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Background and purpose: Emotions are inside organizations and cannot be separated from
the work environment, and it is important to pay attention to the management of emotions.
The purpose of this research is to design a model of factors affecting emotion management in
Islamic Azad University.

Research method: The research method is exploratory in terms of objective and qualitative
approach. In order to collect data and identify factors, content analysis method and
interviews with 20 experts using theoretical sampling method were used to achieve
theoretical saturation. Fuzzy Delphi technique was used to screen the factors, and to model
and stratify the identified factors, interpretive structural modeling and Mick Mac analysis.
Findings: The findings showed that the factors affecting emotion management include
background factors, cognitive-social factors, structural factors, and behavioral factors. In
leveling the factors, it was found that the background factors are in the third level and the
most influential factor in emotion management.

Conclusion: In order to strengthen and improve emotion management in universities, the
factors that affect this matter should be taken into consideration by managers. Background
factors in the first degree, and structural factors and cognitive-social factors in the second
degree have a higher priority.
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Introduction

Managing emotions in the workplace presents significant challenges for employees (Gunn and
Jepsen, 2024). Psychologists characterize emotion as an adaptive response to environmental
demands that focuses attention on crucial issues and prepares individuals for action (Scherer and
Morse, 2019). Emotions can be categorized as positive, negative, or neutral. A neutral emotional
state is indicative of an unemotional disposition; positive emotions (e.g., happiness) signify
favorable experiences, while negative emotions (e.g., anger) denote adverse situations. Positive
emotions can foster positive mood states, whereas negative emotions are more likely to induce
negative moods. Situations eliciting negative emotions tend to impact cognitive processes and
energy levels more profoundly than those generating positive emotions (Qalipour, 2014). Within
organizational contexts, managers aim to propagate positive emotions from employees to
customers. However, it is essential to recognize that the emotions expressed by employees may
not authentically reflect their true feelings, complicating emotional management. Employees
may be required to display emotions that contradict their internal experience. In service-oriented
organizations, this capability to manage emotions effectively has become a key factor in
establishing competitive advantage. A competitive advantage is realized when employees can
align and regulate their emotions in accordance with the organization's mission and objectives
(Qalipour, 2014).

The management of emotions is particularly critical in organizations such as educational
institutions, where competition for student recruitment and the necessity to ensure satisfaction
among both employees and students heightens its significance. Consequently, neglecting or
failing to manage emotions may result in substantial detriment to educational centers.

Research Method

In the present study, a combination of content analysis, the fuzzy Delphi technique, and
interpretive structural modeling (ISM) was employed. Data collection involved an extensive
review of pertinent literature and academic sources, coupled with selective sampling through
semi-structured interviews conducted with 20 subject-matter experts until reaching theoretical
saturation. Beyond the factors identified through content analysis and literature review,
additional variables were derived from these expert interviews. Subsequently, a questionnaire
was utilized to implement the fuzzy Delphi technique for the evaluation and refinement of the
identified factors. To model the relationships and assess the impact of these factors, the
interpretive structural modeling approach was applied.

Finding

To identify the factors influencing emotion management, initial factors were determined through
content analysis and interviews with subject matter experts. Subsequently, the fuzzy Delphi
technique was employed to evaluate the identified factors. During this phase, experts contributed
an additional 7 factors, increasing the total identified factors to 103. In the second round, the
mean value assigned to each factor by the experts was documented in a separate column, and the
updated questionnaire was distributed among the experts for further refinement of their
assessments. The responses from the second questionnaire were analyzed, and as the variation

ov



S| g ke s i go _fol s 545 L b IS 5 L5

did not fall below the threshold of 0.2, the fuzzy Delphi process was reiterated in a third round.
This time, the process concluded after the discrepancies between expert opinions reduced to
below 0.2. The findings from the third-round questionnaire were analyzed, resulting in the
elimination of 32 factors that scored below the 0.7 tolerance threshold, while 71 factors that
scored above this threshold were confirmed. The factors impacting emotion management were
categorized into four domains. The reliability of these factors was established using Cronbach's
alpha, with all four domains exhibiting coefficients exceeding 0.7, indicating an acceptable level
of internal consistency for each factor associated with emotion management.

Following this, interpretative structural modeling was conducted with respect to the four
contextual, structural, cognitive-social, and behavioral factors. In the structural self-interaction
matrix (SSIM), the identified factors were listed in the first row and column. The
interrelationships between factors were denoted using symbols. This self-interaction matrix was
constructed based on discussions and expert consensus, illustrating the interaction pathways
among the model components. Each expert completed a related questionnaire to delineate the
relationships between factor pairs.

The structural self-interaction matrix was derived using the modal method based on the highest
frequency of responses, resulting in a structural matrix that categorized the research factors
according to four modes of conceptual relationships. To ascertain the relationships and
hierarchical levels of the factors, the input set, output set, and joint set for each variable were
defined, determining their respective contributions. Variables exhibiting identical output and
common sets were positioned at the highest tier within the interpretive structural modeling
hierarchy, a stratification detailed in Table 1.

Table 1. Leveling of effective factors

input output share level
Behavioral factors (C1) C1,C2,C3,C4 Cl Cl 1
cognitive-social factors (C2) C2,C3,C4 C1,C2,C4 C2,C4 2
background factors (C3) 3 C1,02,C3,C4 C3 3
structural factors (C4) C2,C3.C4 C1,02,C4 C2,C4 2

Conclusion

The model identifying factors influencing emotion management at Islamic Azad University
comprises four categories: contextual, structural, cognitive-social, and behavioral factors. Among
these, background factors exert the most significant influence on emotion management. In their
investigation of emotional labor and its regulation, Zapf et al. (2021) demonstrated that
background variables, such as organizational policies, substantially impact emotion management.
Liu et al. (2020) highlighted the importance of management work culture on employees'
emotional states. Findings suggest that structural factors, situated at the secondary level, also
influence emotion management.
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Structural factors refer to the various elements, characteristics, and non-human physical
conditions within an organization that establish its organizational framework and regulatory
environment. Eduardo and Barbosa (2024) indicated in their research that structural factors are
critical in mitigating emotional conflicts. Additionally, Zhao and Danping (2023) explored the
impact of student emotions on English language learning, identifying structural elements that
facilitate emotional regulation during the learning process.

Cognitive-social factors, also positioned at the secondary level, influence emotion management.
These factors encompass an amalgamation of internal elements, such as individual cognition and
mental frameworks, alongside external variables like participation, shared perspectives, and
mutual trust, which collectively shape interpersonal relationships. Wang and Zhonggu (2023)
found that neglecting cognitive components is a significant barrier to effective emotional
regulation. Conversely, Wojciechowska (2021) established that the emotional support
experienced by university library managers and staff is fundamentally rooted in social cognitive
factors. Lastly, behavioral factors, which represent the third tier, significantly impact emotion
management. Tu et al. (2023) examined this relationship, positing that behaviors are
manifestations of emotional states, suggesting that positive behavioral patterns can facilitate
emotional regulation.
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