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Emotional labor refers to the process in which workers are required to express emotions regardless of their actual feelings
by the organization. In workplaces where such display rules exist, workers experience an emotional workload. Continued
exposure to emotional workload can lead to severe mental and psychological issues. Nevertheless, research on assessing
emotional workload remains understudied. In this study, we propose a machine learning model to automatically evaluate
workers’ emotional workload in emotional labor situations through multimodal sensing. The data collection study was
designed based on a call center scenario. Within the study, we manipulated customer behaviors as confederates and assessed
the worker’s emotional workload. As a result, this study provides a benchmark using well-known features and standard
machine learning methods. We achieved an accuracy of up to 87% for binary and three-class classification cases. Finally, we
discuss the significance of assessing emotional workload and considerations for its practical application in the workplace.
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1 INTRODUCTION

Customer-facing workers are often required to express positivity to customers, regardless of their actual emotions,
which is known as a ‘display rule’ in emotional labor. In accordance with these display rules, the workers need
to engage in constant self-control to regulate their own emotions. For example, in a call center, workers are
expected to remain courteous even when dealing with customers who may shout and use offensive language,
requiring them to suppress negative emotions. However, since self-control capacity is a limited resource [9],
continuously regulating their own emotions can lead to serious psychological and mental issues for workers.
This aspect of constantly regulating their own emotions as part of their job requires considerable mental effort,
which we referred to as ‘emotional workload’ in this study.
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Workload, typically associated with performing regular tasks, has been actively studied in the field of Human-
Computer Interaction (HCI). However, until now, it has mainly been limited to measuring cognitive workload
in situations where multitasking is required, such as workplaces that involve knowledge-based tasks [94] or
machine maneuvering tasks (e.g., driving and flight control) [30, 113]. Emotional workload differs from cognitive
workload in that it has an interpersonal nature (e.g., emotional workload relies on stimuli from social interactions
such as conversations with customers). Therefore, the person with whom one is interacting is also considered an
important factor for measuring emotional workload. Topics related to emotional workload have been actively
discussed in the field of psychology. Psychology researchers developed various underlying theoretical models of
the emotional regulation process, including stimuli from interaction partners (e.g., customer outbursts), emotions
demanded by the workplace (i.e., display rules), and the emotions actually experienced by the worker. The mental
effort for emotional work that occurs during this process has been measured by questionnaires [39, 86]. The
theoretical models provide a foundation for understanding and evaluating emotional workload. However, existing
psychological studies have relied on self-report, and studies that automatically assess emotional workload are still
lacking. Motivated by this, our study focuses on emotional workers in customer contact centers and addresses
the following research questions:

e RQ1: How can we model the emotional workload of workers in workplaces that require emotional labor?
o RQ2: What are the dominant features for automatically recognizing emotional workload by using multi-
modal sensing?

In order to address the research questions, we built machine learning models to automatically assess workers’
emotional workload in real-time within the context of emotional labor through multimodal sensing. To answer
the first research question, we defined emotional workload based on existing theoretical models and verified the
performance of the machine learning models built using various classifiers. We designed a data collection study
and employed a call center scenario, a widely used protocol for observing emotion regulation [31]. We collected
multimodal sensor data that includes stimuli and worker’s response under a display rule. To implement stimulus,
we manipulated the customer’s behavior based on the scenario and observed changes in the worker’s emotional
workload. The customer made a total of three calls per worker, and the customer was asked to act as a neutral,
shouting, or swearing customer in each randomly given call condition. Simultaneously, we measured workers’
responses through wearable sensors that can capture physiological response such as heart and electrodermal
activities. Furthermore, we collected voice data from both the customer and the worker during their conversations.
Each call condition lasted for approximately 4 minutes, and we collected a total of 12 minutes of data per worker.

To construct machine learning models, we employed stimulus-based labeling method commonly utilized in
previous affective computing research [95]. We binary labeled based on the intensity of the given stimulus
under conditions of low- and high-stimulus levels. Furthermore, we expanded the labeling to three classes by
categorizing stimulus types (e.g., shouting customer, swearing customer) along with a neutral condition for
comparison. We also verified the performance of the models utilizing binary and three-class labels derived from
workers’ self-reported emotional workload. Machine learning models were created using a total of seven classifiers,
and validation was conducted through Leave-One-Subject-Out (LOSO) cross-validation. To answer the second
research question, we analyzed the importance of different types of features. Features were categorized into
situational cues (customer’s voice), required emotional responses (worker’s voice), and not-required emotional
responses (worker’s physiological data), following a theoretical model of emotion regulation. We compared the
model’s performance using various combinations of these features. In addition, we conducted feature importance
analysis using SHapley Additive ex-Planation (SHAP) [69] .

As a result, we revealed that modeling based on stimulus-based given emotional workload performs better
than modeling based on self-reported perceived emotional workload. For binary classification, the model using a
Support Vector Machine (SVM) classifier demonstrated the highest performance with an accuracy of 0.87. In the
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Fig. 1. Theoretical Model of Emotion Regulation: Under the display rule, workers regulate their actual felt emotion and
express the required emotion in the emotional labor context. In the short term, it reduces self-capacity, induces stress, and
alters emotional states, while in the long term, it leads to serious psychological and mental issues such as ego-depletion,
burnout, and emotional exhaustion.

case of three-class classification, the accuracy of the model based on given emotional workload and using an
SVM classifier reached 0.82. Furthermore, we observed that the model’s performance was higher when utilizing
not-required emotional response (worker’s physiological data) and situational cue (customer’s voice) features
compared to required emotional response (worker’s voice) features. The model that solely utilized situational
cue features achieved the highest accuracy at 0.88. In contrast, the accuracy of the model using only required
emotional response features was 0.65. Adding required emotional response features to other feature combinations
did not lead to performance improvement. Based on the results, we propose a model that accurately measures
the emotional workload of workers in workplaces where emotional labor is required. Furthermore, we discuss
important considerations when applying this research in actual workplace settings.

2 BACKGROUND AND RELATED WORK
2.1 Theoretical Backgrounds on Emotion Regulation and Workload

2.1.1 Theoretical Backgrounds on Emotion Regulation. Emotion regulation refers to the process of individuals
adjusting their emotions in order to function more effectively in the workplace or behave appropriately in social
situations. In the field of psychology, numerous studies have been conducted on understanding and modeling
emotion regulation. Previous psychological studies explored how individuals regulate their emotions in terms of
mechanisms, reasons, and consequences [20, 37, 41, 42, 110]. In particular, emotion regulation has been regarded
as an important research topic in service-related workplaces involving emotional labor [66, 104]. In customer
service centers, employees are required to follow display rules [35], whereby expressing positive emotion to
satisfy the customers. In other words, emotional workers are expected to suppress their own negative emotions
and respond courteously, even when customers yell, swear, or express strong complaints. In this regard, Grendey
proposed a framework for emotion regulation in workplace contexts that impose specific emotions through such
display rules [37]. According to this framework, emotion regulation in the workplace is influenced by situational
cues such as emotional events, as illustrated in Figure 1. After perceiving the situational cue, employees regulate
their emotions according to display rules, which is known as emotion acting. As such, managing and modifying
emotions in the workplace has been considered a part of the job and responsibilities such as in customer call
centers [37], and consistently regulating their emotions can itself be perceived as a workload by the workers. There
is a growing interest in exploring emotion regulation in the HCI and Ubicomp community; e.g., understanding
the use of emotion Al in emotional work contexts [92] and the influence of digital technologies for everyday
emotion regulation [99, 108].
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2.1.2  Theoretical Backgrounds on Workload. While there is no universally agreed-upon definition for workload,
it has been employed to explain the inability of a human operator to cope with the requirements of a task in
situations where human capacity is finite [36]. Kramer also defined the workload as the cost of performing a task
in terms of a reduction in the capacity to perform additional tasks that use the same processing resource [63].
As such, the various definitions of workload commonly emphasize that workload depletes the finite capacity
resource due to the mental effort demands of the task. Depending on the work domain and the nature of tasks to
be performed, workplaces encompass various types of workloads. For knowledge workers, one of the typical
workloads caused by the number of tasks and time constraints is cognitive load. Cognitive load refers to the
amount of information that working memory can process for a given time [102], and analyzing cognitive load
is particularly useful in knowledge work contexts. For example, research on estimating the cognitive load of
pilots or drivers, who need to perform multiple tasks simultaneously within limited time, has been actively
conducted for safety purposes [5, 30]. Another aspect of the workload is emotional workload which can arise
from subjective psychological experiences [70], particularly when users engage in emotional labor. Emotional
workload is proportional to the extent of required emotion regulation [39, 117]; e.g., high levels of arousal are
more difficult to regulate. So far, there have been many studies to measure cognitive load at the workplace, but
prior studies on measuring emotional workload are lacking.

Traditionally, the measurement of cognitive workload has been conducted by measuring a person’s mental
effort while performing a given task [84]. In general, the measurement of mental effort is composed of three
methods: (1) subjective ( [18, 47, 90], (2) psychophysiological, and (3) task- and performance-based indices [28].
Subjective techniques assume that humans can introspect their cognitive processes and report the amount
of mental effort they have expended. Psychophysiological techniques obtain information about mental effort
based on physiological indices such as pupillary diameter and heart-rate variability. Task- and performance-
based techniques directly measure the task’s performance itself, such as acquisition time and number of errors.
Emotional workload shares a commonality with cognitive load in that both consume mental effort to engage in
emotion regulation or information processing. Mental effort for emotional work is different from that for cognitive
work, and thus, dedicated measures based on self-reports [116] were proposed in the literature, such as Emotion
Regulation Questionnaire and Difficulties in Emotion Regulation Scale [6, 33, 34, 39, 43, 56, 83, 86, 88, 103].
Furthermore, researchers attempted to assess fine-grained mental efforts for emotion regulation while a worker is
performing a task (e.g., efforts for suppressing felt emotions), by employing a monetary assessment approach [31]
where a worker reviews a recorded video and retrospectively annotate mental efforts (say in every 200 ms).

Similar to how cognitive load depletes human attention resources and leads to reduced task performance [111,
112], it is important to note that emotional workload depletes a worker’s self-control capacity and eventually
exhausts an emotion reservoir (known as ego depletion [9, 10]). This means that continuous self-tracking of
emotional workload will offer novel opportunities for workers to better manage their emotional health and
well-being in their workplaces (e.g., taking some rest when the cumulative workload is too high). However,
self-tracking emotional workload via self-reports is challenging because workers must provide their responses
after completing tasks, or reviewing a recorded video for retrospective annotation, which incurs significant
burden. In this work, we aim to alleviate the burden on workers regarding self-report measures, by automatically
assessing the mental effort required for emotion regulation in real time.

2.2 Automatic workload and Affect assessment in HCI

In the field of HCI, much research aims to automatically estimate cognitive workloads and emotional states
using sensor data. Cognitive workload assessment studies have been conducted in situations requiring high
cognitive workload, such as flying, driving, knowledge work, manufacturing, and emergency management
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contexts [30, 60, 77, 94, 113, 119]. Affective computing studies involve inferring emotions or stress states by
analyzing users’ responses to emotionally evocative stimuli using music, videos, or images [13, 44, 82, 100, 109].

Cognitive workload assessment leverages sensor data on a user’s behavioral and physiological responses
collected while performing real-world tasks (e.g., road driving [30], flight [113]) or basic cognitive tasks that
represent cognitive aspects of real tasks (e.g., math calculations, recall tasks). These tasks are then used as ‘given
ground truths’ for modeling. Note that users can also self-report perceived cognitive workload while performing
such tasks, by answering questionnaires such as NASA-TLX [45], or a single item of task difficulty [17], and thus,
perceived cognitive workload can alternatively be used as ground truth for cognitive workload modeling. For
workload sensing, so far researchers have leveraged various behavioral response data, such as reaction time [30]
and speech features [60, 114] and physiological response data, such as heart rate (HR), electroencephalogram
(EEG), and pupil response [17, 30, 45, 77, 113]. Such sensor data are then used to build machine learning models
that can automatically measure cognitive workload status, ranging from simple linear models [72] to complex
neural networks [17].

Similarly, prior studies on automated stress and emotion detection leveraged collected data on behavior and
physiological responses while users were performing stressful or emotionally stimulating tasks [95]. Task types
(i.e., stimulus and no-stimulus conditions) were then used as ground truths to build a machine learning model.
After collecting response data to stimuli, researchers often asked the participants to self-report their perceived
emotional states, for example, by answering a single item Likert scale question for stress level [49, 52, 105], or
valence-arousal questionnaires based on Russell’s circumplex model [62, 78, 82, 109]. As in workload assessment,
prior studies on stress and emotion detection collected physiological data, including an electrocardiogram (ECG),
Electrodermal activity (EDA), and EEG [78, 82, 85, 95, 105, 109], and behavioral data, including video data such
as facial expression and posture, as well as audio features [2, 61, 78, 97]. As for behavioral response data, several
studies analyzed voice data, extracting various prosodic features such as fundamental frequency (F0), energy,
voiced_flag, Mel-frequency cepstral coefficients (MFCCs), spectral features, and Zero Crossing Rate (ZCR) for
emotion classification [2, 61, 97]. Using features extracted from behavioral and physiological response data,
regression and classification models that recognize and predict stress and emotion are built [95, 105, 109]. As
such, various methods for automatically evaluating cognitive workload or emotional state have been dealt with in
existing HCI literature, but to our knowledge, there is no prior work that measured emotional workload reflecting
mental effort for emotion regulation.

Thus, the goal of this work is to automatically classify emotional workload for emotional labor. While existing
research on stress assessment relies on social stress tests, which involve memorized, face-to-face presentations,
our approach adopts a different scenario for emotional workload measurement. Specifically, we simulate realistic
emotional work situations of emotional labor such as a customer service call scenario as studied by Gabriel and
Diefendorff [31]. Based on the findings about the stressful conditions that call center workers encounter during
the call with the customers [75], we designed realistic scenarios that require varying levels of emotional effort
to comply with display rules. Having multiple levels of emotional workload is a major departure from existing
‘stress’ studies in which baseline conditions assume a lack of stimulus (i.e., resting states). Our research design
addresses this gap by simulating realistic emotional workload when the same display rules are required in all
conditions. As in prior studies on automatic cognitive and affective assessment, we demonstrate the feasibility of
automatically measuring emotional workload, by leveraging physiological and behavioral data collected from
realistic emotional work scenarios.

3 DATA ACQUISITION

For realistic emotional workload assessment, we considered a data collection scenario, following prior studies
that involve interpersonal interaction with high-impact manipulations (i.e., confederate) of human behavior to
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create realistic emotion-eliciting situations [4]. We adopted the conventional methods for emotion elicitation that
involves interpersonal interaction between customers and employees in a call center situation [31, 46, 75, 101].
We used a within-episode data collection scenario similar to real-life interactions in a call center. Also, this study
has received ethical approval from the university Institutional Review Board (IRB).

3.1 Participants

We recruited a total of 31 participants (female: 24, male: 7) who are currently working as emotion workers at six
companies operating call centers. Since the gender composition of the workforce in this profession is largely
skewed to female [12, 16] (e.g., over 90% in Korea [55]), 77.4% of participants were female. The average work
experience of the participants was 3.25 years (SD= 2.11). On the day of the data collection study, we requested that
participants refrain from engaging in activities that could affect their physiological responses, such as consuming
alcohol, smoking, engaging in intense exercise, or consuming caffeine [95].

We opted to recruit a professional actors for the role of the customer from the Local Theater Association, to
ensure the expression of specific emotions within a concise time frame, and to maintain consistency throughout
the data collection study, as in prior emotion regulation studies [31, 35]. In particular, our experiment was based
on realistic emotion-eliciting situations, so recruiting professional actors was crucial to provide workers with
an immersive environment through the actor’s natural acting in interpersonal interaction situations. To avoid
a gender effect, we recruited 2 male actors and 2 female actors. One customer acted in all sessions, thereby
guaranteeing a consistent voice tone, conversation content, and emotional expression throughout the whole
duration of our study.

3.2 Tasks

Figure 4 illustrates how we organize call sessions and how we define labels for emotional workload assessment.
Defining labels is critical for emotional workload assessment. In this work, we consider two different approaches
for workload labeling: i.e., (1) ‘given emotional workload’ conditions as labels (e.g., neutral, shouting, or swearing
conditions), and (2) a worker’s ‘perceived emotional workload’ based on self-reports as labels (e.g., low and high
workload).

3.2.1 Call session. In this data collection, emotion workers and customer engaged in three telephone conver-
sations, each lasting about four minutes, to resolve a given issue. During the three calls, the workers engaged
in continuous conversations with the same customer in the same problem situation. The customer acted with
different attitudes based on the given scenario for each call to express dissatisfaction, including ‘Customer
with neutral voice tone’, ‘Shouting customer’, and ‘Swearing customer’. Shouting and swearing are the typical
customers’ rage-associated behavior [75], and aggressive verbal expression such as shouting and swearing that
violates social norms influences the emotional workload of workers [38]. In real-life situations, customers may
mix aggressive speech expressions. However, there are cases where certain speech expressions are prominent.
Therefore, in this study, we selected the specific behaviors of swearing and shouting and distinguished between
situations where customers’ anger expression behaviors are prominent in terms of vocal features such as pitch in
shouting, and situations where customers’ anger is conveyed through expression in swearing, although pitch
features are not prominent.

In the neutral voice tone scenario, the customer asks the representative questions in a neutral tone, seeking
factual information about the situation. In the shouting session, we demanded that the customer raise their voice
and shout at the representative without using anger-inducing words or profanity. In the swearing session, the
customer was instructed to convey their demands to the worker using anger-inducing words known to evoke
frustration. We provided the customer with examples of words that could be used during the call. However, to
clearly differentiate between shouting sessions and swearing sessions, we requested customers not to shout
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Fig. 2. Data Acquisition (Comprehensive Process of Call Sessions and Labeling Session for Emotional Workload Assessment):
Call sessions involve customer interactions with workers in various scenarios, where customer attitudes range from neutral
to shouting and swearing. Workers’ voice and physiological data were collected throughout these interactions. The labeling
session illustrates the retrospective affect annotation protocol used to collect self-report labels, tracking the mental effort for
emotion regulation of participants within a short time frame.

in swearing sessions. In addition, any excessive profanity or expressions of sexual harassment were strictly
prohibited throughout all conditions. To simulate the realistic work environment where customer information is
accessible, we provided specific numerical data to the customer such as the customer’s card usage amount, item
purchase history, and the company’s specified cashback requirements. We also instructed the workers to use
examples of opening and closing statements and follow a display rule [35], where they were asked to maintain
kindness as much as possible towards the customer regardless of the situation.

Following prior studies [31, 35], we carefully developed scenario-based naturalistic tasks based on common
situations that occur in customer service centers. After consulting with local call centers, the following scenario
was designed: A credit card company organized a promotional event to provide cashback to customers who
recently opened a new card. A customer failed to receive a reward due to a requirement misunderstanding. The
customer called the card company’s customer service center to complain about failing to receive the cashback.

3.2.2 Labeling session. The labeling method we employed is a retrospective affect annotation protocol which
has been widely used in the affective computing field for self-annotation [1, 27]. After the call session ended,
we asked workers to listen to recorded audio files of the conversations and label the mental effort exerted for
emotion regulation at that time to measure the emotional workload of workers during the calls. According to
studies explaining the emotion process, experienced and expressed emotions can vary significantly and show
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substantial variability within a short time frame [65, 73, 74]. In addition, the theoretical explanations of emotional
labor noted the importance of within-episode dynamics in affective computing [11, 19, 22, 23, 89]. Therefore, to
accurately capture the changing states of the participants within a short period, we collected momentary and
continuous labeling data. We measure emotional workload by asking how much participants made an effort to
hide true emotions they felt during the call [31]. The E-prime 3.0 Professional software that has been commonly
used for conducting psychological experiments [32] was used for retrospective affect judgment [26]. As shown in
Figure 4, the participants responded by moving the mouse cursor left or right on a graph in the form of a 1D bar,
indicating their state during the call (1: ‘no effort made to hide my true emotions’, 20: ‘a great deal of effort made
to hide my true emotions’). We used a scale of self-report labeling from 1 to 20, by referring to prior studies that
attempted a momentary approach to measure emotion regulation [31].

3.2.3  Apparatus. We collected sensor data from four devices. Firstly, we used a chest-worn device, Polar H10,
to monitor heart activities. The workers placed the sensor directly above their skin near the chest area. Using
the Polar H10 sensor, we measured an electrocardiogram (ECG) at 130Hz. The data, including ECG raw data,
HR, and RR intervals, were saved to a designated local storage via the Polar Beat application using Bluetooth.
Secondly, we used the wrist-worn device, Empatica E4 band, to collect data such as blood volume pulse (BVP,
64Hz), electrodermal activity (EDA, 4Hz), temperature (TEMP, 4Hz), acceleration (ACC, 32Hz), and interbeat
interval (IBI). The workers were instructed to wear the Empatica E4 band on their non-dominant hand, ensuring
the sensor remained in contact with the skin tight enough without causing discomfort. To synchronize the data
with the other devices, a mobile application was developed based on empalink-sample-project-android code to
log timestamps at each data collection interval. The Empatica E4 band data was transmitted to a mobile device via
Bluetooth for logging. Thirdly, we used Muse S to collect the workers’ electroencephalogram (EEG) signals. Muse
S is a headband device with four electrodes that collect EEG signals from TP9, AF7, AF8, and TP10 positions at a
rate of 256Hz. The EEG data was sent from the Muse S device to the local computer via Bluetooth. An EEG data
logging system was implemented using the muse-lsl Python package, which allows for streaming, visualizing, and
recording Muse S data. Lastly, the workers wore a headset microphone while conducting tasks, and we recorded
their voices (44.1kHz). To provide an environment similar to their usual workplace counseling situations, we used
the same headset model that the workers actually used in one of their three workplace locations. Additionally, we
also collected the voices of the customer. To ensure similar audio quality, the customer wore the same headset as
the worker-participants during the data collection. As a result, the emotion workers wore four devices (Polar H10,
Empatica E4 band, Muse S, and Headset). Two Galaxy Note 9 devices were used for data logging; i.e., one device
collected data from the Polar H10 via the Polar Beat application, and another device collected data from the
Empatica E4 band. The EEG data and audio data were collected and stored on a local device wirelessly connected
to the computer.

3.24 Setup and Procedure. Figure 4 demonstrates the setup and procedure of data collection. Prior to the start
of the data collection, preparations were made in both the worker and customer rooms. In the worker room, a
computer for conducting the calls was set up on a regular desk, and there was a separate space next to the worker
for researchers to monitor the data logging process. Upon arrival at the lab, each worker was instructed to sit
in front of the computer, and an explanation of the data collection procedure and scenario was provided. The
customer room also had a computer on a regular desk used for making calls. Before each task, instructions for
the role-playing and specific requirements for each call condition were provided to ensure consistent content
and voice from the customer. Printed instructions were also posted inside the soundproofing materials for the
customer to refer to during the data collection. The customer wore the same headset as the workers and waited
until the other party is ready. Once the preparation was finished, the customer initiated the calls to the worker
via Skype. To achieve a naturalistic scenario and conversational flow, the first session was fixed as a neutral voice
tone session, while the shouting and swearing sessions were set randomly. After customer ended the call with the
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Fig. 3. Data Analysis Methodology. The process initiates with the comprehensive collection and synchronization of various
data types, encompassing audio, physiological (EDA, EEG, TEMP, and ECG), and acceleration data. Subsequently, preprocess-
ing procedures employ specialized techniques for each data type, resulting in the extraction of a rich array of features for the
analysis. Further, we describe two distinct data labeling methodologies: the ‘Given-Emotional-Workload’ approach, which
assesses workload based on predefined stimuli types and intensities, and the ‘Perceived-Emotional-Workload’ approach,
wherein worker self-reported labels are categorized using a threshold set as the average of values provided by each worker.

worker, the worker performed 1 minute of meditation. During the meditation, the worker wore the headset and
watched a mindful breathing with relaxing background music. After the completion of the last call, the worker
took off the worn devices and engaged in 10 minutes of meditation to alleviate any psychological stimulation
received during the task. After the meditation, the worker moved to the labeling room. The labeling process was
performed with a computer while sitting at a desk. We provided the participants with self-report instructions.
Participants conducted practice session asking them to use the E-prime interface three times for being familiar
with the tools. Once the practice session was completed, the worker listened to the conversation recordings and
performed ratings for suppress. In the post-survey after completing labeling, we evaluated the validity of our
scenario by asking participants about the perceived stress of workers from each task, how realistic the scenarios
were, and how stressful the lab environments were to close the data collection. Participants answered significantly
higher levels of stress on call 2 and call 3 than on call 1 and, 29 out of 31 participants marked that the given call
situations and clients were very realistic. Regarding the lab environments, participants answered that they got
stress about the situation to collect data and wearing the equipment, but at a very low level.
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Table 1. List of extracted features

# of
Data Feature Type Features
Fo

Energy

ZCR

Voiced-flag

13 MFCCs

Spectral centroid
Spectral bandwidth
Roll-off

Roll-off min
Spectral contrast
Raw signal

Phasic component
Tonic component
Peak

Theta power

Alpha low power
EEG | Alpha high power
Beta high power
Gamma high power
TEMP | Body temperature

Description

Audio . .
mean, standard deviation, min, max values

mean, standard deviation, min, max values
mean, standard deviation, min, max values
mean, standard deviation, min, max values
number of peaks detected

EDA

mean, standard deviation, min, max values

mean, standard deviation, min, max, slope values

ECG HRV meanRR, BPM, SDNN, RMSSD, PNN50
HR mean, standard deviation values
ACC Raw signal of each axis (x,y,z) mean, standard deviation values

=N L ST IR, SO SO N NN N NN N N N R S

Magnitude from 3 axes mean magnitude value

4 DATA ANALYSIS METHODOLOGY

Figure 3 presents the data analysis methodology for the modeling in our study.

4.1 Pre-processing and Feature Extraction

We collected audio data of the voices of the customer and emotional workers, physiological data (EDA, EEG,
TEMP, and ECG), and acceleration data. To synchronize the various types of data, we collected epoch times in
milliseconds as timestamps for each data type and merged the data based on the timestamps. Previous studies
on emotion detection typically used a 60-second window [64], as they provided a similar level of stimulation to
participants within a single condition. In our study, we considered the dynamically changing contexts of the
ongoing conversation with different stimulations given to participants (e.g., shouting or swearing), and thus, we
selected a 10-second window except for audio and acceleration data. In actuality, we observed that the model’s
performance slightly improved when the window for physiological data was set to 10 seconds compared to
setting it to 60 seconds (See Section 5.1.1). The 5-second window was chosen for audio and acceleration data
based on the previous research [95], and we averaged the label data with a 5-second window as well. Using a
sliding window of 1 second, we extracted features from the data, and they are displayed in Table 1. All features
were normalized using z-normalization for each subject before training the models [81].

4.1.1 Audio data. For audio data, we first applied a standard pre-emphasis filter for energy normalization without
downsampling to extract low level descriptors (LLD). As typical prosodic features can capture subtle changes in
vocal features [97], we employed a frame size of 25m/s with 10m/s overlapping (Hamming window function).
We extracted 22 acoustic features typically used in speech analysis, including the fundamental frequency (F0),
energy, zero crossing rate (ZCR), voiced_flag, 13 Mel-frequency cepstral coefficients (MFCCs), and 5 additional
spectral features (centroid, bandwidth, rolloff, rolloff_min, and contrast) by using the librosa library in Python.
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Then, we extracted the mean, standard deviation, min and max values from each LLD per 5-second window,
resulting in a total of 88 features.

4.1.2  Physiological data. EDA data: To remove high-frequency noise from the EDA signal, we used a first-order
Butterworth low-pass filter with a cutoff frequency of 0.4 Hz. We extracted the mean, standard deviation, min
and max values of the signal every 10 seconds as a total of 4 features. Additionally, we decomposed the EDA
signal into its tonic component, representing the slowly varying baseline conductivity, and the phasic component,
representing the short-term response to stimuli [95]. For the decomposition, we utilized a convex optimization
approach proposed by Greco et al [40]. After decomposition, we extracted the mean, standard deviation, min and
max values of phasic and tonic signals every 10 seconds as a total of 4 features. Furthermore, we utilized the
number of peaks in the phasic component as a feature. Counting the number of phasic component peaks over a
specific time period is a widely used method for measuring sympathetic arousal [21]. To remove noise from the
phasic signal, we applied a Bartlett filter for smoothing the signal and detected peaks based on zero-crossing. We
used the count of peaks within a 10-second interval as a feature.

EEG data: For the EEG data, we extracted band power features using the biosppy package. We first applied
a Butterworth high-pass filter with a cutoff frequency of 4 Hz and Butterworth low-pass filter with a cutoff
frequency of 40 Hz to remove high- and low-frequency noise from the EEG signal. In addition, we used a
Butterworth low-pass filter with a cutoff frequency of 40 Hz. We computed the power spectrum of the signal in
each frequency band using fast Fourier Transform. We divided the signal into five frequency ranges: (1) theta (4-8
Hz), (2) alpha_low (8-10 Hz), (3) alpha_high (10-13 Hz), (4) beta (13-25 Hz), and (5) gamma (25-40 Hz), extracting
band power features from each range. As the Muse S device has four electrodes, we extracted five band power
features from each electrode’s signal, obtaining a total of 20 features.

TEMP data: We utilized body temperature data to measure the participant’s arousal state. We calculated mean,
standard deviation, min, max, and slope values of the temperature data within a 10-second interval and used
those as a total of 4 features.

ECG data: For the ECG data, we extracted well-known heart rate variability (HRV) features using the HeartPy
package. We downloaded RR interval data from the Polar Beat application. As the validity of those values has
been demonstrated [91], we utilized them directly to compute time-domain HRV features. Time-domain features
include the mean of RR (Mean RR), beats per minute (BPM), the standard deviation of the RR (SDNN), the
root mean square of the successive differences of RR (RMSSD), and the proportion calculated by dividing the
number of interval differences of successive RR greater than 50 ms by the total number of RR (PNN50). Using a
10-second window, we obtained a total of 5 features. Additionally, we used heart rate (HR) data from the Polar
Beat application. We extracted the mean and standard deviation of HR values every 10 seconds as features.

ACC data: We collected wrist acceleration data using the E4 wristband. The acceleration data was recorded on
three axes (X, Y, and Z directions). We calculated mean and standard deviation values of each axis data within a
10-second interval, obtaining a total of 6 features. We calculated the magnitude of acceleration from three axis
values. We used the average magnitude every 10 seconds as a feature.

4.2 Data Labeling

In this data collection study, we provided different types of stimuli with varying intensities (i.e., neutral, shouting,
or swearing) to emotion workers based on the scenario protocol. As illustrated earlier, we consider two different
approaches for workload labeling: i.e., (1) ‘given emotional workload’ conditions as labels (e.g., neutral, shouting,
or swearing conditions), and (2) a worker’s ‘perceived emotional workload’ based on self-reports as labels (e.g.,
low and high workload).
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Fig. 4. An example of the normalized prosodic feature (energy) of the customer’s voice. Energy, also known as volume or
intensity, serves as a representation that reflects changes in the amplitude of a speech signal over time. The customer did
not shout in neutral and swearing conditions. Conversely, the customer was asked to consistently shout in the shouting
condition, and the customer complied well with that requirement.

4.2.1 Call-level approach for estimating given emotional workload. Based on the calls comprising the study
protocol, we selected two labeling variations as follows. Firstly, we labeled the features based on the presence or
absence of stimuli in the corresponding condition. Under the neutral tone condition, the customer did not raise
their voices or use words that could affect the worker’s emotions. In contrast, under the shouting and swearing
conversation conditions, the customer raised their voices or used words that could negatively impact the emotions
of the worker, thus inducing an emotional workload for the worker. Based on this, we labeled the features during
neutral tone conversations as ‘low-stimulus’ and the features during shouting and swearing conversations as
‘high-stimulus’. Secondly, we used three-class labels by considering the type of stimuli. Although both shouting
and swearing conditions could induce a high emotional workload, we assume that the types of stimuli and the
worker’s responses differ. Therefore, we labeled the features during neutral tone conversations as ‘low-stimulus’,
shouting condition features as ‘high-stimulus (shouting)’, and swearing condition features as ‘high-stimulus
(swearing)’.

4.2.2  Momentary approach for estimating perceived emotional workload. In the momentary approach, the workers
continuously labeled their perceived emotional workload by reviewing the recorded session on a momentary
basis. For example, in the shouting condition, the intensity of shouting could vary depending on the content of
the conversation, and thus, individual worker may differently perceive emotional workload in different parts. To
build classification models, we binarized the label (i.e., suppression) based on the self-reported data provided
by the workers. The binarization threshold was set as the average of the self-reported values reported by each
worker. If the value exceeded the threshold, it was labeled as ‘suppressed (high-workload)’; otherwise, it was
labeled as ‘not suppressed (low-workload).” Furthermore, we also categorized the self-reported labels into three
classes based on percentile values, representing low, medium, and high workloads. Similar to the binarization
threshold, we set the thresholds at 33rd and 66th percentiles of the self-reported values. If the value was less than
33rd, it was labeled as ‘low’, if it fell between 33rd and 66th, it was labeled as ‘medium’, and if it was greater than
66th, it was labeled as ‘high’ workload.

4.3 Classification Pipeline

For the main analysis, we utilized a total of seven machine learning models: Decision Tree (DT) [67], Random
Forest (RF) [14], AdaBoost (AB) [29], XGBoost (XGB) [15], Linear Discriminant Analysis (LDA) [7], k-Nearest
Neighbor (kNN) [24], and Support Vector Machine (SVM) [48]. All data processing was performed in Python
using scikit-learn. For DT, RF, and AB, the minimum number of samples required to split a node was set to 20 [95],
and the decision tree was used as the base estimator for AB. For ensemble learners such as RF, AB, and XGB, the
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Fig. 5. Perceived emotional workload in the momentary approach. The left figure depicts a box plot of self-reported suppress
raw data on a 1 to 20 scale, grouped by call conditions. The right figure illustrates the time-based trend (over 4 minutes) by
averaging binarized self-report suppress data from all workers.

number of base estimators was set to 100, and XGBoost [15] was implemented using the default parameters (i.e.,
a learning rate of 0.1 and a max depth of 3) [21, 79] with the XGBoost package in Python.

Additionally, we employed three types of Deep Learning architectures: Fully Convolutional Network (FCN),
and Multi-Layer Perceptron with LSTM (MLP-LSTM). Dziezyc et al. [25] demonstrated that FCN performed best
among the 10 DL architectures in the emotion classification task. In addition, LSTM, which is widely used in
DL-based emotion recognition research [71] and suitable for learning sequential data, was included. Each signal
data was used as an individual input, and details on the implementation of DL architectures were referred to
existing research [25, 54].

4.3.1 Evaluation Metrics. For the binary labels in the call-level approach and momentary approach (i.e., low-
stimulus: ‘not suppressed” and high-stimulus: ‘suppressed’), we employed accuracy, AUROC, and F1-scores. For
the three-class labels (low-stimulus: ‘neutral’, high-stimulus: ‘shouting’, and ‘swearing’) in the call-level approach,
we used accuracy and macro-averaged F1-score. Furthermore, due to potential data imbalance in the three-class
labels, we reported the weighted F1-score as an evaluation metric and reported AUC-ovo (One-versus-One).

4.3.2 Validation Procedure. To validate the robustness of the models on unseen users, we used the leave-one-
subject-out (LOSO), which is the method to train the model on the data of all participants except one and test the
model by using excluded data and repeat it for all participants [96, 119].

5 RESULTS

The dataset from each participant consisted of three calls, with each call lasting about 4 minutes (i.e., about 12
minutes of data per participant). The average duration of a call was 4.13 minutes (SD = 0.15), and the total duration
of calls from all participants was 382.05 minutes. When using 1-second windowing, the number of windows was
given as 20,825. For the call-level approach with binary labeling, the number of "low-stimulus’ and ’high-stimulus’
labels was 7,001 and 13,824, respectively; and with three-class labeling, the number of 'neutral’, *shouting’, and
"swearing’ labels was 7,001, 7,102, and 7,078, respectively. In the momentary approach with binary labeling, the
number of labels for 'not suppressed (low-workload)’ and ’suppressed (high-workload)’ was 10,544 and 10,556,
respectively; and with three classes labeling, the number of labels for low-workload’ and 'medium-workload’
and ’high-workload’ was 7,723, 5,578 and 7,798, respectively.
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Table 2. Evaluation of the classifiers on the binary label with two approaches: Given-Emotional-Workload (Low-stimulus vs.
High-stimulus) and Perceived-Emotional-Workload (Low-workload vs. High-workload based on suppression from self-report)

Given-Emotional-Workload Perceived-Emotional-Workload
Model (Low vs. High stimulus) (Low vs. High workload)

Accuracy F1-score AUC score Accuracy F1-score AUC score
Decision Tree 0.78 (0.14)  0.83(0.11)  0.77 (0.15) 0.61(0.09)  0.60(0.10)  0.63 (0.09)
Random Forest | 0.86(0.15)  0.90 (0.11)  0.92(0.13) | 0.69(0.12) 0.68 (0.14)  0.77 (0.15)
AdaBoost 0.86 (0.17)  0.89(0.12)  0.91(0.15) | 0.69(0.11) 0.69 (0.13)  0.77 (0.15)
XGBoost 0.85(0.17)  0.88(0.13)  0.90 (0.15) 0.68(0.12)  0.67 (0.14)  0.77 (0.16)
LDA 0.87 (0.13)  0.89(0.11)  0.92 (0.12) 067 (0.12)  0.67(0.15)  0.75 (0.16)
KNN 0.81(0.06)  0.86 (0.05)  0.89 (0.06) 0.64 (0.09)  0.65(0.10)  0.71 (0.12)
SVM 0.87 (0.13)  0.90 (0.10)  0.92 (0.12) 0.64 (0.11)  0.64(0.13)  0.71(0.15)
FCN 0.81(0.12) 077 (0.14)  0.91(0.10) 0.61(0.09)  0.58(0.10)  0.71(0.14)
MLP-LSTM 0.76 (0.10)  0.81(0.12)  0.78 (0.15) 0.63(0.14)  0.62(0.15)  0.69 (0.16)
Majority Voting | 0.66 (0.01)  0.80 (0.01)  0.50 (0.00) 0.57 (0.06)  0.43(0.37)  0.50 (0.00)
Average 0.84 (0.14)  0.88(0.11) _ 0.88 (0.12) 0.66 (0.11)  0.66 (0.13) _ 0.73 (0.13)

Table 3. Evaluation of the classifiers on the three-class label with two approaches: Given-Emotional-Workload (Low-stimulus
vs. High-stimulus (shouting) vs. High-stimulus (swearing)) and Perceived-Emotional-Workload (Low-workload vs. Medium-
workload vs. High-workload based on suppression from self-report)

G1ven—Emot¥onal-Worli(load Perceived-Emotional-Workload
(Low vs. High (shouting) . .
. . . (Low vs. Medium vs. High workload)
Model vs. High (swearing) stimulus)

Accuracy Fl-macro  AUC score Accuracy Fl-macro  AUC score

Decision Tree 0.77 (0.16)  0.76 (0.16)  0.84 (0.12) 0.42(0.07)  0.40 (0.06)  0.57 (0.06)
Random Forest | 0.84 (0.18)  0.84 (0.18)  0.93(0.11) | 0.54(0.13) 047 (0.12)  0.68 (0.11)
AdaBoost 083(0.19)  0.83(0.19) 093 (0.11) | 0.54(0.12)  0.45(0.10) _ 0.68 (0.11)
XGBoost 082(0.22)  0.82(0.22)  0.92(0.12) 052(0.13) 046 (0.12)  0.67 (0.13)
LDA 0.83(0.19)  0.83(0.19)  0.93 (0.11) 052(0.11) 048 (0.10)  0.68 (0.11)
kNN 0.76 (0.07) _ 0.76 (0.07) __ 0.89 (0.05) 0.48(0.08)  0.46 (0.08)  0.64 (0.08)
SVM 0.82(0.18)  0.82(0.18)  0.91(0.12) 0.50 (0.09)  0.47(0.07) _ 0.67 (0.07)
FCN 074 (0.12)  0.71(0.14)  0.90 (0.07) 052(0.12)  0.50(0.12)  0.65(0.12)
MLP-LSTM 0.70 (0.10) _ 0.68 (0.11) _ 0.87 (0.08) 053(0.16)  0.55(0.14)  0.68 (0.12)
Majority Voting | 0.35 (0.01)  0.17 (0.00) __ 0.50 (0.00) 0.39(0.06)  0.19(0.02) _ 0.50 (0.00)
Average 081(0.17)  0.81(0.17)  0.91(0.11) 0.50 (0.10)  0.45(0.09) _ 0.66 (0.10)

5.1 RQ1: Performance of various classifiers

We performed two binary classification tasks and two three-class classification tasks based on given and perceived
emotional workload different labeling approaches. Table 2 and Table 3 presents the results for each classification
model. To validate the performance, we included the baseline model of majority voting, which always chooses
the majority class. Each setup was run five times to report the means of the evaluation metrics.
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5.1.1 Binary Labeling. For the Given-Emotional-Workload binary label, there were one call ‘low-stimulus’ and
two calls with a ‘high-stimulus’, resulting in a slight imbalance in the data with durations of 4 minutes and 8
minutes, respectively. Therefore, the accuracy of the majority voting was 0.67, F1-score was 0.80, and AUC score
was 0.50. The classifiers showed an average accuracy of 0.84 (SD=0.14) and an average F1-score of 0.88 (SD=0.11).
The best-performing model was the SVM classifier, which had an accuracy of 0.87, approximately 0.03 higher
than the majority voting, and an F1-score that was 0.10 higher. The SVM Model showed higher performance
than the DL models FCN (Accuracy = 0.81) and LSTM (Accuracy = 0.76). Most of the ensemble classifiers (RF,
AB, and XGB) perform better than other models. Additionally, we observed that, for the perceived emotional
workload, the model’s performance slightly improved when the window for physiological data was set to 10
seconds compared to setting it to 60 seconds. For the given-emotional-workload-based binary label, models using
two different window sizes showed similar performance (accuracy=0.87, F1-score=0.90, AUC score=0.94 for a
60-second window, and accuracy=0.87, F1-score=0.91, AUC score=0.93 for a 10-second window). However, for the
perceived-emotional-workload-based binary label, the model’s performance was slightly better when extracting
features from physiological data with a 10-second window (accuracy=0.64, F1-score=0.61, AUC score=0.74 for a
60-second window, and accuracy=0.67, F1-score=0.65, AUC score=0.77 for a 10-second window). Furthermore,
we validated the performance even when data was not duplicated in feature extraction by setting the sliding to
0 seconds. When using the RF model as a reference, the accuracy, f1-score, and auc score were 0.87, 0.90, and
0.91, respectively, with sliding of 0 seconds, which is similar to the performance when the sliding was set to 1
second (accuracy, f1-score, and auc score were 0.86, 0.90, and 0.92, respectively). We also verified the performance
even in a scenario where the data of customers (actors) included in the test set did not overlap with the data
in the training set. The accuracy, F1-score, and AUC score of that model were 0.85, 0.89, and 0.90, respectively,
demonstrating similar performance to the normal model.

For the Perceived-Emotional-Workload binary label, the average accuracy of majority voting was 0.57 (SD=0.06),
and the f1-score was 0.43 (SD=0.37). The classifiers showed an average accuracy of 0.66 (SD=0.11) and an average
F1-score of 0.66 (SD=0.13). When modeling with the same classifiers, the self-report-based labeled data showed
lower performance compared to stimulus-based labeled data. The accuracy was on average 0.18 lower, and the
F1-score was on average 0.22 lower. The best-performing classifiers were AB and LDA with an accuracy of 0.68.

5.1.2 Three-Class Labeling. For the Given-Emotional-Workload Three-Class label, the majority voting resulted in
an average accuracy of 0.35 (SD=0.01) and F1-macro of 0.17 (SD=0.00). The best-performing Random Forest model
showed an average accuracy of 0.84 (SD=0.18). Despite the increase in the number of labels, the performance was
comparable to the performance of the given-emotional-workload binary model.

For the Perceived-Emotional-Workload Three-Class label, the majority voting resulted in an average accuracy
0f 0.39 (SD=0.06) and F1-macro of 0.19 (SD=0.02). The classifiers showed an average accuracy of 0.50 (SD=0.10)
and an average F1-macro of 0.45 (SD=0.09). The best-performing model RF and AB showed an average accuracy
of 0.54. Like binary labeling, perceived-emotional-workload three-class labeling showed lower performance than
given-emotional-workload three-class labeling. Unlike given-emotional-workload labeling, the performance
dropped compared to the perceived-emotional-workload binary model.

5.2 RQ2: Data Source Ablation Evaluation

To explore dominant features for recognizing emotional workload, we modeled various combinations of data
sources and evaluated their performance. Specifically, since workers try to hide their own emotions and display
the required emotions during conversations, we hypothesized that features extracted from worker’s voice data
would not help recognize emotional workload. Therefore, we compared the performance of models with and
without including worker’s voice features, as shown in Table 4. We used the RF classifier, which showed the
best performance when aggregating a total of four (i.e., two binary and two three-class) classification tasks. In
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Table 4. Evaluation of the Random Forest classifier on the binary label (High-stimulus vs. Low-stimulus) using various
combinations of data sources. W.voice refers worker’s voice, and C.voice refers customer’s voice.

Random Forest
(Low stimulus vs. High stimulus)

D e Accuracy F1-score AUC score

W.voice 0.65(0.04)  0.78 (0.02)  0.60 (0.10)
C.voice 0.88 (0.18)  0.91(0.12) _ 0.92 (0.16)
C.voice + W.voice 0.88 (0.17)  0.91 (0.12) 0.92 (0.15)
Physiological 0.75(0.17) _ 0.79 (0.14) _ 0.76 (0.24)
Physiological + W.voice 0.73 (0.16)  0.80 (0.12) 0.77 (0.22)
C.voice + Physiological 0.86 (0.14)  0.90 (0.10) 0.93 (0.11)
C.voice + Physiological + W.voice 0.87 (0.13)  0.90 (0.10) 0.93 (0.11)
Physiological (Convenient to obtain - EDA, ACC, TEMP) 0.64 (0.15)  0.73(0.12) 0.63 (0.23)
C.voice + W.voice + Physiological (EDA, ACC, TEMP) 0.85(0.19)  0.89(0.14) 0.90 (0.17)
Majority Voting 0.66 (0.01) _ 0.80 (0.01) __ 0.50 (0.00)

summary, the combinations ’customer voice” and ’customer voice+worker voice’ showed the highest accuracy of
0.88 (SD=0.18) and 0.88 (SD=0.17), respectively. Conversely, when using only the worker voice, the accuracy was
0.65 (SD=0.04), and the F1-score was 0.78 (SD=0.02), showing the lowest performance comparable to the majority
voting.

First, we compared the performance of models trained with classified features to examine the influence of
situational cues, required emotional response, and not-required emotional response. When modeling using
only the features of each classification (i.e., customer’s voice features, physiological features, and worker’s
voice features), the accuracies were 0.88 (SD=0.18), 0.75 (SD=0.17), and 0.65 (SD=0.04), respectively. The highest
performance was achieved when using only the customer’s voice features, while the lowest performance was
observed when using only the worker’s voice features. To investigate the influence of worker’s voice features
on model performance, we observed the change in performance when adding 88 features from worker’s voice
to the following feature combinations: (1) 88 features from customer’s voice, (2) 52 physiological features, and
(3) 140 features from customer’s voice and physiological features. Despite adding a new type of feature in all
three combinations, accuracy and F1-score remained the same, indicating that worker’s voice features do not
contribute to improving model performance. Furthermore, we conducted modeling using only easily obtainable
physiological data (i.e., EDA, ACC, TEMP) assuming in the real-world context, as well as reporting the results
incorporating audio data with the obtainable physiological data. While modeling solely with easily obtainable
physiological data did not yield high performance with an accuracy of 0.64 (SD=0.15), incorporating audio data
in the modeling process resulted in achieving a significantly higher accuracy of 0.85 (SD=0.19).

Second, we used SHapley Additive ex-Planations (SHAP) [69] which is the framework for model agnostic
interpretability to evaluate the importance of each of the 228 features in the RF Classifier. For a given feature,
SHAP calculates Shapley value of each instance, which is the weighted average of marginal contributions. SHAP
package visualizes Shapley value of each instance (X-axis) in a scatter plot for each feature, as in Figure 6. Feature
values are color-coded, with red representing a high feature value and blue representing low feature values. For
example, if the set of red dots tends to be on the right side, high values positively affect the model output, but if
the set of blue dots tends to be on the right side, low values positively affect the model output.

Our result in Figure 6 shows the top 20 highly correlated features of the RF classifier, including binary call
labels, using all features from ‘customer’s voice + physiological data + worker’s voice’. The three of the top 20
features were from worker’s physiological data and the others were from customer’s voice. In addition to SHAP
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Fig. 6. The Top 20 Features of SHapley Additive ex-Planations (SHAP): Evaluation of the importance among the total 228
features from situational cue (customer’s voice), required emotion (worker’s physiological data) and not-required emotion
(worker’s voice) in the RF classifier, including binary call labels.

value analysis, tree-based models such as RF and XGB can also utilize feature importance analysis based on mean
decrease in impurity for all trees or permutation feature importance method to monitor performance changes by
shuffling features. However, we note that the results of the feature importance analysis indicate how each feature
is correlated to the specific classification task rather than demonstrating a causal relationship.

6 DISCUSSION

This study demonstrated that it is possible to automatically assess emotional workload in workplaces where
emotional labor is required. In this section, we discuss the significance and feasibility of automatically assessing
emotional workload, the strengths and weaknesses of the modeling approaches we attempted, and the ethical
implications of adapting the model for capturing emotional workload in workplaces.

6.1 Theoretical Framework to Automatic Assessment of Emotional Workload

Firstly, to address the first research question, we presented a data collection and modeling method for automatically
assessing emotional workload and reported the modeling results. Previous studies in the field of psychology
have primarily provided theoretical frameworks for understanding the mechanisms, reasons, and consequences
of emotional workload in the workplace [41, 66, 104]. Moreover, previous attempts to quantitatively measure
emotional workload often relied on manual methods like self-reporting. To the best of our knowledge, however,
there have been no previous attempts to automatically assess emotion regulation using data. In this study, we
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collected data on factors related to emotional workload in situations where workers perform emotional labor,
based on existing theoretical frameworks. One of the key distinctive features of the data collection scenarios used
in our study is that we employed interpersonal interaction situations where we manipulated customer behavior
and continuously captured a worker’s workload. Through this approach, we were able to assess emotional
workload when various levels and types of situational cues were given to workers. By leveraging the collected
multimodal dataset and employing various machine learning algorithms, we proposed models for recognizing
emotional workload, demonstrating that the emotional workload can be assessed automatically. Furthermore,
our approach allows for real-time assessment of a worker’s emotional workload, surpassing the limitations of
post-event (retrospective) measures like self-report. From a retrospective annotation perspective, it also has the
advantage of reducing the worker’s burden (time and effort), as they do not need to additionally report their state.

As seen in Figure 1, emotion regulation has short-term effects of increasing worker’s stress and reducing
self-control capacity. If emotion regulation persists over the long term, the worker may find themselves in states
of ego depletion and emotion exhaustion. From the perspective of a worker’s well-being, this study enables
real-time monitoring of a worker’s emotional workload so that workers can self-track how much of their capacity
they are using for emotion regulation. Furthermore, it can prevent workers from being exposed to high emotional
workloads for extended periods, thus mitigating the risk of emotion exhaustion or ego depletion (e.g., nudging
users to have short breaks after experiencing high emotional workloads). While there may be some correlation
between emotion regulation and stress/emotion, the key feature of this study is not to recognize the worker’s
state after mental health issues like stress or emotion exhaustion have already occurred but to monitor how much
the worker’s capacity is decreasing preventively. Additionally, this research has applications in terms of worker
productivity, job scheduling, performance evaluation, and customer interaction strategies. However, it requires
careful ethical considerations, as discussed later. Many studies that measure cognitive load aim to consider an
individual’s information processing capacity for job planning or optimizing interfaces. Similarly, allowing a
worker’s mental state to deteriorate irreversibly can negatively impact both their well-being and performance.
Therefore, it is necessary to take into account the current emotional workload of workers for efficient and safe
job scheduling. Additionally, environmental support to maintain emotional workload at reasonable levels is also
required.

We can also consider this issue in relation to performance evaluation. Traditionally, worker performance
evaluations have relied solely on customer ratings after the service has been provided. This can be a subjective
assessment from the customer’s perspective. In this context, the measured workload can serve as a source that
captures the context of interactions between customers and workers during the service. Accordingly, performance
evaluations can be carried out more objectively than with the traditional system.

6.2 Emotional Workload Modeling with a Multimodal Dataset

6.2.1 Key Factors for Recognizing Emotional Workload. We explored the importance of different data sources
(e.g., situational cues - customer’s voice, required emotional response - worker’s voice, not-required emotional
response - worker’s physiological response) in recognizing emotional workload. To achieve this, we compared
the results of models using various data combinations based on the RF classifier. Interestingly, the accuracy of
the model using only customer’s voice data was 0.88 (SD=0.18), and the model using only worker’s physiological
response data had an accuracy of 0.75 (SD=0.17), both outperforming the model using only worker’s voice data.
Additionally, the inclusion of worker’s voice features did not improve the performance compared to models using
customer’s voice, physiological response, or customer’s voice, physiological response data alone. We explain that
the reason for the lowest performance of worker’s voice data is that the worker’s voice represents the result of
acting in accordance with display rules. In call centers, workers receive evaluations of call quality from both
customers and company managers, and they undergo training to achieve high-quality call interactions, including
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maintaining a specific tone of voice [58, 115]. Therefore, using a worker’s voice alone makes it difficult to estimate
the emotional workload that workers experience. This result contrasts with previous research findings that detect
stress and emotions using human voice [59, 68].

Furthermore, according to the existing theoretical framework for emotion regulation, workers are known to
be significantly influenced by external stimuli [37]. For example, in situations where display rules are imposed
and high-intensity situational cues are present, workers are required to perform higher emotional regulation.
Similarly, our study’s results also demonstrated that the model using only the worker’s physiological response data
(accuracy=0.75, SD=0.17) was outperformed by the model that incorporated a customer’s voice data (accuracy=0.86,
SD=0.14). Through this research, we confirmed that it is essential to utilize situational cues and not-required
emotional responses for recognizing emotional workload, while required emotional responses did not provide
significant assistance.

6.2.2  Differences in Labeling Approaches: Given- vs. Perceived-Emotional-Workload. In this study, we distinguished
emotional workload into two categories: objectively given emotional workload and subjectively perceived emotional
workload by the worker. Accordingly, we employed two different labeling methods for data. As a result, we
confirmed that when labeling was based on the given emotional workload, the model’s accuracy and F1-score were
higher than when labeling was based on perceived emotional workload. This outcome aligns with similar findings
in previous research, where using self-report data to detect stress or emotions resulted in lower performance [80,
107]. We provide several possible explanations for these results.

We analyzed the correspondence between stimulus-based labeling data and self-reported labeling data to
understand the disparities in performance between the given emotional workload model and the perceived
emotional workload model. First, data exhibiting identical trends in both labels (i.e., data labeled as either 0 or
1 in both label sets) accounted for 73.62% of the total dataset. Conversely, data labeled differently comprised
26.38% of the dataset, with 5.94% recorded as having a stimulus-based label of 0 but a self-report-based label
of 1, and 20.44% recorded as having a stimulus-based label of 1 but a self-report-based label of 0. In this way, a
significant portion of label disparities was attributed to workers’ reporting that they were not regulating their
emotions even in situations involving stimuli such as shouting or criticism. However, modeling results utilizing
data collected from only workers (workers” physiological and voice data) without customers’ data revealed
that the accuracy of the RF model utilizing self-reported labels was 0.58 (SD=0.11), lower than when utilizing
stimulus-based labels (0.70 (SD=0.12)). Although workers perceived and reported they did not make efforts to
regulate their emotions in response to stimuli, the results may indicate their physiological responses were more
aligned with the given-emotional workload. We provide several possible explanations for these results.

The first explanation is that there can be individual differences in how humans report their emotional status de-
pending on their emotional granularity and emotional complexity. Emotional granularity refers to an individual’s
unique ability to discern and express similar emotions in a detailed and nuanced manner [98]. Consequently, there
are variations among individuals in the breadth and distinctiveness of their emotional experiences, a concept
often referred to as emotional complexity [57]. Emotional complexity has been known to be associated with
private self-consciousness, openness to experience, empathic tendencies, cognitive complexity, the ability to
distinguish among named emotions, the range of emotions experienced daily, and interpersonal adaptability.
This means that, even when presented with situational cues of the same intensity level, individuals may perceive
emotions differently based on their personal emotional predispositions and experiences. Furthermore, the ability
to differentiate one’s own emotions can influence the self-reported results of one’s emotional state. For example,
when dealing with a customer who is yelling, depending on the worker’s unique emotional range, one person
may experience very negative emotions while another may experience relatively less negative emotions as in
Figure 7. During the process of reporting their perceived emotions, some individuals may finely differentiate
their subtle emotional nuances and report them on a detailed scale, while others may express their emotions in a
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Fig. 7. Individual differences in self-reported suppress. The two graphs on the left are the given and perceived emotional
workload for one subject, and the two graphs on the right are the given and perceived emotional workload for another subject.
Even when presented with situational cues of the same intensity level, individuals may perceive emotional suppression
differently based on emotional predispositions and prior experiences. In this experiment, even in low-stimulus conditions,
some workers responded that they experienced suppression, while others reported that they did not.

binary fashion. These individual differences can be factors that potentially impair the performance of generalized
models.

Another explanation suggests that there may be differences between the rate of change in the situational cue,
which is the customer’s voice variation, and the rate of change in physiological responses. As seen in Table 4,
even in a model that uses only customer voice features, the accuracy was around 0.88 (SD=0.18), indicating that
workers were sensitive to the influence of situational cues on their emotion regulation. Indeed, according to the
result of observing the self-reporting process of the workers, it was evident that the workers’ level of suppression
in their responses reflected the influence of the customer’s voice in real-time. Unlike situations that typically elicit
a sustained level of stress, such as immersing one’s hand in cold water or performing mathematical calculations,
our data collection study involved situational cues where the stimulus magnitude changed in real-time during the
conversation. For example, in the shouting customer condition, the customer did not continuously shout from
the beginning to the end of the call but rather interjected frequently with loud outbursts during the conversation.
In such cases, the extent of suppression reported by workers could also have changed in real-time in response to
the situational cue. However, typically, physiological responses such as HR or EDA take time to return to their
original state after a stress-induced change, and this recovery time can vary among individuals [93]. Therefore,
even if a worker reports less suppression in response to a reduced situational cue, their physiological response
may still indicate that they are still highly engaged in emotion regulation.

Nevertheless, physiological responses can still serve as a crucial feature for workload measurement on their
own. As physiological responses such as HR, EDA, and EEG are objective numerical metrics that can identify
a person’s physical condition, it has been widely used as features not only in the field of affective computing
for detecting stress and emotions but also in the measurement of cognitive workload [113]. When modeling
with workers’ physiological data alone, higher performance was observed when using stimulus-based labels
compared to self-report labels. It may indicate that, in situations where psychological constraints are imposed
through display rules, workers find it difficult to perceive the emotional and psychological changes they are
experiencing. Exposed to continuous negative stimuli without accurately recognizing their own state, workers
may become emotionally exhausted, leading to more serious consequences such as ego-depletion or burnout.
Therefore, designing intervention systems such as temporarily excluding workers from tasks or recommending
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breaks when third-party observation indicates sustained regulation beyond a certain level could be beneficial.
Finding appropriate timing for emotional workers to recover can aid in their recuperation.

Moreover, our research demonstrated the need for improved models assessing emotion regulation from a first-
person perspective, such as the perceived-emotional-workload model. For a more accurate emotional workload
model using self-report-based labels, the following additional studies are needed. Firstly, from the perspective
of emotional granularity, workers’ characteristics or abilities in reporting their emotions should be included
in the modeling process [8, 50]. Individuals may react differently to external stimuli based on factors such as
career, experience, and personality. This research did not account for such individual traits, and the absence
of personalized characteristics might have significantly impacted the perceived-emotional-workload model’s
low performance with the workers from various distributions, although it enhances the model’s generalizability.
Second, future works have to consider the subject’s physical characteristics such as the speed at which the body
responds to various types of stimuli. For instance, the body’s response time may vary depending on the type of
stimulus (visual, auditory), and individual differences may also exist. Integrating these factors could potentially
lead to the development of more effective personalized models.

6.3 Ethical Implications

Monitoring workers’ emotional workloads in real-time can be highly beneficial for maintaining their well-being
because workers can better self-track their workloads. However, when data collection is performed in a real-world
context, it can also be a double-edged sword, raising several potential ethical issues such as violating workers’
autonomy through workplace surveillance [118], data misuse/abuse [76], and infringement on customer privacy.

Firstly, even if emotion Al can be utilized to improve work productivity and well-being with consent, the
act of being monitored may be perceived as surveillance by workers. Assessing emotional workload per se can
become a source of additional negative emotions or stress for workers, although call quality monitoring is a
common industry practice [51]. Furthermore, the results evaluating emotional workload might enable objective
performance evaluations so it can be perceived as another burden to workers. From the worker’s perspective,
it can be regarded as the emergence of another ‘computerized’ metric for workers’ performance evaluation,
commonly referred to as Digital Taylorism [3, 53, 106].

Also, during the data collection phase for modeling emotion Al the privacy of both workers and customers
can be compromised. Our dataset includes audio data containing conversations between customers and workers,
which may contain sensitive information about the individuals involved. Therefore, collecting audio data in
situations where actual important personal information such as finance or insurance industry contexts poses
significant risks in terms of privacy, unlike situations based on lab-created scenarios. Additionally, The emotion Al
may threaten worker privacy as well. workers consider their emotions to be private information in the workplace,
and the utilization of AI for emotion recognition may be perceived as an infringement on their privacy [92].
While emotional labor work mandates ‘display rules’ (what is being observed), workers also deserve the right
to keep their emotions private. Various types of input data are utilized for emotion Al techniques, including
biological sensor data, facial micro-expressions, physiological and speech signals, and text semantics. Among
them, if data (e.g., bvp, eeg) unintentionally allows inferring states (e.g., Health status or cognitive-behavioral
abilities) other than worker emotions, the scope of invading workers’ privacy broadens, increasing the risk. Thus,
while diverse data collection enables high model performance, it also poses significant risks to the privacy of
both workers and customers if misused or exploited.

Nevertheless, we emphasize the necessity of assessing emotional workload in real workplaces to prevent
workers from experiencing irreversible mental or psychological states for personal and organizational purposes.
For that, emotion recognition technology must be accompanied by various institutional systems. Firstly, workers
should know what information is being collected and understand accurately the trade-off relationship between
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workplace surveillance and psychological well-being [92]. Data collectors and workers should transparently
share all details related to data collection, including data collection items, retention periods, and usage methods.
Secondly, laws and regulations need to be established at the national level to protect workers when using
emotional workload assessment in actual workplaces. For example, when managers intend to use workers’
emotional workload data, laws should be enacted to restrict access to low-level raw data that enables additional
analysis or interpretation of a worker’s state. Restricting the usage scope can help workers feel they are not
closely monitored by the company or managers. Thirdly, encrypting data can help with data privacy. With the
proliferation of monitoring using electronic devices like smart home systems, user data privacy concerns are
rising. While mass data collection can bring social benefits, privacy concerns often arise, and using encryption
technologies like homomorphic encryption can enable freer sharing of data with external parties. Additionally,
there are things to consider when using the system in this study directly in the real world. The sensors we used
for data collection, such as the muse (headband), E4 band (wristband), and polar h10 (chest band), all require
body contact for accurate data measurement. Therefore, workers need to be adequately informed beforehand
about discomfort due to device wearing and the potential limitation of movement over prolonged data collection
periods.

7 LIMITATIONS

The method proposed in our research for assessing emotional workload using multimodal sensing and machine
learning contributes to the well-being and productivity of workers. However, there are several limitations to this
approach.

First of all, our data collection protocol has some limitations because it was not conducted in a real-world
environment [87]. Typically, workers do not frequently engage in consecutive calls with the same customer.
However, in this experiment, the scenario involved three consecutive calls with the same customer. Additionally,
even though we made efforts to replicate a work environment as closely as possible through scenario specification,
the absence of systems allowing access to customer information might have made the experimental environment
feel unfamiliar to the workers. Nevertheless, in the post-survey, workers responded they did not feel uncomfortable
with consecutive calls with the same person, and they expressed a high level of immersion due to the similarity
of the customer’s dialogue and tone to real interactions.

Secondly, there are limitations to applying our research methodology to the real world. While our model
showed good performance based on data collected from audio data and easily wearable sensors, the utilization of
audio data may be challenging if the data contains overly private information. Moreover, requiring intrusive
devices for higher performance may impose burdens on workers. Additionally, limitations may arise when
applying the completed model to the real world. To achieve high performance when encountering completely
new users, a certain amount of data collection is necessary for normalizing individual data. Before a sufficient
amount of data has been collected, the model may classify without adequately considering individual differences,
potentially resulting in somewhat lower accuracy. Nevertheless, as more data accumulates over time, accuracy is
expected to approach our benchmarking results.

Lastly, there are limitations related to the modeling process. Firstly, our model did not consider linguistic-related
stimulus features that may occur during calls between customers and workers. For instance, a customer might
not raise their voice but may use aggressive words under the swearing condition. In such cases, contrary to our
intention, the model may perceive the situation as a low-stimulus condition in the binary labeling session. In the
case of three-class classification, a situation with low stimuli but high perceived workload can be classified as a
swearing condition, as intended. For these reasons, the accuracy of binary and three-class classification showed
similar performance in our study, unlike the results of previous studies that generally show higher performance
in binary classification than in three-class classification. Furthermore, this study did not account for individual
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differences in the ability or characteristics of workers to report emotions. Given these limitations, we anticipate
future research to address features related to linguistic stimuli and individual differences in expressing emotions
based on display rules.

8 CONCLUSION

In this study, we proposed machine learning models capable of automatically assessing workers’ emotional
workload in the context of emotional labor by utilizing multimodal sensor data. We designed the data collection
study based on a previously established theoretical framework in the field of psychology and collected the
multimodal dataset using wearable sensors. By providing the results of benchmarking, we verified that machine
learning models can assess the emotional workload under the contact center scenario where display rules are
provided. Additionally, we explored the dominant features of emotional workload assessment. As a result, the
SVM classifier-based model exhibited the highest accuracy, reaching 0.88 not only in binary classification but
also in three-class classification. This research provided a definition of emotional workload and demonstrated
that emotional workload can be assessed with high accuracy through multimodal sensing.
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