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Abstract :
Customer service Employees’ perceptions of the service
experience and its relationship with their levels of emotional
exhaustion and psychological wellbeing.

Achoui Abdelhamid & Taibi Naima
University Algiers 2

In numerous occupational roles, such as customer service,
employees are constantly faced with emotionally charged encounters
requiring specific emotional displays. Despite the pervasiveness of
emotionally laden job experiences, research has only recently begun to
examine the consequences of emotions at work for workers and
organizations. Research has highlighted several negative consequences
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of emotional demands on employees, including psychological health
problems such as stress, burnout, and emotional exhaustion.

The personal interaction between a service employee and
customer comprises an essential part of the service experience; this
research is an attempt to narrow the existing research gap by
examining the link between employees’ perceptions of the service
experience and their levels of emotional exhaustion. The research also
aimed at determining the impact of this relationship on the level of
psychological well-being.

A number of interesting findings emerged from this study, as
well as a partial support for the proposed hypotheses. In light of these
finding, the researchers have concluded the following
recommendations:

- Designing orientation and professional programs to help in recruiting
customer service employees according to professional and personal
standards (the need for taking into account the specific constraints
caused by the interactions with the client)

- Suggesting solutions and orientation programs that mitigate the
severity of burning and help customer service employees to
accommodate with work pressure and emotional constraints.

- Designing protective and treating programs to help customer service
employees to deal with psychological burning related problems.

Key word: emotional constraints, emotional exhaustion, psychological
health, customer service, work analysis, preventive solutions.
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