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In private life, we try to induce or suppress love, envy, and anger through deep acting or "emotion work,"
just as we manage our outer expressions of feeling through surface acting. In trying to bridge a gap between
what we feel and what we "ought" to feel, we take guidance from "feeling rules" about what is owing to
others in a given situation. Based on our private mutual understandings of feeling rules, we make a "gift
exchange" of acts of emotion management. We bow to each other not simply from the waist, but from the
heart.

But what occurs when emotion work, feeling rules, and the gift of exchange are introduced into the public
world of work? In search of the answer, Arlie Russell Hochschild closely examines two groups of public-
contact workers: flight attendants and bill collectors. The flight attendant’s job is to deliver a service and
create further demand for it, to enhance the status of the customer and be "nicer than natural." The bill
collector’s job is to collect on the service, and if necessary, to deflate the status of the customer by being
"nastier than natural." Between these extremes, roughly one-third of American men and one-half of
American women hold jobs that call for substantial emotional labor. In many of these jobs, they are trained
to accept feeling rules and techniques of emotion management that serve the company’s commercial
purpose.

Just as we have seldom recognized or understood emotional labor, we have not appreciated its cost to those
who do it for a living. Like a physical laborer who becomes estranged from what he or she makes, an
emotional laborer, such as a flight attendant, can become estranged not only from her own expressions of
feeling (her smile is not "her" smile), but also from what she actually feels (her managed friendliness). This
estrangement, though a valuable defense against stress, is also an important occupational hazard, because it
is through our feelings that we are connected with those around us.

On the basis of this book, Hochschild was featured in Key Sociological Thinkers, edited by Rob Stones. This
book was also the winner of the Charles Cooley Award in 1983, awarded by the American Sociological
Association and received an honorable mention for the C. Wright Mills Award.
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From reader reviews:

Mary Thomas:

This book untitled The Managed Heart: Commercialization of Human Feeling to be one of several books this
best seller in this year, that's because when you read this guide you can get a lot of benefit upon it. You will
easily to buy this book in the book retail store or you can order it by way of online. The publisher on this
book sells the e-book too. It makes you more easily to read this book, since you can read this book in your
Smartphone. So there is no reason for your requirements to past this reserve from your list.

Betty Walsh:

A lot of people always spent their free time to vacation or even go to the outside with them family members
or their friend. Do you know? Many a lot of people spent these people free time just watching TV, or maybe
playing video games all day long. If you would like try to find a new activity here is look different you can
read a new book. It is really fun in your case. If you enjoy the book that you just read you can spent the
entire day to reading a publication. The book The Managed Heart: Commercialization of Human Feeling it is
extremely good to read. There are a lot of those who recommended this book. They were enjoying reading
this book. Should you did not have enough space to create this book you can buy the e-book. You can m0ore
quickly to read this book through your smart phone. The price is not too expensive but this book features
high quality.

Ella Woods:

Reading can called imagination hangout, why? Because if you find yourself reading a book especially book
entitled The Managed Heart: Commercialization of Human Feeling the mind will drift away trough every
dimension, wandering in most aspect that maybe mysterious for but surely will become your mind friends.
Imaging every single word written in a e-book then become one application form conclusion and explanation
that will maybe you never get prior to. The The Managed Heart: Commercialization of Human Feeling
giving you a different experience more than blown away your mind but also giving you useful data for your
better life in this era. So now let us show you the relaxing pattern the following is your body and mind are
going to be pleased when you are finished studying it, like winning a sport. Do you want to try this
extraordinary shelling out spare time activity?

David Whetstone:

Is it you actually who having spare time and then spend it whole day simply by watching television programs
or just telling lies on the bed? Do you need something totally new? This The Managed Heart:
Commercialization of Human Feeling can be the reply, oh how comes? A book you know. You are
consequently out of date, spending your time by reading in this fresh era is common not a nerd activity. So
what these textbooks have than the others?
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