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Time cools, time darifies; no
mood can be mamtained
quite unaltered through the

course of houts.

—Mark Twain

After studying this chapter, you should be able to:

] Urfferentiate emotions from
moods and li1st the basic emotions

and mocds,

«’." Discuss whether emotions are

rational and what functions they
serve,

3 identify the sources of emotions
and moods

27L

% Show the impact emotional
labor has on employees,

~
) Describe affective events theory
and identify its applications,.

{) Contrast the evidence for and

aqainst the existence of emotional
mtethgence,

and

&



revenge be a motivator? Absolutely.

Consider what Terry Garnett says:”l do hold
grudges. Am | motivated by that? Absolutely.”

iy the 1000s, Garnett was a senior vice

president al Oracle, reporting te Oracle CEO Lafry

ENlison. The twa traveled around the world together,

rubbed elbows with media and movie moguls,

and became friends. The families even vacationed

together in Japan. Eilison, an ardent admirer of all

things Japanese, invited Garnett to join him in the

famed Philosopher s Walk to the Ginkakuji Temple
in Kyoto.

A few weeks after returning from thew trip to Japan,
Cihson called Garnett into his office and summarity fired
hir. Feeling numb and lacking a clear explanation for his
dismissal, Garnett watked the 30 feet from Ellison’s office
to his own, packed up his things, and left.”l tried to keep
composed,” e sqid, Privately, though, he was seething,
telling himsetf,” There will be a day of reckoning.”

Channeling his anger, Garnett started competing
directly with Ellison and Oracle by investing in promis-
ing start-up projects, A recent example is Ingres, 2 fow-
cost software provider that Garnett hopes will compete
directly with Oracle’s bread-and-butter offering: its
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an telligent mian whose intellecaal abilivies were unliarmed by the accident,
Gage drified from joly 1 jo, eventually aking up with a cirens, In commenting on
Gage's eonlition, one expertnoted, “Reason ity not he as pane as most of us think
LIS O wish it were . . | emotions and deelings may not be intruders in tie bastion of
vessonat all; they way be enmeshed in is networks, tor worse and for Detrer, "2

The examples of Phincas Gage and many other brain injury stadies show us
that cmotions are eritieal o rional thinking, We must have the ahibiy to expe-
rieIee enwstions 1o be rational, Why? Becaitse our emotions provide important
information aboul ow we upderstand the world aronnd ts, Although we might
think ol a computer as intellectually superior, a humnan so void of emotion
would he unabie 1o function, Think aboul @ manager making a decision to fire
an cmplovee. Would you really want the manager o make 1he decision without
regading cither his or the employee’s emotions? The key 10 gond decision
naking is to employ both thinking and feeling in one's decisions.

What Functions Do Emotions Serve? Why do we have emolions: Whar role
do they serve? We just discussed one function—that we need them 1o think
rationally. Charles Darwin, however, took a broader appmach. In The Expression
of the Emotions in Man and Animals, Darwin argued that emaotions developed
over time to help humans solve probiems. Emotions are useful, he said, because
they motivate people to engage in actions that are important for survival—
actions such as foraging for food, seeking shelter. choosing maies, guarding
against predators. and predicting others’ behaviors. For example. disgust (an
emotion) motivates us to avoid dangerous or harmful things (such as roiten
fonds). Excitement (also an emotion) motivates us to take on situations in
which we require energy and initiative (for example, tackling a new career .

Drawing from Darwin are rese¢archers who focus on evolutionary psychology
This field of study says we must experience emotions—whether they are posimne
or negative—because they serve a purpose.? For example, vou would probably
consider jealousy to be a negatve emotion. Evolutionary psvchologists would
argue that it exists in people because it has a useful purpose. Mates may feel jeal-
ousy 1o Increase the chance that their genes. rather than a rival's genes, are
passed on to the next generation.™ Although we tend 1o think of anger as being
“bad,” it actually can help us protect our rights when we feel thev're being
vicdated. For example, a person showing anger when she's doublecrossed by a
colleague is scrving a warning for others not o repeat the same behavior.
Consider another example. Rena was a secretary at a prominent law firm. Her
hoss wouldn't stop touching and grabbing herv. His weanuent of her made her
angry. 5o she did more than quit—she sued, and won a multimillicn-dollar
case H's not thay anger s always good, But as with all other emotions, it exsts
because it serves a useful purpose. Positive emotions alse serve a purpose. For
example, a service employee who teels empathin tor 4 cusiomer man provide
berier customer service thanan seemingly undeeling emplovee.

Bat soime 1eseare hers are rot frm belicvers of evolutionary psvchologn, Win:
Think about tear Go enotion}, 15 just as cass o think of the harmtul effects of
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Our Moods Are Affected by the Day of the Week '

Nagativa moods are highest on Sundoys end

Mgl ¥ Mandays and fall throughout the week
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when Apple’s iPhone first went on
sale at an Apple Store in S35
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Emotional Labyor Z8hH

expect funeral statf 1o be sad; and we expect doctors (0 be emotonally neutral.
But really. emotional labor is relevant to almost every job. Your managers
expect you, for example, to be courteous, not hostile, in interactions with
coworkers. The true challenge arises when emplovees have to project one
enotion while simultaneowsty feeling another.™ This disparity is emotional
dissonance. and it can take a heavy 1oll on emplovecs. Bottled-up feelings of
frusuation. anger. and resentment can eventually lead (0 emotional exhauston
and burnout™ It's trom the increasing importance of emotional labor as a kev

component of cffective job performance that an understanding of emotion has
gained heightened relevance within the ficld of OB,

show unhappiness aver the manage-
ment plan to efiminate automatic pay
increases. Attendants had to remember
. ] ) not 1o smile during this period, This
Cathay Pacific Smile Strike “smile strike” raises some intaresting
questions. For instance, it the flight
attendants felt like smiling during the
strike hour, did they expand emotional
labor by, say, thinking of a negative
emotienal sitiation to controt the smile?

Flight attendants are required to deliver
services with a smile. tn 1999, fight

attendants of Cathay Pacific refused to
smile for one hour during every flight to

emotional dissonance [nconsistencies
Betweent the emmaotions people feel
and the emolions they project,





































































