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Abstract

Gender plays an important role in determining and moderating emotional labor—an
effortful activity during the process by which employees are expected to manage their feelings in
accordance with organizationally designated rules and guidelines. This paper argues that even
under the context of the elaborate procedural rules and regulations of tax administration, being
female local revenue collectors are considered beneficial in performing emotional labor in order
to smoothly and effectively proceed their tax-related tasks. This paper, therefore, aims to map
and conceptualize how female employees exerts emotional labor in the citizen-state encounters
during the local revenue collection, starting from tax campaigns to regulations of overdue tax
payments. Qualitatively and inductively investigating the local revenue administration, this paper
conducts in-dept interviews with ten female local employees in the rural areas engaging in local
revenue collection. Upon applying Keyword-In-Context, constant comparative analysis, and
classical content analysis to synthesizing interview data, this paper offers a process model of how
being females determines the performance and management of emotional labor (surface acting
and deep acting) which can help enhance the local revenue collection and curb the levels of
emotional exhaustion and burnout. Hence, local policymakers should take into account the
gender and emotional aspects of tax administration as an integral part of redesigning the
personnel management system. Methodological limitations and future research directions are

also discussed.
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