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EXPLORING THE
MANAGED HEART

The one area of her occupational life in which she might
be “free to act,” the area of her own personality, must now also
be managed, must become the alert yet obsequious instrument
by which goods are distributed.

—C. Wright Mills

In a section in Das Kapital entitled “The Working Day,” Karl
Marx examines depositions submitted in 1863 to the Chil-
dren’s Employment Commission in England. One deposi-
tion was given by the mother of a child laborer in a wallpa-
per factory: “When he was seven years old I used to carry
him [to work] on my back to and fro through the snow, and
he used to work 16 hours a day. . . . I have often knelt down
to feed him, as he stood by the machine, for he could not
leave it or stop.” Fed meals as he worked, as a steam engine is
fed coal and water, this child was “an instrument of labor.™
Marx questioned how many hours a day it was fair to use a
human being as an instrument, and how much pay for being
an instrument was fair, considering the profits that factory
owners made. But he was also concerned with something he
thought more fundamental: the human cost of becoming an
“instrument of labor” at all.

On another continent 117 years later, a twenty-year-old
flight attendant trainee sat with 122 others listening to a pi-
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lot speak in the auditorium of the Delta Airlines Stewardess
Training Center. Even by modern American standards, and
certainly by standards for women’s work, she had landed an
excellent job. The 1980 pay scale began at $850 a month for
the first six months and would increase within seven years to
about $20,000 a year. Health and accident insurance is pro-
vided, and the hours are good.*

The young trainee sitting next to me wrote on her note-
pad, “Important to smile. Don’t forget smile” The admoni-
tion came from the speaker in the front of the room, a crew-
cut pilot in his early fifties, speaking in a Southern drawl:
“Now girls, I want you to go out there and really smile. Your
smile is your biggest asset. I want you to go out there and use
it. Smile. Really smile. Really lay it on.”

The pilot spoke of the smile as the flight attendant’s asset.
But as novices like the one next to me move through train-
ing, the value of a personal smile is groomed to reflect the
company’s disposition —its confidence that its planes will not
crash, its reassurance that departures and arrivals will be on
time, its welcome and its invitation to return. Trainers take it
as their job to attach to the trainee’s smile an attitude, a view-
point, a rhythm of feeling that is, as they often say, “profes-
sional” This deeper extension of the professional smile is
not always easy to retract at the end of the workday, as one
worker in her first year at World Airways noted: “Sometimes
I come off a long trip in a state of utter exhaustion, but I find
I can’t relax. I giggle a lot, I chatter, I call friends. It’s as if I
can’t release myself from an artificially created elation that
kept me ‘up’ on the trip. I hope to be able to come down
from it better as I get better at the job.”

As the PSA jingle says, “Our smiles are not just painted
on” Our flight attendants’ smiles, the company emphasizes,
will be more human than the phony smiles you're resigned

* For stylistic convenience, I shall use the pronoun “she” when referring to a
flight attendant, except when a specific male flight attendant is being discussed.
Otherwise I shall try to avoid verbally excluding either gender.
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to seeing on people who are paid to smile. There is a smile-
like strip of paint on the nose of each PSA plane. Indeed, the
plane and the flight attendant advertise each other. The ra-
dio advertisement goes on to promise not just smiles and ser-
vice but a travel experience of real happiness and calm. Seen
in one way, this is no more than delivering a service. Seen in
another; it estranges workers from their own smiles and con-
vinces customers that on-the-job behavior is calculated. Now
that advertisements, training, notions of professionalism,
and dollar bills have intervened between the smiler and the
smiled upon, it takes an extra effort to imagine that sponta-
neous warmth can exist in uniform—because companies
now advertise spontaneous warmth, too.

At first glance, it might seem that the circumstances of the
nineteenth-century factory child and the twentieth-century
flight attendant could not be more different. To the boy’s
mother, to Marx, to the members of the Children’s Employ-
ment Commission, perhaps to the manager of the wallpaper
factory, and almost certainly to the contemporary reader, the
boy was a victim, even a symbol, of the brutalizing conditions
of his time. We might imagine that he had an emotional half-
life, conscious of little more than fatigue, hunger, and bore-
dom. On the other hand, the flight attendant enjoys the up-
per-class freedom to travel, and she participates in the
glamour she creates for others. She is the envy of clerks in
duller, less well-paid jobs.

But a close examination of the differences between the
two can lead us to some unexpected common ground. On
the surface there is a difference in how we know what labor
actually produces. How could the worker in the wallpaper
factory tell when his job was done? Count the rolls of wallpa-
per; a good has been produced. How can the flight attend-
ant tell when her job is done? A service has been produced;
the customer seems content. In the case of the flight attend-
ant, the emotional style of offering the service is part of the service
itself, in a way that loving or hating wallpaper is not a part of
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producing wallpaper. Seeming to “love the job” becomes
part of the job; and actually trying to love it, and to enjoy the
customers, helps the worker in this effort.

In processing people, the product is a state of mind. Like
firms in other industries, airline companies are ranked ac-
cording to the quality of service their personnel offer. Egon
Ronay’s yearly Lucas Guide offers such a ranking; besides be-
ing sold in airports and drugstores and reported in newspa-
pers, it is cited in management memoranda and passed
down to those who train and supervise flight attendants. Be-
cause it influences consumers, airline companies use it in
setting their criteria for successful job performance by a
flight attendant. In 1980 the Lucas Guide ranked Delta Air-
lines first in service out of fourteen airlines that fly regularly
between the United States and both Canada and the British
Isles. Its report on Delta included passages like this:

[Drinks were served] not only with a smile but with concerned
enquiry such as, “Anything else I can get you, madam?” The at-
mosphere was that of a civilized party —with the passengers, in
response, behaving like civilized guests. . . . Once or twice our in-
spectors tested stewardesses by being deliberately exacting, but
they were never roused, and at the end of the flight they lined up
to say farewell with undiminished brightness. . ..

[Passengers are] quick to detect strained or forced smiles,
and they come aboard wanting to enjoy the flight. One of us
looked forward to his next trip on Delta “because it’s fun.”
Surely that is how passengers ought to feel”

The work done by the boy in the wallpaper factory called
for a coordination of mind and arm, mind and finger, and
mind and shoulder. We refer to it simply as physical labor.
The flight attendant does physical labor when she pushes
heavy meal carts through the aisles, and she does mental work
when she prepares for and actually organizes emergency
landings and evacuations. But in the course of doing this
physical and mental labor, she is also doing something more,
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something I define as emotional labor* This labor requires one
to induce or suppress feeling in order to sustain the outward
countenance that produces the proper state of mind in oth-
ers—in this case, the sense of being cared for in a convivial
and safe place. This kind of labor calls for a coordination of
mind and feeling, and it sometimes draws on a source of self
that we honor as deep and integral to our individuality.

Beneath the difference between physical and emotional
labor there lies a similarity in the possible cost of doing the
work: the worker can become estranged or alienated from
an aspect of self —either the body or the margins of the
soul—that is used to do the work. The factory boy’s arm
functioned like a piece of machinery used to produce wall-
paper. His employer, regarding that arm as an instrument,
claimed control over its speed and motions. In this situation,
what was the relation between the boy’s arm and his mind?
Was his arm in any meaningful sense his own??

This is an old issue, but as the comparison with airline
attendants suggests, it is still very much alive. If we can be-
come alienated from goods in a goods-producing society, we
can become alienated from service in a service-producing
society. This is what C. Wright Mills, one of our keenest social
observers, meant when he wrote in 1956, “We need to char-
acterize American society of the mid-twentieth century in
more psychological terms, for now the problems that con-
cern us most border on the psychiatric.”*

When she came off the job, what relation had the flight
attendant to the “artificial elation” she had induced on the
job? In what sense was it her own elation on the job? The
company lays claim not simply to her physical motions—
how she handles food trays—but to her emotional actions

* I use the term emotional labor to mean the management of feeling to create a
publicly observable facial and bodily display; emotional labor is sold for a wage and
therefore has exchange value. I use the synonymous terms emotion work or emotion
management to refer to these same acts done in a private context where they have
use value.
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and the way they show in the ease of a smile. The workers 1
talked to often spoke of their smiles as being on them but not
of them. They were seen as an extension of the make-up, the
uniform, the recorded music, the soothing pastel colors of
the airplane decor, and the daytime drinks, which taken to-
gether orchestrate the mood of the passengers. The final
commodity is not a certain number of smiles to be counted
like rolls of wallpaper. For the flight attendant, the smiles are
a part of her work, a part that requires her to coordinate self
and feeling so that the work seems to be effortless. To show
that the enjoyment takes effort is to do the job poorly. Simi-
larly, part of the job is to disguise fatigue and irritation, for
otherwise the labor would show in an unseemly way, and the
product—passenger contentment—would be damaged.*
Because it is easier to disguise fatigue and irritation if they
can be banished altogether, at least for brief periods, this
feat calls for emotional labor.

The reason for comparing these dissimilar jobs is that the
modern assembly-line worker has for some time been an
outmoded symbol of modern industrial labor; fewer than 6
percent of workers now work on assembly lines. Another
kind of labor has now come into symbolic prominence —the
voice-to-voice or face-to-face delivery of service—and the
flight attendant is an appropriate model for it. There have
always been public-service jobs, of course; what is new is that
they are now socially engineered and thoroughly organized
from the top. Though the flight attendant’s job is no worse
and in many ways better than other service jobs, it makes the
worker more vulnerable to the social engineering of her
emotional labor and reduces her control over that labor. Her

* Like a commodity, service that calls for emotional labor is subject to the laws
of supply and demand. Recently the demand for this labor has increased and the
supply of it drastically decreased. The airline industry speed-up since the 1970s
has been followed by a worker slowdown. The slowdown reveals how much emo-
tional labor the job required all along. It suggests what costs even happy workers
under normal conditions pay for this labor without 2 name. The speed-up has
sharpened the ambivalence many workers feel about how much of oneself to give
over to the role and how much of oneself to protect from it.
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problems, therefore, may be a sign of what is to come in
other such jobs.

Emotional labor is potentially good. No customer wants to
deal with a surly waitress, a crabby bank clerk, or a flight
attendant who avoids eye contact in order to avoid getting a
request. Lapses in courtesy by those paid to be courteous are
very real and fairly common. What they show us is how frag-
ile public civility really is. We are brought back to the ques-
tion of what the social carpet actually consists of and what it
requires of those who are supposed to keep it beautiful. The
laggards and sluff-offs of emotional labor return us to the
basic questions. What is emotional labor? What do we do
when we manage emotion? What, in fact, is emotion? What
are the costs and benefits of managing emotion, in private
life and at work?

THE PRIVATE AND PUBLIC FACES
OF AN EMOTIONAL SYSTEM

Our search for answers to these questions leads to three sep-
arate but equally relevant discourses: one concerning labor,
one concerning display, and one concerning emotion.

Those who discuss labor often comment that nowadays
most jobs call for a capacity to deal with people rather than
with things, for more interpersonal skills and fewer mechan-
ical skills. In The Coming of Post-Industrial Society (1973), Dan-
iel Bell argues that the growth of the service sector means
that “communication” and “encounter” —“the response of
ego to alter and back”—is the central work relationship to-
day* As he puts it, “The fact that individuals now talk to
other individuals, rather than interact with a machine, is the
fundamental fact about work in the post-industrial society.”

* Jobs that Bell includes in the service sector are those in transportation and
utilities, distribution and trade, finance and insurance, professional and business
services, jobs deriving from demands for leisure activities (recreation and travel),

and jobs that deal with communal services (health, education, and government).
Only some of these service-sector jobs call for much emotion management.
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Critics of labor studies, such as Harry Braverman in Labor
and Monopoly Capital (1974), point out a continual subdivi-
sion of work in many branches of the economy. Complex
tasks in which a craftsman used to take pride are divided
into simpler, more repetitive segments, each more boring
and less well paid than the original job. Work is deskilled and
the worker belittled. But celebrants and critics alike have not
inspected at close hand or with a social-psychological eye
what it is that “people jobs” actually require of workers. They
have not inquired into the actual nature of this labor. Some
do not know exactly what, in the case of emotional labor,
becomes deskilled.

A second discourse, closer to the person and more remote
from the overall organization of work, concerns the display
of feeling. The works of Erving Goffman introduce us to the
many minor traffic rules of face-to-face interaction, as they
emerge at a card game, in an elevator, on the street, or at the
dining table of an insane asylum. He prevents us from dis-
missing the small as trivial by showing how small rules,
transgressions, and punishments add up to form the longer
strips of experience we call “work.” At the same time, it is
hard to use Goffman’s focus to explain why companies train
flight attendants in smiling, or how emotional tone is super-
vised, or what profit is ultimately tied to emotional labor. It
is hard, in other words, to draw on this discourse alone and
see how “display work” fits into the larger scheme of things.

The third discourse takes place in a quiet side street of
American social science; it deals with the timeless issues of
what an emotion is and how we can manage it. The answers
offered by various theorists are reviewed in Appendix A. My
own best attempts to answer the questions most pertinent to
this book are woven into the exposition in Chapters Two and
Three, where they form a foundation for the rest.

To uncover the heart of emotional labor, to understand
what it takes to do it and what it does to people, I have drawn
on elements from all three discourses. Certain events in eco-
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nomic history cannot be fully understood unless we pay at-
tention to the filigreed patterns of feeling and their manage-
ment because the details of these patterns are an important
part of what many men and women do for a living.

Because such different traditions are joined here, my in-
quiry will have a different relevance for different readers.
Perhaps it will be most relevant for those who do the work it
describes—the flight attendants. But most of us have jobs
that require some handling of other people’s feelings and
our own, and in this sense we are all partly flight attendants.
The secretary who creates a cheerful office that announces
her company as “friendly and dependable” and her boss as
“up-and-coming,” the waitress or waiter who creates an “at-
mosphere of pleasant dining,” the tour guide or hotel recep-
tionist who makes us feel welcome, the social worker whose
look of solicitous concern makes the client feel cared for, the
salesman who creates the sense of a “hot commodity,” the bill
collector who inspires fear, the funeral parlor director who
makes the bereaved feel understood, the minister who cre-
ates a sense of protective outreach but even-handed
warmth—all of them must confront in some way or another
the requirements of emotional labor.

Emotional labor does not observe conventional distinctions
between types of jobs. By my estimate, roughly one-third of
American workers today have jobs that subject them to sub-
stantial demands for emotional labor. Moreover, of all women
working, roughly one-half have jobs that call for emotional
labor. (See Chapter Eight and Appendix C.) Thus this in-
quiry has special relevance for women, and it probably also
describes more of their experience. As traditionally more ac-
complished managers of feeling in private life, women more
than men have put emotional labor on the market, and they
know more about its personal costs.

This inquiry might at first seem relevant only to workers
living under capitalism, but the engineering of a managed
heart is not unknown to socialism; the enthusiastic “hero of
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labor” bears the emotional standard for the socialist state as
much as the Flight Attendant of the Year does for the capi-
talist airline industry. Any functioning society makes effec-
tive use of its members’ emotional labor. We do not think
twice about the use of feeling in the theater, or in psycho-
therapy, or in forms of group life that we admire. It is when
we come to speak of the exploitation of the bottom by the top
in any society that we become morally concerned. In any sys-
tem, exploitation depends on the actual distribution of many
kinds of profits —money, authority, status, honor, well-being.
It is not emotional labor itself, therefore, but the underlying
system of recompense that raises the question of what the
costofitis.

SOURCES AND METHOD

In describing the private and public face of an emotional sys-
tem, and showing how it works, I have drawn on empirical
samples from various distinct parts of it. I could have sam-
pled more parts of it—by studying nurses or lawyers or
salespeople, for example —as I hope very much someone will
do. Or I could have gone much deeper into the material at
hand. But for this project, the wide-sample approach
seemed to make the most sense. For before the more usual
sort of research can begin, we must confront the prior task
of thinking about something that has been the object of sur-
prisingly little previous thought. Given this early stage of in-
quiry, it seems to me that the most promising way to use ma-
terials is to point, to illustrate, and to comment, and that is
what I have tried to do.

Illustrations for the ideas found in this book come mainly
from three sources. The first was an inquiry into the question
of how people of different sexes and social classes experience
emotion and manage it. I gave out questionnaires to 261 stu-
dents in two classes at the University of California, Berkeley,
in 1974° A good number of my illustrations in Part One are
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drawn from their responses to two requests: “Describe a real
situation that was important to you in which you experienced
a deep emotion,” and “Describe as fully and concretely as pos-
sible a real situation that was important to you in which you
either changed the situation to fit your feelings or changed
your feelings to fit the situation.” With two research assistants
I analyzed the responses for awareness of emotion work.®
Like a fisherman, I cast out these requests to see what I would
find, but I had an eye out for a certain kind of catch—in this
case, indications of will in how people talked about feelings.
My respondents often spoke of acts upon feeling: of trying to
tall in love or putting a damper on love, of trying to feel grateful,
of trying not to feel depressed, of checking their anger, of letting
themselves feel sad. In short, they spoke of managed feelings.
The concept of emotion work elaborated in Chapter Three
grew out of this initial project.

To manage private loves and hates is to participate in an
intricate private emotional system. When elements of that
system are taken into the marketplace and sold as human
labor, they become stretched into standardized social forms.
In these forms, a person’s contribution of feeling is thinner,
less freighted with consequence; but at the same time it is
seen as coming less from the self and being less directed to the
other. For that reason it is more susceptible to estrangement.

I followed emotion work into the job market via two
routes. First I entered the world of the flight attendant. As a
point of entry, I chose Delta Airlines for several reasons: it
puts a higher premium on service than other airlines do; its
in-flight training program is perhaps the best in the indus-
try; its service has been ranked very high; and it is head-
quartered in the South and has no union for flight attend-
ants. For all these reasons, Delta’s company demands are
higher and its worker demands lower than in other compan-
ies. Thus Delta exaggerates the demands put on all flight
attendants. It gives sharper point to the general case about
emotion work in public life.
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The reason for exaggerating the case is to show just how
far demands for emotional labor can go. Having done that, we
may develop a benchmark for measuring other job demands.
Even within the airline industry, emotional labor is much less
evident now than it was in the mid-1950s when airplanes were
smaller, the clientele more exclusive, and the ratio of flight
attendants to passengers smaller. My point is that when emo-
tional labor is put into the public marketplace, it behaves like
a commodity: the demand for it waxes and wanes depending
upon the competition within the industry. By focusing on a
Southern nonunion company with the best training school,
we can approximate a phase of high demand for a “commod-
ity” —the trained management of feeling.

I gathered information at Delta in various ways. First, I
watched. The head of the Delta Training Center in Atlanta,
a gentle woman in her fifties, allowed me to attend classes
there. I watched recruits learning passenger handling and
meal service in the mock cabin. I got to know the trainers,
who patiently explained their work to me. They were gener-
ous with their time, on duty and off; one trainer invited me
home to dinner, and several repeatedly invited me to lunch.
Over countless other breakfasts, lunches, and dinners, and
in the airport bus, I talked with students doing Initial Train-
ing and with experienced flight attendants attending the
mandatory Recurrent Training sessions.

I interviewed twenty Delta officials, from the executive
vice-president through managers in personnel, recruit-
ment, training, sales, and billing. I held a group interview
with seven supervisors. I interviewed four advertising
agents employed by the firm commissioned to promote
Delta and its flight attendants, and I looked through mi-
crofilms of thirty years of Delta advertising. Finally, I also
interviewed the two public relations officials who were in
charge of “handling” me.

To supplement the Delta study, I observed the recruiting
of flight attendants by Pan American Airways at its San Fran-
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cisco base. (Delta politely declined my request to observe re-
cruiting procedures.) I observed both group and individual
interviews with job applicants, and I sat in as recruiters dis-
cussed candidates. I also conducted open-ended interviews
lasting three to five hours each with thirty flight attendants in
the San Francisco Bay Area; twenty-five were women and five
were men. The airlines they worked for included Pan Ameri-
can, TWA, World Airways, United, American, and Delta. The
average age was thirty-five, and 40 percent were married.
One was In her first year on the job, and one was in his twenty-
second. They averaged eleven years of experience.”

The choice to study flight attendants was also good from
the point of view of understanding the relation of gender to
jobs (Chapter Five) for three reasons. First, it is not an elite
occupation. We have many fine studies of professional
women —doctors, lawyers, and academicians—but surpris-
ingly few studies of secretaries and waitresses and factory
workers. The flight attendant falls roughly between these
two categories. Second, it is difficult to find jobs that allow us
to compare the experience of men and women doing “the
same” work. To study secretaries is to study almost only
women; to study pilots is to study almost only men. Male and
female doctors and lawyers tend to have different specialties
and different clienteles. The male flight attendant, however,
does the same work in the same place as the female flight
attendant so that any differences in work experience are
more likely due to gender. Third, in many studies, the prob-
lems of women as workers are confounded with the prob-
lems of being in a minority in a given occupation. In this
work at least, the shoe is on the other foot: males comprise
only 15 percent of flight attendants. They are the minority;
and although being part of a minority usually works against
the individual, this does not appear to be true in the case of
male flight attendants.

I interviewed certain people with special angles of vision
on flight attending, such as five union officials who were try-
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ing to persuade a reluctant local membership to accept the
contract they had just proposed to American Airlines, and a
sex therapist who in her ten years of practice had seen some
fifty flight attendants as clients. I observed an assertiveness
training course for flight attendants in which encounters
with “problem” passengers were enacted. I might also men-
tion stray conversations (with a Clipper Club receptionist at
Pan American and with two pilots readying their plane for
Hong Kong), a guided tour through a Pan Am plane, and a
two-hour visit in the galley of a Delta plane where a flight
attendant in blue jeans unloaded dirty trays and talked of
escaping to law school.

I followed emotion work into the job market via another
route as well. Whereas flight attendants do emotion work to
enhance the status of the customer and entice further sales
by their friendliness, there is another side of the corporate
show, represented by the bill collectors who sometimes delib-
erately deflate the status of the customer with distrust
and anger. As a miniproject, I interviewed five bill collectors,
starting with the head of the Delta billing department, a
man whose office overlooked nearly an acre of women sort-
ing billing forms.

The flight attendant and the bill collector, the toe and the
heel of capitalism, illustrate two extremes of occupational
demand on feeling. I have drawn most of my illustrations
from the world of the flight attendants. I did not make a full-
scale study of the bill collectors, but my interviews with them
do suggest that the same principles of emotional labor apply
to very different jobs and very different feelings.

From these three pools of data, then, I have drawn three
samplings of an emotional system. The first, taken from pri-
vate accounts of students, reveals the private face of the
emotional system. The second, drawn from the world of
flight attendants, tells of its public front. The third, drawn
from the world of bill collectors, tells of its public back. This
book is not intended as an empirical report, or not simply as
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that. It provides what would have to underlie such a report —
a set of illustrated ideas about how society uses feeling. Its
purpose is to point in a certain direction and to offer the
reader a fresh angle of vision. With the exception of illustra-
tions from published prose or fiction (which are cited in the
notes), all the quotations I offer are from real people.

PRIVATE AND COMMERCIAL USES OF FEELING

A nineteenth-century child working in a brutalizing English
wallpaper factory and a well-paid twentieth-century Ameri-
can flight attendant have something in common: in order to
survive in their jobs, they must mentally detach them-
selves—the factory worker from his own body and physical
labor, and the flight attendant from her own feelings and
emotional labor. Marx and many others have told us the fac-
tory worker’s story. I am interested in telling the flight at-
tendant’s story in order to promote a fuller appreciation of
the costs of what she does. And I want to base this apprecia-
tion on a prior demonstration of what can happen to any of
us when we become estranged from our feelings and the
management of them.

We feel. But what is a feeling? I would define feeling, like
emotion, as a sense, like the sense of hearing or sight. In a
general way, we experience it when bodily sensations are
joined with what we see or imagine.® Like the sense of hear-
ing, emotion communicates information. It has, as Freud
said of anxiety, a “signal function.” From feeling we discover
our own viewpoint on the world.

We often say that we ¢ry to feel. But how can we do this?
Feelings, I suggest, are not stored “inside” us, and they are
not independent of acts of management. Both the act of
“getting in touch with” feeling and the act of “trying to” feel
may become part of the process that makes the thing we get
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in touch with, or the thing we manage, into a feeling or emo-
tion. In managing feeling, we contribute to the creation of it.

If this is so, what we think of as intrinsic to feeling or emo-
tion may have always been shaped to social form and put to
civic use. Consider what happens when young men roused
to anger go willingly to war, or when followers rally enthusi-
astically around their king, or mullah, or football team. Pri-
vate social life may always have called for the management
of feeling. The party guest summons up a gaiety owed to the
host, the mourner summons up a proper sadness for a fu-
neral. Each offers up feeling as a momentary contribution to
the collective good. In the absence of an English-language
name for feelings-as-contribution-to-the-group (which the
more group-centered Hopi culture called arofa), I shall offer
the concept of a gift exchange.? Muted anger, conjured grat-
itude, and suppressed envy are offerings back and forth
from parent to child, wife to husband, friend to friend, and
lover to lover. I shall try to illustrate the intricate designs of
these offerings, to point out their shapes, and to study how
they are made and exchanged.

What gives social pattern to our acts of emotion manage-
ment? I believe that when we try to feel, we apply latent feel-
ing rules, which are the subject of Chapter Four. We say, “1
shouldn’t feel so angry at what she did,” or “given our agree-
ment, I have no right to feel jealous.” Acts of emotion man-
agement are not simply private acts; they are used in ex-
changes under the guidance of feeling rules. Feeling rules are
standards used in emotional conversation to determine what
isrightly owed and owing in the currency of feeling. Through
them, we tell what is “due” in each relation, each role. We pay
tribute to each other in the currency of the managing act. In
interaction we pay, overpay, underpay, play with paying, ac-
knowledge our dues, pretend to pay, or acknowledge what is
emotionally due another person. In these ways, discussed in
Chapter Five, we make our try at sincere civility.

Because the distribution of power and authority is un-
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equal in some of the relations of private life, the managing
acts can also be unequal. The myriad momentary acts of
management compose part of what we summarize in the
terms relation and role. Like the tiny dots of a Seurat paint-
ing, the microacts of emotion management compose,
through repetition and change over time, a movement of
form. Some forms express inequality, others equality.

Now what happens when the managing of emotion comes
to be sold as labor? What happens when feeling rules, like
rules of behavioral display, are established not through pri-
vate negotiation but by company manuals? What happens
when social exchanges are not, as they are in private life,
subject to change or termination but ritually sealed and al-
most inescapable?

What happens when the emotional display that one person
owes another reflects a certain inherent inequality? The air-
line passenger may choose not to smile, but the flight attend-
ant is obliged not only to smile but to try to work up some
warmth behind it. What happens, in other words, when there
1s a transmutation of the private ways we use feeling?

One sometimes needs a grand word to point out a coher-
ent pattern between occurrences that would otherwise seem
totally unconnected. My word is “transmutation.” When 1
speak of the transmutation of an emotional system, I mean
to point out a link between a private act, such as attempting
to enjoy a party, and a public act, such as summoning up
good feeling for a customer. I mean to expose the relation
between the private act of trying to dampen liking for a per-
son—which overcommitted lovers sometimes attempt —and
the public act of a bill collector who suppresses empathy for
a debtor. By the grand phrase “transmutation of an emo-
tional system” I mean to convey what it is that we do pri-
vately, often unconsciously, to feelings that nowadays often
fall under the sway of large organizations, social engineer-
ing, and the profit motive.

Trying to feel what one wants, expects, or thinks one
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ought to feel is probably no newer than emotion itself. Con-
forming to or deviating from feeling rules is also hardly new.
In organized society, rules have probably never been ap-
plied only to observable behavior. “Crimes of the heart”
have long been recognized because proscriptions have long
guarded the “preactions” of the heart; the Bible says not to
covet your neighbor’s wife, not simply to avoid acting on that
feeling. What is new in our time is an increasingly prevalent
instrumental stance toward our native capacity to play, wit-
tingly and actively, upon a range of feelings for a private
purpose and the way in which that stance is engineered and
administered by large organizations.

This transmutation of the private use of feeling affects
the two sexes and the various social classes in distinctly dif-
ferent ways, as Chapters Seven and Eight suggest. As a mat-
ter of tradition, emotion management has been better un-
derstood and more often used by women as one of the
offerings they trade for economic support. Especially
among dependent women of the middle and upper classes,
women have the job (or think they ought to) of creating the
emotional tone of social encounters: expressing joy at the
Christmas presents others open, creating the sense of sur-
prise at birthdays, or displaying alarm at the mouse in the
kitchen. Gender is not the only determinant of skill in such
managed expression and in the emotion work needed to do
it well. But men who do this work well have slightly less in
common with other men than women who do it well have
with other women. When the “womanly” art of living up to
private emotional conventions goes public, it attaches itself
to a different profit-and-loss statement.

Similarly, emotional labor affects the various social classes
differently. If it is women, members of the less advantaged
gender, who specialize in emotional labor, it is the middle
and upper reaches of the class system that seem to call most
for it. And parents who do emotional labor on the job will
convey the importance of emotion management to their



Exploring the Managed Heart 21

children and will prepare them to learn the skills they will
probably need for the jobs they will probably get.

In general, lower-class and working-class people tend to
work more with things, and middle-class and upper-class
people tend to work more with people. More working
women than men deal with people as a job. Thus, there are
both gender patterns and class patterns to the civic and com-
mercial use of human feeling. That is the social point.

But there is a personal point, too. There is a cost to emo-
tion work: it affects the degree to which we listen to feeling
and sometimes our very capacity to feel. Managing feeling is
an art fundamental to civilized living, and I assume that in
broad terms the cost is usually worth the fundamental
benefit. Freud, in Civilization and Its Discontents, argued anal-
ogously about the sexual instinct: enjoyable as that instinct
is, we are wise in the long run to give up some gratification of
it. But when the transmutation of the private use of feeling
is successfully accomplished —when we succeed in lending
our feelings to the organizational engineers of worker-cus-
tomer relations —we may pay a cost in how we hear our feel-
ings and a cost in what, for better or worse, they tell us about
ourselves. When a speed-up of the human assembly line
makes “genuine” personal service harder to deliver, the
worker may withdraw emotional labor and offer instead a
thin crust of display. Then the cost shifts: the penalty be-
comes a sense of being phony or insincere. In short, when
the transmutation works, the worker risks losing the signal
function of feeling. When it does not work, the risk is losing
the signal function of display.

Certain social conditions have increased the cost of feeling
management. One is an overall unpredictability about our so-
cial world. Ordinary people nowadays move through many
social worlds and get the gist of dozens of social roles. Com-
pare this with the life of the fourteenth-century baker’s ap-
prentice described in Peter Laslett’s The World We Have Lost
(1968): it is a life that begins and ends in one locale, in one
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occupation, in one household, within one world view, and ac-
cording to one set of rules.’ It has become much less com-
mon that given circumstances seem to dictate the proper in-
terpretation of them or that they indicate in a plainly visible
way what feeling is owed to whom, and when, and how. As a
result, we moderns spend more mental time on the question
“What, in this situation, should I be feeling?” Oddly enough, a
second condition more appropriate to Laslett’s baker’s ap-
prentice has survived into more modern and fluid times. We
still, it seems, ask of ourselves, “Who am I?” as if the question
permitted a single neat answer. We still search for a solid, pre-
dictable core of self even though the conditions for the exist-
ence of such a self have long since vanished.

In the face of these two conditions, people turn to feelings
in order to locate themselves or at least to see what their own
reactions are to a given event. That is, in the absence of un-
questioned external guidelines, the signal function of emo-
tion becomes more important, and the commercial distor-
tion of the managed heart becomes all the more important
as a human cost.

We may well be seeing a response to all this in the rising
approval of the unmanaged heart, the greater virtue now
attached to what is “natural” or spontaneous. Ironically, the
person like Rousseau’s Noble Savage, who only smiles “natu-
rally,” without ulterior purpose, is a poor prospect for the
job of waiter, hotel manager, or flight attendant. The high
regard for “natural feeling,” then, may coincide with the cul-
turally imposed need to develop the precise opposite—an
instrumental stance toward feeling. We treat spontaneous
feeling, for this reason, as if it were scarce and precious; we
raise it up as a virtue. It may not be too much to suggest that
we are witnessing a call for the conservation of “inner re-
sources,” a call to save another wilderness from corporate
use and keep it “forever wild.”

With the growing celebration of spontaneity have come
the robot jokes. Robot humor plays with the tension between
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being human—that is to say, having feeling—and being a
cog in a socioeconomic machine. The charm of the little ro-
bot R2 —D2, in the film Star Wars, is that he seems so human.
Films like this bring us the familiar in reverse: every day,
outside the movie house, we see human beings whose show
of feeling has a robot quality. The ambiguities are funny
NOW.

Both the growing celebration of spontaneity and the jokes
we tell about being robots suggest that in the realm of feel-
ing, Orwell’s 1984 came in disguise several years ago, leaving
behind alaugh and perhaps the idea of a private way out.



