employees is surface acting. Although it is a means for dealing 

with the problem, it can also result in emotional fatigue. As a result, support and recognition of 

emotional labor challenges by the organization is critical to employee well-being. 



35 

 

One of the most difficult aspects of this situation is having to find a balance between work and the 

personal life, because work demands interrupt the personal time and affect the well -being of the 

individual. Stress and burnout are common, and there is a need for proper interventions to reduce 

this burden and ensure that employees have both mental and physical health. Emotional labor is 

largely shaped by the nature of social dynamics between people that develop in the workplace and 

are often based on the social groups. Surface acting, Is one of the most widespread practices today, 

and it is not limited to customer-facing positions but also affects the overall internal roles. The 

development of an emotional labor supportive culture which would promote genuine expression 

of emotions is the key. The relationship between the manager and the employee and, in particular, 

the potential of the employee to speak out are essential for the employee’s welfare. Relationships 

and communications with openness increase the satisfaction of an individual’s work life, while the 

poor quality of relationships creates more challenges to emotional labor. The relevance of these 

conclusions in the case of PTCL and the telecommunications industry as a whole. PTCL can enjoy 

a more inclusive and supportive work culture that recognizes the need to adapt to the emotional 

labor situation and find the way to overcome the challenges detected in this research. For the 

broader telecommunications sector, acknowledging the importance of emotional  labor and its 

effects on the mental state of employees is vital. This research provides several lessons that 

organizations can learn from and apply in order to create environments that are more humane, 

inclusive, and ultimately, increase the satisfaction and productivity of workers. Emotional labour 

is not just a concern of ensuring the worker’s wellbeing but a matter of strategic importance to 

organizations seeking to be leaders in a competitive industry. Emotionality is an essential part of 

the office and, correctly identifying and managing emotions, a better workplace can be attained.   
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Appendix 

CV: Gender 

1. Have you ever felt favoritism prevails in terms of gender? 

2. How often you stay at office after your working hours? 

3. Do you feel comfortable while interacting with your colleagues? 

CV: Emotional labor 

1. How do you regulate your emotions while dealing with customer/co-workers/clients? 

2. How are you expected to deal with customers who behave rudely with you? 

3. Do you feel women are more subjected to emotional labor since they are expected to 

manage finances while looking after the home? 

4. Do you feel that while implementing the policy of ‘Customer is always right’, the 

employees have to suffer? 

5. Are you encouraged to express your disagreements at work? 

6. Consider a scenario where there is a workplace issue and you disagree with it. Do you feel 

the fear of suffering from negative consequences? 

CV: Employee interaction 

1. Does interacting with fellow employees have positive impact on your mood? 

2. What role workplace social groups play in binding the coworkers? 

3. Do you feel comfortable while sharing personal experiences with your coworkers? 

4. Do you discuss non-work events with colleagues (such as holidays, weddings, etc.)? 

5. Do you feel happy when my colleagues include you in their social interactions at work? 
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CV: Surface Acting 

1. Do you feel free to express your emotions (anger, sadness, disappointment, anxiety, fear, 

happiness, distress) at workplace? 

2. How often you suppress your emotions (anger, sadness, disappointment, anxiety, fear, 

happiness, distress) and refrain from expressing them? 

3. When your opinion is not given value, do you feel unimportant? Do you feel the need to 

hide your emotion? 

4. Do you really enjoy company’s official dinner with your colleagues or you have to pretend? 

5. Do you feel that town hall meetings are important? 

CV: Negative Wellbeing  

1. Does your boss keep in mind emotional aspects while giving you work? 

2. What do you pretend when the things don’t go as per your perspective? 

3. Do you feel over worked? 

4. Are you satisfied with remuneration offered against the services you provide? 

5. Does your work suffer due to slow systems or malfunctioning equipment’s? 

CV: Voice at work 

1. Does your manager take your suggestions?  

2. Does the management cares for the employees? 

3. Does your company take employees suggestions? 

4. How much autonomy do you have to make your own decisions? 

5. Are you kept well informed about company’s plans, mission, and progress? 
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Manager to employee Relation 

1. Does your supervisor try to create a balance between subordinates? 

2. Are you encouraged to do your best? 

3. We know gossips exist at work place, is it at a dangerous level at your organization? 

4. How is the evaluation process? Do you feel appraisals are justified and promotions happen 

on merit? 

5. Company culture celebrates doing well at home and at work. Are you expected to respond 

to emails/texts/calls in off duty hours? 

Discussion with Manager 

1. How well do you know about each of your employee? 

2. Do they trust you with their issues at workplace? 

3. If an issue arises at workplace, does the concerned parties come to you to share it or you 

hear it from third parties? 

4. Do you discuss the task before assigning it to your employees? 

5. What steps you take to enhance the motivation level of employees? 

6. Does gender biasedness affect the nature of task assigned to employees? 

7. How do you ensure gender equality at workplace? 

8. How do you deal with employees who come up with any personal reason for not being able 

to complete the assigned task on time? 

9. Leader v/s manager? What is your style of management? 

10. How do you deal with an employee who is consistently giving poor performance? 

11. Do you plan to invest in new systems and equipment? 

12. Are sufficient promotion possibilities provided? 

 


