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bstract:

This study aimed to identify the effect nature of emotional job demands, customer
aggression, self-monitoring and self-esteem on emotional dissonance inside the
workplace. (382) employees were selected by using a stratified Random Sample
representing the different banks. The employees in the commercial banking sector of
Assuit Governorate consisting of (1802) member represents the population for this
study. Descriptive statistics, SPSS, SEM and some methods of testing hypothesis were
used in analyzing the data. The main conclusions of this study reveal that there is a
positive significant effect of emotional job demands, customer aggression and self-
monitoring on emotional dissonance, It also found that there is no a negative
significant effect of self-esteem on emotional dissonance. According to the results of
this study, many empirical suggestions and some issues of future research were
introduced.

Key Words: Emotional Dissonance, Emotional Job Demands, Customer Aggression,
Self-Monitoring, Self-Esteem.
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