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· The thesis seeks to answer the question: Why leads emotion work in some cases to positive consequences and in other cases to negative results in terms of employee well-being, health and motivation as well as in terms of customer satisfaction? This question is investigated in flight attendants of different airlines who work on transatlantic flights. In addition to questionnaire data, dairies will be studied that are kept by the flight attendants and in which social interactions with customers and colleagues are recorded. It is – amongst others – hypothesized that emotional dissonance (i.e., the forced expression of non-genuine emotions) has a negative impact on flight attendants as well as on customer satisfaction.
