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Abstract 

The workplace emotion regulation literature has, for the most part, been concerned 

with emotional labour, which focuses on the employee’s regulation of emotional 

displays during client interactions. It has recently been suggested that emotion work, 

which arises when employees regulate emotional displays with organisational insiders, 

such as co-workers, should also be considered. Early empirical research suggests that 

emotion work may have negative effects including increased job stress, reduced job 

satisfaction, higher psychological distress and emotional exhaustion. The main aim of 

the present project is to expand the workplace emotion regulation research beyond the 

customer interface to include other types of interactions, such as between employees, 

and in doing so explore this more complete view of workplace emotion regulation.  

The current research project has four main research objectives: 1) to consolidate the 

emotional labour literature in order to identify an appropriate conceptualisation and 

operationalisation of emotional labour, 2) to include emotion work alongside emotional 

labour within workplace emotion regulation research, 3) to determine the most 

appropriate way to conceptualise and operationalise emotion work, and 4) to 

understand the antecedents and consequences of emotion work and emotional labour. 

Despite considerable research in the area of ‘emotional labour’ since Hochschild (1983) 

first coined the term, the area of emotion work has largely been neglected. This thesis 

provides a case for emotion work to be included in workplace emotion regulation 

research and for it to be differentiated from related constructs, such as emotional 

labour. It is argued emotion work is most appropriately conceptualised as emotion 

regulation and, hence, should also be operationalised as a set of emotion regulation 
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strategies. To test this operationalisation, a measure of emotion work was developed by 

adapting the Emotional Labour Scale (ELS: Brotheridge & Lee 1998, 2003). The 

psychometric properties of these emotion work and emotional labour scales were 

examined in a hospital-based nurse sample (n=332) (Study One), cross-validated in a 

sample of community-based nurses (n=173) (Study Two) and generalised across three 

broad occupational groups (n=625) (Study Three). The two scales had good reliability, 

convergent validity and discriminant validity, suggesting employees use a variety of 

emotion regulation mechanisms during customer and co-worker interactions. 

A model of workplace emotion regulation that included emotion work and emotional 

labour was developed and estimated. The model was tested and refined in Study One, 

validated in Study Two, both of which used nurse samples. Study Three generalised the 

model to three broad occupational groups. Several antecedents to, and outcomes of, 

emotion regulation strategies (emotion work and emotional labour) were examined. It 

was found that employees with positive dispositions were more likely to engage in deep 

acting and less likely to surface act when interacting with clients. High work demands 

(workload and frequency of emotional display) resulted in employees engaging in 

surface and deep acting with clients. The negative consequences of employees engaging 

in surface acting with clients and co-workers included higher emotional dissonance, 

greater burnout (emotional exhaustion and depersonalisation) and lower job 

satisfaction. Positive consequences (higher job satisfaction and sense of personal 

accomplishment) resulted from employees having positive dispositions, supervisory 

support and expressing genuine emotions (consonant with organisational display rules).  

The project’s theoretical contributions include the arguments as to why emotion work 

should be conceptualised as emotion regulation, operationalised as emotion regulation 

strategies, and distinguished from emotional labour. Further, a main theoretical 
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contribution is the development and presentation of a conceptual model of workplace 

emotion regulation. The project’s empirical contributions include a rigorous testing of 

the ELS and emotion work measures, distinguishing emotional labour and emotion 

work (in terms of discriminant validity and differential antecedents and outcomes), and 

an examination of a model of workplace emotion regulation in a number of 

occupations. The findings provide significant implications for researchers and 

managers, as discussed in the thesis, and a valuable platform for future workplace 

emotion regulation research. 
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Chapter 1 An Introduction to the 
Research Project 

 

1.1 Introduction 

This thesis explored emotional labour in the broader context of workplace emotion 

regulation and argued for the inclusion of ‘emotion work’ in the workplace emotion 

regulation literature. The present chapter starts with definitions for the key constructs 

that were examined and a discussion of the background to the project. The research 

objectives and the research questions are then outlined. A discussion of the project’s 

main contributions to the literature is then provided. Finally, an outline of the thesis is 

presented.  

1.2 Key Definitions 

The key terms relevant to the present project are defined in this section to provide 

clarity to the subsequent discussion. The justification for using these definitions is 

provided in the literature review, presented in Chapter Two.  

Emotion regulation is “the processes by which individuals influence which emotions 

they have, when they have them and how they experience and express these emotions” 

(Gross 1998b, p. 275). Gross’s work relates to a body of research which considers 

emotion regulation in a general sense. For this project’s purpose, the focus is on 
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emotion regulation in work settings, which is termed workplace emotion regulation in order 

to define the scope of the research. Grandey’s (2000, p. 97) definition of emotional 

labour as “the process of regulating both feelings and expressions for organizational 

goals” provides the basis for the research. Grandey (2000, p. 101) suggests emotional 

labour relates to “interaction with customers,” but does not discuss or provide a term 

for other workplace interactions. In this thesis, a distinction is made as to whether the 

emotion regulation process is in response to interacting with people within the 

organisation (e.g. colleague, supervisor), labelled emotion work, or outsiders             

(e.g. customers), labelled emotional labour, a distinction that is argued to be 

theoretically and practically important. Consequently, emotional labour is defined as the 

process of regulating both feelings and expressions for organisational goals during interpersonal 

exchanges with organisational outsiders. In a similar vein, emotion work is defined as the process 

of regulating both feelings and expressions for organisational goals during interpersonal exchanges with 

organisational insiders.  

1.3 The Background to the Present Research Project 

Morrison (2010) identified research areas of particular interest to organisational 

behaviour (OB) researchers. She found the number of publications into emotion and 

affect had increased four-fold since 2007 and concluded emotions and moods were in the 

top ten ‘hot’ topics. Many researchers attribute the increased interest in workplace 

emotions to a recent acknowledgment that emotion plays a key role in understanding 

employee behaviour (for a review see Ashkanasy & Humphrey 2011). Prior to this, OB 

researchers tended to focus their attention on the roles played by behaviour and 

cognition. Scholars viewed emotions as “humanistic ends; as obstacles to rationality and 

performance; as resources to be exploited; as reflections of underlying attitudes” 

(Ashforth 2000, p. xii). Researchers and practitioners viewed ‘emotions’ as contradictory 
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to the rational and stable workplace environments needed for organisational success. 

Emotions were seen as unstable and irrational influences on employees’ behaviour 

(Simon 1976). More recently, researchers have agreed a better understanding of 

employees’ emotions allows for a holistic approach to understanding behaviour and, 

more specifically, OB (Ashkanasy, Härtel & Zerbe 2000a). Indeed, Ashforth (2000,      

p. xii) argued that, “by expanding the focus of our conceptual lens to include emotions, 

we may come to understand how the heart [emotion] interacts with the head [cognition] 

and hands [behaviour].”  

Interest in workplace emotions has grown rapidly and has led to a diverse body of 

research. This diversity can be seen in the methodologies used (e.g. quantitative and 

qualitative), the area’s many definitions, the different measures and the four different 

research streams that have emerged (Ashkanasy, Zerbe & Härtel 2002a), namely: 

1. Affective Events theory. 

2. Mood theory. 

3. Emotional intelligence. 

4. Emotional labour.  

The current research project is located in the emotional labour research stream, 

although arguably workplace emotion regulation more comprehensively describes this 

stream. The project focused on four main gaps that need to be addressed, namely:  

1. Consolidating emotional labour in terms of its conceptualisation and 

operationalisation. 

2. Making a theoretical case for the emotion work construct to be included in the 

broader research area of workplace emotion regulation and distinguishing it 

from emotional labour. 

3. Conceptualising and operationalising emotion work. 
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4. Developing and testing a model of workplace emotion regulation, in terms of its 

predictors and outcomes, inclusive of the areas of emotional labour and 

emotion work.  

Emotional labour research has advanced rapidly for two main reasons. The first relates 

to the size of the service sector (Glomb, Kammeyer-Mueller & Rotundo 2004), which 

has seen substantial growth in the past few decades. Figure 1.1 shows the increase in the 

number of workers in Australia’s service sector compared to the country’s 

manufacturing and other sectors (Australian Bureau of Statistics 2011).   

 
Figure 1-1: The Number of Australians Employed by Industry 

 

While the manufacturing sector has remained relatively stable, service industries have 

increased substantially. This increase has resulted in customer service being seen as an 

increasingly important competitive differentiator (Dormann & Kaiser 2002; Zeithaml, 

Parasuraman & Berry 1990) and has resulted in the development of what has been 

termed a service-dominant approach to marketing strategy (Vargo & Lusch 2004). It is 

likely this change has led organisations to focus on emotional labour strategies (such as 

‘service with a smile’) to gain a competitive advantage (Bailey & McCollough 2000; 

Rafaeli & Sutton 1989). 
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Organisations benefit when employees engage in emotional labour because customer 

service (Grandey 1999, 2003), visitor outcomes (Van Dijk, Smith & Cooper 2011) and 

service quality (Groth, Hennig-Thurau & Walsh 2009) are perceived more positively. 

However, despite positive organisational consequences, there may be deleterious 

consequences for employees, which is the second main reason for the growth in 

emotional labour research.  

These negative employee consequences include burnout (Ashforth & Humphrey 1993; 

Brotheridge & Grandey 2002; Brotheridge & Lee 2002; Erickson & Ritter 2001; 

Grandey 2000; Kruml & Geddes 2000a; Lewig & Dollard 2003; Montgomery, 

Panagopolou, de Wildt & Meenks 2006; Morris & Feldman 1996a; Totterdell & 

Holman 2003; Van Dijk & Kirk-Brown 2006; Zammuner & Galli 2005a; Zapf & Holz 

2006), psychological strain (Adelmann 1995; Morris & Feldman 1997; Pugliesi 1999), 

reduced job satisfaction (Abraham 1998, 1999a, 1999b; Grandey 2003; Lewig & Dollard 

2003; Morris & Feldman 1996b, 1997; Pugliesi 1999; Wharton 1999), reduced 

organisational commitment (Abraham 1999a), increased intentions to leave the 

organisation (Abraham 1999a; Zerbe 2000), and reductions in physical health 

(Schaubroeck & Jones 2000).  

Meta-analytic research has found a positive relationship between emotional labour 

surface acting and emotional exhaustion (Bono & Vey 2005; Hülsheger & Schewe 2011; 

Mesmer-Magnus, DeChurch & Wax 2012; Wang, Seibert & Boles 2011). Bono and Vey 

(2005) found the strongest relationship occurred between emotional labour and physical 

complaints, demonstrating the importance of further research in this area. 

Consequently, understanding the nature of emotional labour and the extent to which 

employees experience emotional labour, has been, and continues to be, a research 

priority. Without such an understanding, management strategies for reducing the 
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potentially negative employee consequences of emotional labour may not be developed. 

The present research project was undertaken to address several identified research gaps. 

The resulting research objectives are discussed in the next section. 

1.4 Research Objectives  

The present research project was designed to contribute to our knowledge of emotional 

labour, emotion work and workplace emotion regulation in four main ways. 

1.4.1 Consolidating the Emotional Labour Research 

The first objective was to consolidate the emotional labour literature in order to identify 

an appropriate conceptualisation and operationalisation of emotional labour. It has been 

almost three decades since Hochschild (1983) first coined the term. Since then, interest 

in the area has grown substantially. However, Côté, Moon and Miners (2008) 

commented that, even with the growing number of publications, workplace emotion 

regulation (i.e. emotional labour) is in its infancy. Bono and Vey (2005) provided a 

discussion of Reichers and Schneider’s (1990) three developmental stages of construct 

evolution and commented that, at the time, emotional labour was going through an 

‘adolescence’ or concept evaluation stage marked by disagreements about the 

construct’s conceptualisation, operationalisation and measurement. They suggested it 

was premature to conduct a full meta-analysis of the emotional labour research and 

chose a ‘bare-bones’ approach at that time (i.e. 2005). 

It seems emotional labour research has ‘come of age’ since 2005, as evidenced by three 

meta-analytic studies published since 2011 (Hülsheger & Schewe 2011; Mesmer-Magnus 

et al. 2012; Wang et al. 2011). Emotional labour research is approaching the important 

developmental milestone of consolidation: a period in which one or two commonly 
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accepted definitions and operationalisations emerge. That said, there are still 

inconsistencies in the conceptualisation of emotional labour. Hülsheger and Shewe 

(2011) discussed emotional labour as having three “facets” (emotion-rule dissonance, 

surface acting, and deep acting). This integrative view of emotional labour, which 

combined emotion regulation with a form of emotional dissonance (the difference 

between expected and felt emotions), is yet another iteration of many 

conceptualisations. Similarly, Mesmer-Magnus, et al.’s (2012) meta-analysis 

conceptualised emotional labour as five regulation strategies or states (surface acting, 

deep acting, emotional suppression, emotional dissonance, and emotional consonance). 

Lastly, Wang et al. (2011) conceptualised emotional labour as emotion regulation and 

included two strategies (surface and deep acting). Thus, although the emotional labour 

area is moving towards consolidation, it is clear there is still disagreement over its 

conceptualisation.  

Emotional labour has been conceptualised as emotional job demands, emotional 

behavioural displays, emotional dissonance, emotion regulation, and as an integrated 

construct (with many different combinations of the previously mentioned 

conceptualisations). Each is useful for understanding the process of emotional labour. 

However, there is a need to reach agreement in order to provide a common platform 

for future research and if useful comparisons are to be made across studies (Bono and 

Vey 2005).  

Since research in this area appears on the verge of consolidation, it is an opportune time 

to contribute to this discussion, not only in regards to the most appropriate 

conceptualisation of emotional labour, but also in regards to its most appropriate 

operationalisation. Emotional labour researchers often use different measures of 

emotional labour when reporting the relationships between emotional labour and other 
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constructs. Therefore, it is necessary to clarify the conceptualisation (and the measure) 

to ensure results are not misleading. Without this, interpretations across studies, such as 

the three recent meta-analytic studies, is challenging. Indeed, these recent meta-analytic 

studies included only operationalisations relevant to their conceptualisation of 

emotional labour, while one older meta-analytic study included all operationalisations of 

emotional labour available at that time (Bono & Vey 2005).  

There is a need to consolidate this type of research by reviewing the literature and 

identifying an appropriate conceptualisation and operationalisation of emotional labour. 

The first research objective was, therefore, to do this.  

1.4.2 A Neglected Aspect of Workplace Emotion Regulation: The Case for Emotion Work 

The second research objective was to include emotion work alongside emotional labour 

within workplace emotion regulation research. Emotion work is an important area 

worthy of further investigation for three main reasons, namely:  

1. Prior research has found a consistent link between emotional labour surface 

acting and burnout (i.e. Bono & Vey 2005; Hülsheger & Schewe 2011; Mesmer-

Magnus et al. 2012; Wang et al. 2011). However, some researchers have 

suggested emotion work may also be negatively related to burnout (e.g. Leiter & 

Maslach 1988; Maslach 1982; Maslach & Jackson 1981). Indeed, Maslach and 

her colleagues (Leiter & Maslach 1988; Maslach 1982; Maslach & Jackson 1981), 

identified workplace interactions and, in particular, co-worker interactions, as a 

source of stress (Leiter & Maslach 1988; Maslach 1982), suggesting strained 

relationships between co-workers may contribute to burnout.  

The empirical research to date suggests that emotion work may have negative 

effects. For example, Grandey, Tam and Brauburger (2002) asked participants 
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to record events that affected them strongly at work. ‘Personal attacks or 

incivility’ were mentioned by many (43% mentioned customer-related incidents, 

while 23% mentioned co-worker incident), highlighting the importance of 

studying co-worker interactions. Pugliesi and Shook (1997) also found emotion 

work increased job stress and reduced job satisfaction.   

2. The three recently published meta-analyses found emotional labour (surface and 

deep acting) does not account for all the variance in burnout (emotional 

exhaustion, depersonalisation and personal accomplishment) or job satisfaction. 

The corrected meta-analytic correlations for each of the three meta-analyses for 

the relationships between emotional labour (surface and deep acting) and the 

three dimensions of burnout and job satisfaction can be seen in Table 1.1.  

Table 1-1 Meta-Analytic Correlations: Emotional Labour (Surface and Deep Acting), 
Burnout and Job Satisfaction  

Authors, 
Year 

Emotional 
Labour 
Type 

Emotional 
Exhaustion 

Depersonalisation Lack of Personal 
Accomplishment 

Job 
Satisfaction 

 
Hülsheger 
and Schewe, 
2011 

ELSA 0.439 0.481 -0.095 -0.327 

ELDA 0.088 0.051 0.269 0.054 

Mesmer-
Magnus, 
DeChurch 
and Wax, 
2012  

ELSA 0.38 0.48 -0.05 -0.23 

ELDA 0.02 0.05 -0.13 0.06 

Wang, 
Seibert and 
Boles, 2011 

ELSA 0.41 0.49 0.11 -0.38 

ELDA 0.05 -0.04 -0.15 0.11 

Note: ELSA= emotional labour surface acting, ELDA= emotional labour deep acting 

As can be seen in Table 1-1, the correlations are similar across the three meta-

analyses. For example, the correlations between emotional labour surface acting 

and emotional exhaustion ranged from 0.38 to 0.44 and between emotional 

labour deep acting and emotional exhaustion ranges from 0.02 to 0.09. Further, 

it is clear there is still considerable variance to be explained for all four 
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outcomes. In support for this, a recent study by Adams and Buck (2010) that 

considered the impact of external sources of stress (i.e. interactions with 

members of the public) and internal sources of stress (interactions with co-

workers) explained 46% of the variation in emotional exhaustion. Further, each 

source contributed uniquely to the explained variation (Adams & Buck 2010). 

As not all the variance in burnout and job satisfaction has been explained and 

one study found internal sources of stress (i.e. interactions with co-workers) 

uniquely predicted emotional exhaustion, there are opportunities to further 

explain such outcomes. The unexplained variance may be due in part to the 

absence of emotion work.   

3. Adams and Buck (2010) considered the impact co-worker interactions, which 

relates to emotion work, and interactions with members of the public, which 

relates to emotional labour, had on turnover intention, psychological distress 

and emotional exhaustion. They found both were significantly related to these 

negative outcomes, with both uniquely accounting for a proportion of the 

variation. Tschan, Rochat and Zapf (2005) tested the impact emotion regulation 

had on employee well-being and found emotional dissonance was higher with 

customer interactions and emotional deviance was more likely with co-worker 

interactions. This highlights the importance of studying emotion regulation for 

customer and co-worker interactions and the potential of different outcomes for 

these interpersonal interactions.  

1.4.3 Conceptualising and Operationalising Emotion Work 

The third research objective was to determine the most appropriate way to 

conceptualise and operationalise emotion work. Since little research has examined this 

issue, it is important to provide a solid foundation for future research. In particular, it is 
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argued there is a need to broaden workplace emotion regulation research to include 

other employee interactions. As already noted, emotional labour is conceptualised as an 

employee’s emotion regulation during customer interactions. The study of emotion 

regulation with co-worker interactions (emotion work) has been largely ignored, despite 

its potential negative consequences (as was outlined in section 1.4.2). Further, the two 

terms are often used interchangeably (Zapf 2002). However, Callahan and McCollum 

(2002) have argued it is important to distinguish between them for theory development 

and because they may have different practical implications, a view supported by other 

researchers (e.g. Adams & Buck 2010; Brotheridge 2006; Brotheridge & Lee 2003; Côté 

2005; Holman, Martínez-Inigo & Totterdell 2008; Humphrey, Pollack & Hawver 2008; 

Martínez-Inigo, Totterdell, Alcover & Holman 2007; Pugliesi 1999; Pugliesi & Shook 

1997; Totterdell & Holman 2003; Tschan et al. 2005).  

Indeed, as noted earlier, workplace interactions with co-workers have been identified as 

a source of strain (Leiter & Maslach 1988). Some studies have suggested emotion work 

may be more detrimental and distressing than emotional labour (Bulan, Erickson & 

Wharton 1997; Pugliesi & Shook 1997). Others found different relationships, depending 

on whether the interaction was with clients or co-workers. In particular, higher 

emotional dissonance was found with client interactions (Totterdell & Holman 2003; 

Tschan et al. 2005) and higher emotional deviance with co-worker interactions (Tschan 

et al. 2005), while poor interactions with co-workers can result in lower job satisfaction 

and greater strain (Pugliesi & Shook 1997).  

While many researchers have suggested emotion work needs to be studied (Brotheridge 

2006; Brotheridge & Lee 2003; Côté 2005; Holman et al. 2008; Humphrey et al. 2008; 

Morris & Feldman 1996b; Pugliesi & Shook 1997), their call has gone largely 

unanswered, as empirical research is sparse. Of the five studies that considered aspects 
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of emotion work, none provided a definition of emotion work or explored its 

conceptualisation. The current project, therefore, examined emotion work and how it 

might be conceptualised, including its relationship with emotional labour and how the 

two might differ from other related concepts (such as emotional job demands and 

emotional dissonance).  

As well as establishing the importance of emotion work, and providing a 

conceptualisation in terms of emotion regulation, there is a need to operationalise and 

refine the construct’s measurement. In doing so, it is important to ensure emotion work 

is measured in a psychometrically sound way and that it is distinct from emotional 

labour and other related measures.   

As already mentioned, five empirical studies have measured aspects of emotion work. 

For the most part, these researchers used a few items to measure aspects of emotion 

work (Pugliesi 1999; Pugliesi & Shook 1997; Totterdell & Holman 2003; Tschan et al. 

2005) and did not rigorously test these items; calling into question the measures’ 

reliability and validity. Other researchers used established scales to measure specific 

aspects of emotion work. For example, Cortina, Magley, Williams and Langhout (2001) 

used the workplace incivility scale to measure employee’s experienced frequency of 

disrespectful and rude behaviours from co-workers. This scale refers to antecedents to 

emotion work and not to emotion work, as defined here. A further example is 

Totterdell and Holman’s (2003) use of one item to measure emotional events through 

which respondents indicated whether they had unpleasant or pleasant interactions with 

their co-workers. Once again, this item did not measure emotion regulation with 

organisation insiders, as emotion work is defined here. 

The most rigorous empirical study of emotion work is Tschan et al.’s (2005) study in 

which respondents recorded their interactions with co-workers, clients and friends over 
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a seven-day period, noting whether they were required to display specific emotions, the 

emotion they displayed and the emotion they felt. From these responses the researchers 

determined whether a respondent had experienced emotional dissonance or emotional 

deviance. However, as previously discussed, the measures were developed by the 

researchers and were not tested to ensure they were psychometrically sound. As can be 

seen in the brief discussion of these empirical studies, emotion work needs to be 

measured more appropriately.   

1.4.4 Proposing and Testing a Model of Workplace Emotion Regulation (Inclusive of Emotion 
Work and Emotional Labour) 

The fourth research objective related to understanding the antecedents and 

consequences of emotion work and emotional labour. Through an exploration of these 

predictors and outcomes, a better understanding is expected to emerge, adding to our 

understanding and allowing for future research to build on these findings.  

As already mentioned, prior research to-date primarily considered customer 

interactions. However, this provides a narrow view of workplace emotion regulation 

and ignores other emotion regulation contexts that occur in the workplace. Indeed, as 

was discussed in Section 1.4.3, many researchers feel future research should focus on 

emotion work (e.g. Brotheridge 2006; Brotheridge & Lee 2003; Côté 2005; Holman et 

al. 2008; Humphrey et al. 2008; Morris & Feldman 1996b; Pugliesi & Shook 1997) and 

some researchers have suggested relationships between emotion work and other 

constructs (Ashforth & Humphrey 1993; Mikolajczak, Tran, Brotheridge & Gross 2009; 

Steinberg & Figart 1999a). However, few researchers have included this aspect in their 

workplace emotion regulation models (Grandey 2000; Holman et al. 2008).  
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1.5 The Research Questions 

The research objectives discussed in the previous section led to a number of research 

questions, namely: 

1. What is the most appropriate way to conceptualise and operationalise emotional 

labour so as to encapsulate the main research streams and provide direction for 

future research?  

2. Is emotion work an important construct within workplace emotion regulation 

research? 

3. What is the most appropriate way to conceptualise and operationalise emotion 

work and how does it differ from emotional labour?  

4. Are emotion work and emotional labour empirically different from one 

another? Are these measures distinct from other related measures, such as 

genuine expression, emotional job demands and emotional dissonance? 

5. What are the antecedents and outcomes of employees engaging in emotional 

labour with customers and emotion work with their co-workers? That is, do job 

demands (workload), emotional job demands (variety, frequency, intensity) and 

resources (affect, support) differentially impact on an employee’s emotion work 

and emotional labour regulation strategies? Further, do emotion work and 

emotional labour differentially impact on employee attitudes (job satisfaction) 

and well-being (burnout: emotional exhaustion, depersonalisation, personal 

accomplishment)?  
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1.6 The Project’s Research Contributions 

While emotional labour research may be maturing, there are still opportunities to make 

original, significant and pervasive contributions to our understanding of workplace 

emotion regulation. Indeed, research into emotion work is very much in its infancy. 

Further, although emotional labour research may be maturing, as evidenced by recent 

meta-analytic studies, no research to date has investigated how emotional labour relates 

to emotion work. The present research was expected to make seven important 

contributions. These are discussed in subsequent sections. 

1.6.1 Theoretical Contributions 

The thesis makes three significant theoretical contributions to the workplace emotion 

regulation literature. Firstly, by undertaking a thorough review of this literature and, 

based on this review, presenting a theoretical justification for a particular 

conceptualisation and operationalisation of emotional labour. This should provide 

clarity and a pathway for future research that will reduce the inconsistencies in the 

literature seen in the three recent meta-analyses (Hülsheger & Schewe 2011; Mesmer-

Magnus et al. 2012; Wang et al. 2011). Secondly, it is suggested emotion work, as well as 

emotional labour, needs to be included in workplace emotion regulation research. The 

need for such research has been acknowledged by many; although few have undertaken 

such research.  

This thesis provides a conceptualisation and operationalisation of emotion work. A 

typology of workplace emotion regulation is presented in Chapter Two to differentiate 

between emotional labour and emotion work and to clarify these areas. This typology 

combines two dimensions that have not previously been considered. The vertical axis 

includes a continuum from emotional dissonance to emotional consonance, while the 
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horizontal axis includes exchanges with organisational outsiders and exchanges with 

organisational insiders. Hypotheses related to this typology are developed in Chapter 

Two and tested in subsequent chapters.  

The third significant theoretical contribution is the development and presentation of a 

conceptual model of workplace emotion regulation (including emotion work and 

emotional labour). Hypotheses that are implicit in this model’s underlying structure are 

presented. Central to the model are workplace emotion regulation strategies (emotional 

labour- surface acting and deep acting, and emotion work- surface acting and deep 

acting) and genuine expression. The model incorporates these two different aspects of 

workplace emotion regulation. Antecedents and outcomes to emotional labour and 

emotion work are also presented. For emotional labour, emotional dissonance, 

emotional job demands, genuine expression and dimensions of job satisfaction (intrinsic 

and extrinsic job satisfaction) have been included in the model. For emotion work, 

arguments are made for the proposed relationships. The model not only provides a 

comprehensive view of emotional labour and its relationships, but also extends the 

workplace emotion regulation model to include emotion work.  

1.6.2 Empirical Contributions 

This thesis makes three unique empirical contributions. Little research has examined, in 

detail, the measurement properties of the scales used to measure emotional labour. 

Surface and deep acting strategies are commonly measured using the Emotional Labour 

Scale (ELS) (e.g. Beal, Trougakos, Weiss & Green 2006; Brotheridge 1999; Brotheridge 

& Grandey 2002; Brotheridge & Lee 1998, 2002, 2003; Cheung & Tang 2009; Chu & 

Murrmann 2006; Diefendorff, Croyle & Gosserand 2005; Diefendorff, Erickson, 

Grandey & Dahling 2011; Goldberg & Grandey 2007; Groth et al. 2009; Hülsheger, 

Lang & Maier 2010; Johnson & Spector 2007; Lee, Lovell & Brotheridge 2010; 
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Martínez-Inigo et al. 2007; Naring, Briet & Brouwers 2006; Naring & van Droffelaar 

2007; Philipp & Schüpbach 2010; Van Dijk et al. 2011).  

A significant empirical contribution here is the rigorous testing of the ELS, developed 

by Brotheridge and Lee (1998, 2003), which was used to measure surface acting and 

deep acting strategies in the present project. The testing involved consideration of the 

reliability and validity of the measures across several samples, enabling their usefulness 

and generalisability to be better determined across different occupational groups. In 

particular, the measures were tested in relation to their unidimensionality, construct 

reliability, convergent validity and discriminant validity, as was their invariance across 

different samples. Few, if any, researchers have tested these measures to such an extent 

and across multiple samples. These results should help refine the measures and 

determine their usefulness for future research. Future meta-analyses will also benefit 

from such testing in that the adoption of consistent conceptualisations and 

operationalisations will make meta-analyses more robust.  

A second significant empirical contribution relates to the adaptation and testing of the 

emotion work measures. In particular, the emotion work items were tested for 

unidimensionality, construct reliability, convergent validity and discriminant validity and 

invariance across different samples. No research in the area of emotion work has used 

well-established dedicated scales because they have not been developed. Most 

researchers have developed their own items that have not been rigorously tested, calling 

their reliability and validity into question. This thesis adapted items from the ELS to 

reflect emotion work interactions. These scales were rigorously tested and their 

measurement properties determined. This is a unique and significant contribution to the 

workplace emotion regulation literature, as it provides future researchers with a reliable 

and valid emotion work measure.  
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The thesis also made a significant empirical contribution by rigorously testing the 

suggested workplace emotion regulation model using two nursing samples and three 

broad occupational group samples. Thus, testing the model provided substantial 

advances in terms of emotion work, where empirical research is scarce especially in 

terms of identifying predictors and outcomes (i.e. burnout and job satisfaction) in the 

context of non-customer based work. Also, the testing of the model provided advances 

for emotional labour in terms of newly proposed relationships and the relationships 

between emotion work and emotional labour, which have not previously been 

considered. The thesis also provides a substantial contribution by testing the model 

across different samples; generalising the model beyond a single-occupation sample, a 

common limitation of previous research. Further, the third sample included three broad 

occupational groups with high emotion regulation requirements that were selected from 

Hochschild’s (1983) taxonomy. Most samples in prior research included single-

occupation groups or employees from a single organisation. However, these three 

groups differ in terms of their occupations and the organisations for which they 

worked.  

1.6.3 Practical Contributions 

The thesis also provides a number of practical contributions. In particular, there is a 

more comprehensive view of workplace emotion regulation due to the inclusion of 

emotion work and emotional labour. Workplace emotion regulation has previously 

focused primarily on interactions with customers. However, it is evident that 

interactions with co-workers are also important. Managers and practitioners need to 

recognise emotion work and consider strategies to help employees (and possibly 

themselves) mitigate negative outcomes. The findings are likely to suggest various 
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strategies that may help reduce the negative impacts experienced by employees engaging 

in workplace emotion regulation.  

1.7 An Outline of the Thesis 

The thesis is presented in eleven chapters, including the present introductory chapter. 

Chapter Two and Chapter Three provide information about past research relevant to 

the project. Chapter Two introduces emotional labour and provides a review of relevant 

emotional labour research. The five main conceptualisations of emotional labour are 

discussed and a justification for conceptualising emotional labour as emotion regulation 

and operationalising emotional labour as emotion regulation strategies (including 

surface and deep acting) is provided. A case is also made for the inclusion of emotion 

work in workplace emotion regulation models. A definition of emotion work is 

provided and a conceptualisation and operationalisation is proposed. The chapter 

concludes by presenting a typology of workplace emotion regulation, derived from the 

literature review, as an organising framework to understand how emotional labour and 

emotion work are related. Research questions one, two and three are addressed in this 

chapter.  

Chapter Three extends the discussion of prior research, presenting the conceptual 

model that underlies the current project; thereby providing a theoretical rationale for 

the antecedents and outcomes of emotional labour and emotion work that were needed 

to answer research question five. All of the model’s variables are discussed in detail and 

its hypotheses are presented. At the core of the model are emotion regulation strategies 

(emotion work surface acting, emotion work deep acting, emotional labour surface 

acting, and emotional labour deep acting) and genuine expression. Predictors, grouped 
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as either demands or resources, and consequences, such as the burnout and job 

satisfaction, are also included in the model.  

Chapter Four, Chapter Five and Chapter Six relate to Study One, which used an initial 

hospital-based nurse sample to examine research questions four and five. The main 

aims of Study One were to provide a rigorous empirical test of the emotional labour, 

emotion work and other related measures, to see whether the measures were distinct 

and psychometrically robust and to provide a test of the proposed workplace emotion 

regulation model. In Chapter Four, the methodology used in Study One is discussed. 

Details are provided about the hospital-based nurse sample, the data collection methods 

used and the scales used to measure the model’s various constructs. Chapter Five and 

Chapter Six present the analysis undertaken on the data collected in Study One. Chapter 

Five outlines the results of the preliminary data analysis, including data cleaning, 

screening and the assessment of outliers and missing data. The chapter focuses on 

testing the various constructs’ measurement properties. Chapter Six presents the results 

of the estimation of the suggested measurement and structural models.  

Chapter Seven and Chapter Eight relate to Study Two, which also addressed research 

questions four and five. The main aim of Study Two was to generalise the findings of 

Study One to a second health industry sample. Chapter Seven introduces the study and 

discusses its methodology, including the data collection methods used, the scales used 

to measure the various constructs and information about the community-based nurse 

sample. Chapter Eight provides the results obtained in Study Two, including the results 

of the preliminary data analysis, the examination of the constructs’ measurement 

properties in this context, the estimation and refinement of the measures and the re-

estimation of the revised structural model in this new context.  
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Chapter Nine and Chapter Ten relate to Study Three. The main aim of Study Three was 

to extend and generalise the findings of Study One and Study Two beyond a single-

occupation group. Chapter Nine provides information about the methodology for the 

study, including the data collection methods used, the scales used to measure the 

constructs, and information about the three broad occupational groups that were 

included in this phase of the project. The third study was used to generalise the results 

of the previous two studies by broadening the results beyond nursing samples. Chapter 

Ten includes the results obtained for Study Three, including the results of the 

preliminary data analysis, the examination of the constructs’ measurement properties 

and the estimation and refinement of Study Three’s structural model within the three 

broad occupational groups. Chapter Ten addresses research questions four and five 

using a large multi-occupation sample with high emotion regulation requirements. 

Chapter Eleven provides a summary and conclusion of the results and discusses the 

theoretical, empirical, methodological and practical implications of the results obtained 

in the various studies. Some limitations to the project are outlined and further research 

opportunities are discussed, before the thesis concludes. 

1.8 Conclusions 

This chapter provided an overview of the present project that examined workplace 

emotions and the central topics of emotional labour and emotion work. Some 

background to this area of research was introduced and several research questions were 

suggested. A justification for the present research project was also provided and the 

projects’ contributions were outlined. Finally, an outline of the thesis was presented.  
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Chapter 2 Workplace Emotion 
Regulation: Making the Case for 
Emotional Labour and Emotion Work 

 

2.1 Introduction 

The purpose of this chapter is to provide clarity about the conceptualisation of 

emotional labour and to propose an expansion of workplace emotion regulation to 

include emotion work. The general research domain of emotions in the workplace is 

initially discussed to provide some background. The origins of the workplace 

emotion regulation literature are then presented. The main conceptualisations of 

emotional labour are reviewed next and concerns are identified. A justification for 

the adoption of the emotion regulation conceptualisation of emotional labour is 

presented. Emotion work is then introduced and differentiated from emotional 

labour. An argument is put forward for the inclusion of emotion work under the 

broad umbrella of workplace emotion regulation. A typology of emotion regulation 

applied to the work setting, which includes both emotion work and emotional 

labour, concludes the chapter.  
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2.2 Emotion in the Workplace 

Researchers agree the study of emotion in organisational behaviour (OB) research 

has passed an informal milestone (Briner & Kiefer 2005; Zerbe, Ashkanasy & Härtel 

2006). This research domain has increased almost exponentially, as can be seen by 

the growing number of edited books (Ashkanasy & Cooper 2008; Ashkanasy, Härtel 

& Zerbe 2000b, 2005; 2012; Ashkanasy, Zerbe & Härtel 2002b; Fineman 1993; 

Härtel, Ashkanasy & Zerbe 2007; Härtel, Zerbe & Ashkanasy 2005, 2009; Lord, 

Klimoski & Kanfer 2002; Zerbe et al. 2006; Zerbe, Härtel & Ashkanasy 2008, 2010), 

special edition journal issues (e.g. Journal of Organizational Behavior 2000, 

Organizational Behavior and Human Processes 2001, Motivation and Emotion 2002, 

Human Resource Management Review 2002, Leadership Quarterly 2002) and 

dedicated conferences and email groups (e.g. EMONET) that have focused on 

emotions at work. The growth of research publications is testimony to the increased 

attention paid by researchers and practitioners. It is also commonplace to find 

emotions in the workplace included in general OB textbooks (e.g.McShane, Olekalns 

& Travaglione 2010; Robbins & Judge 2011). As the terms ‘affect’, ‘emotion’ and 

‘mood’ are sometimes used interchangeably (Russell 2003), it is important to 

differentiate between these terms.  

The generally agreed definitions of the terms ‘affect’, ‘emotion’, and ‘mood’ were 

adopted here. In particular, ‘affect’ is considered an umbrella-term used to describe 

the feelings an individual experiences and includes emotion and mood (Parkinson, 

Totterdell, Briner & Reynolds 1996). The term ‘emotions’ refers to feelings directed 

towards someone or something (Brief & Weiss 2002; Russell 2003), which differs 

from ‘moods,’ as emotions tend to be of shorter duration and less intense (Brief & 

Weiss 2002; Parkinson et al. 1996). Emotions, being directed toward an object or 
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event, often have an associated cause and consequence, which provide a useful 

platform for investigating workplace relationships. The focus of this thesis is to 

provide an understanding of the process employees use to regulate their emotions in 

the workplace, including its causes and consequences. 

2.3 The Origins of Workplace Emotion Regulation: Emotional Labour 

and Hochschild’s Research  

Emotions have been the focus of research for some time (Ashkanasy et al. 2000a), 

yet the seminal work on emotional labour only emerged in the last few decades 

(Hochschild 1979, 1983). In particular, in her 1983 book (The Managed Heart: 

Commercialization of Human Feeling), Hochschild defined and explored emotional 

labour in detail. Hochschild found many occupations had not only physical and 

cognitive aspects, but also emotional requirements. These emotional demands may 

involve the expression of appropriate emotion and/or the suppression of inappropriate 

emotion, as determined by the organisation. For example, emotional labour may be 

used by the ‘warm and friendly’ cashier, the ‘aggressive’ debt collector, the ‘caring 

and empathetic’ nurse or the ‘emotionally-neutral’ magistrate. There has been more 

than two decades of research since the publication of Hochschild’s (1983) book and 

it is uncommon to find a paper discussing emotional labour that does not 

acknowledge Hochschild’s work and, thus, her contribution to the area is pervasive.  
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Hochschild (1983, p. 7) defined emotional labour as “the management of feeling to 

create a publicly observable facial or bodily display.” She studied and contributed to 

knowledge about emotional labour by:  

1. Identifying occupations that require emotional labour. 

2. Describing the emotional labour of two particular occupations. 

3. Suggesting ‘feeling rules.’  

4. Discussing the emotional labour strategies employees use to manage their 

feelings.  

Hochschild’s (1983) main contribution was to identify occupations that require 

emotional labour. She argued occupations that had emotional labour requirements 

would have: 

1. Employees in personal contact with the public. 

2.  Jobs requiring the production of an emotional state of mind in other people. 

3.  Employee’s emotional labour monitored by supervisors.  

Applying these criteria to the Dictionary of Occupational Titles (United States 

Bureau of the Census, 1973 as cited in Hochschild 1983), which was the US official 

classification of occupations at that time, Hochschild found six of the twelve groups 

contained occupations that required emotional labour. These groups were 

professional and technical workers, managers and administrators, sales workers, 

clerical workers, service workers, and private household workers. Researchers have 

since commented that Hochschild’s original list should be expanded, as emotional 

labour can occur in a broad spectrum of occupations and is not necessarily identified 

by occupation, job or type of organisation (Wharton 1999).  
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After noting occupational groups with emotional labour requirements, Hochschild 

(1983) explored the emotional labour of flight attendants and debt collectors in more 

depth. These occupations were selected because Hochschild felt flight attendants and 

debt collectors were at two extremes. Flight attendants are required to display 

friendly and helpful emotions and to “enhance” their customers’ experience, whereas 

debt collectors “deliberately deflate the status of the customer with distrust and 

anger” (Hochschild 1983, p. 16).  

Since Hochschild’s work, many early researchers have explored single-occupational 

samples to better understand their emotional labour requirements. The occupational 

groups studied are very broad and include nurses (James 1989; O'Brien 1994; Sass 

2000; Smith 1992; Staden 1998; Theodosius 2006), theme park operators (Van 

Maanen & Kunda 1989), counsellors (Mann 2004; Yanay & Shahar 1998), barristers 

(Harris 2002), beauticians (Sharma & Black 2001), call centre workers (Korczynski 

2003; Lewig & Dollard 2003), supermarket cashiers (Rafaeli & Sutton 1989, 1991), 

magistrates (Anleu & Mack 2005), paralegals (Pierce 1999), engineers (Van Maanen & 

Kunda 1989), tourism employees/guides (Van Dijk & Kirk-Brown 2006; Van Dijk & 

Kirk 2008; Van Dijk et al. 2011), fast food workers (Leidner 1991, 1993), retail 

workers (Godwyn 2006), police detectives (Stenross & Kleinman 1989), middle 

managers (Turnbull 1999), and youth shelter workers (Karabanow 1999).  

Another important contribution of Hochschild’s (1983) work was the introduction of 

the concept of “feeling rules” that dictate how an employee should feel and, 

therefore, behave in particular work situations. “Feeling rules” help a person 

understand the ‘appropriate’ way to react. The idea of feeling rules is similar to that of 

display rules, which are the expected rules or norms of emotional display imposed on 
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employees by their organisation or by society, which are discussed in detail in section 

2.4.2. 

Hochschild’s (1983) fourth main contribution related to providing an understanding 

of the strategies employees use to regulate emotions in order to comply with “feeling 

rules.” Grounded in Goffman’s (1959) dramaturgical approach, where the service 

employee is the actor, the customer is the audience and the workplace is the stage, 

Hochschild (1983, p. 90) discussed how an employee might engage in acting to adjust 

their emotional expression when there is a difference between “feeling and feigning”. 

Hochschild termed this act of adjustment ‘emotive dissonance’ and suggested 

employees could reduce this angst by changing what is ‘felt’ or changing what is 

‘feigned’. Hochschild suggested two methods by which employees regulate their 

emotions (surface acting and deep acting). Further details on the distinction between 

these two emotional labour strategies and advances in this area are provided in 

section 2.4.4. Subsequent researchers have built on Hochschild’s foundation by 

relating these strategies to Gross’s emotion regulation work (Grandey 2000) and 

developing surface and deep acting measures (Brotheridge & Lee 1998, 2003).  
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2.4 Conceptualisations of Emotional Labour  

There are several ambiguities in Hochschild’s (1983) original work. Researchers have 

interpreted emotional labour in different ways, using different aspects of 

Hochschild’s seminal study. As was noted earlier, five main conceptualisations of 

emotional labour have emerged, namely:  

1. Emotional job demands. 

2. External behavioural displays. 

3. Emotional dissonance. 

4. Emotion regulation strategies. 

5. An integrated view.  

The different conceptualisations of emotional labour have been categorised as job-

focused or employee-focused (Brotheridge & Grandey 2002). The contentious 

definitional issues can be analysed using three distinctions, namely:  

1. Cognitive versus behavioural. 

2. Regulation versus non-regulation.  

3. Interaction with external stakeholders versus other employees.  

The different conceptualisations of emotional labour are discussed in subsequent 

sub-sections, in relation to these three definitional issues, together with their 

strengths and weaknesses.  

2.4.1 Emotional Job Demands (EJD) 

The EJD research stream identified the particular emotional job demands that create 

conditions that contribute to employees’ need to regulate their emotions. Taking a 

behavioural viewpoint, researchers have directed their attention towards understanding 
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an employee’s emotional displays during customer interactions to provide information 

about a job’s emotional demands, such as the variety and frequency of displayed 

emotions (Morris & Feldman 1996a, 1997; Zapf, Seifert, Schmutte, Mertini & Holz 

2001; Zapf, Vogt, Seifert, Mertini & Isic 1999). An understanding of emotional job 

demands provides useful information about a job’s emotional requirements and, 

therefore, the potential need to regulate emotions. However, it provides little insight 

into employees’ internal processes (e.g. whether displayed emotion is aligned with felt 

emotion) and, therefore, emotional job demands may be antecedents to emotional 

labour, rather than emotional labour itself. 

This job-focused conceptualisation of emotional labour is primarily concerned with 

understanding emotional aspects of the job, rather than focusing on employees. This is 

similar to Karasek’s (1979) discussion of job demands and Hackman and Oldham’s 

(1975, 1980) job characteristics approach that do not provide information about the 

psychological processes used by employees to display appropriate emotions (Bono & 

Vey 2005). It is the internal processes that provide insight into the reasons why 

employees engage in emotional labour and how they regulate emotions. This 

conceptualisation, therefore, does not provide an understanding as to whether the 

displayed emotion is appropriate or accords with the display rules; nor does it provide 

information about the amount of effort, if any, involved in creating the emotional 

display. The effort involved in creating an appropriate emotional display is inferred 

from the emotional demands of the job; using these demands as a proxy for the effort 

needed.  

2.4.2 Emotional Behavioural Display 

In an attempt to understand emotional labour from a behavioural viewpoint, several 

early researchers conceptualised it as the outward expression of emotion (e.g. Ashforth 
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& Humphrey 1993; Rafaeli & Sutton 1987; Wharton & Erickson 1993; Zapf et al. 

1999). These researchers were interested in employees’ observed behaviour during client 

interactions, rather than in the internal processes involved, as behaviour and 

behavioural compliance to display rules are observable. Ashforth and Humphrey’s 

(1993, p. 90) definition of emotional labour as “the act of displaying the appropriate 

emotion (i.e. conforming with a display rule),” relies heavily on employees’ 

understanding of such rules. Specifically, display rules are the ‘appropriate’ emotional 

display expected by social or organisational norms (Syed 2008a).  

Display rules are developed and learned in various ways. Organisations may reinforce 

both formal and informal norms through recruitment and selection, socialisation, and 

rewards and punishment (Rafaeli & Sutton 1987). To better understand the 

socialisation of display rules, consider Disneyland employees who have a rigorous 

induction, which include learning the Disneyland language (customers are “guests,” 

Disneyland is a “park” not an amusement centre, and the park is divided into 

“backstage”, “onstage” and “staging” areas), learning scripted responses in relation to 

frequently-asked and sensitive questions and reciting mottos such as “everyone is a 

child at heart at Disneyland” (Van Maanen & Kunda 1989). 

Tension may occur when there are inconsistencies between societal display rules and 

organisational display rules (Syed 2008a). In such cases employees are more likely to 

diverge from their societal norms to meet organisational expectations (Syed 2008b). 

Organisational display rules may differ in terms of being prescriptive or contextual 

(Diefendorff & Richard 2008). Prescriptive display rules are broad guidelines for 

emotional expression, whereas contextual display rules operate at a given moment 

and change in response to employees’ felt emotions, the person or people with 

whom they are interacting and situational cues. The existence of display rules does 
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not mean employees will abide by them, as there may be ‘emotional deviation’ (Zerbe 

2000) or ‘workplace deviance’ or ‘counterproductive behaviours’ (Lau, Au & Ho 

2003). 

A behaviourist approach to emotional labour provides useful insight into the 

expression of emotions, a phenomenon easily observable, in accordance with display 

rules. There are, however, several concerns with this approach. The behaviourist 

approach provides little understanding of the internal processes involved in the 

generation of expressed emotion or about their impact on employees’ well-being 

(Brotheridge & Lee 2003). It does not answer the question: “Why would smiling be 

stressful, unless the smile was not a genuine expression of happiness?” (Bono & Vey 

2005, p. 217). It is important to understand the underlying mechanisms involved in 

regulating emotional displays, rather than focusing on the overt expression of those 

emotions (Diefendorff & Gosserand 2003), as this helps explain why people differ in 

terms of whether they are affected by emotional labour. Interestingly, this was 

acknowledged by Ashforth and Humphrey (1995) when they suggested some forms 

of emotion regulation may be necessary to display emotions in accordance with 

display rules. By understanding the underlying processes for regulating emotions 

researchers may better understand and predict the problems and outcomes of these 

processes and managers may be able to provide better support and training for 

employees.  

2.4.3 Emotional Dissonance 

The two previous conceptualisations of emotional labour were concerned with job 

demands that require emotional expression or external emotional displays. Emotional 

dissonance is concerned with employees’ internal states during customer interactions. 

Different elements of emotional dissonance have been studied. Most commonly, 
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researchers have conceptualised emotional labour as emotional dissonance, or the 

internal state that occurs when there is a difference between ‘felt’ and ‘displayed’ 

emotions in accordance with organisational and societal expectations (Abraham 

1999a, 2000; Adelmann 1995; Kruml & Geddes 2000b; Mann 1999; Morris & 

Feldman 1997; Zapf et al. 1999).  

Zerbe (2000) studied the impact emotional dissonance had on burnout and 

deconstructed emotional dissonance into: 

1. ‘Emotive dissonance’, defined as the difference between felt emotions and 

those emotional displays expected by the organisation. 

2. ‘Emotional deviance’, defined as the difference between displayed emotions 

and those emotions expected.  

3. ‘Faking’, defined as the difference between felt and displayed emotions 

(generally termed emotional dissonance).  

Zerbe’s (2000) three dimensions, which considered different aspects of emotional 

dissonance, provide a comprehensive view of this construct. The current research 

focused on emotional dissonance (termed ‘faking’ by Zerbe) and adopted the 

generally agreed definition of emotional dissonance as the difference between felt and 

displayed emotions (Bono & Vey 2005).  

Emotional dissonance provides useful insight into employees’ internal emotional 

experiences and their level of discordance between inner feelings and outward 

emotional expression during customer interactions. Several researchers have 

suggested emotional dissonance is the key to understanding why employees who 

adjust their emotional display experience burnout (Härtel, Hsu & Boyle 2000; 

Mesmer-Magnus et al. 2012; Van Dijk & Kirk-Brown 2006). An understanding of 
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emotional dissonance is therefore useful. However, emotional dissonance does not 

adequately conceptualise emotional labour, for a number of reasons. First, employees 

may display appropriate emotions, yet not experience emotional dissonance because 

they are expressing genuine emotions congruent with expected display rules 

(Ashforth & Humphrey 1993; Morris & Feldman 1996b). Second, emotional 

dissonance does not provide information about the strategies employees use to cope 

with and reduce such dissonance. Rather, it focuses on the negative state that may 

occur when expressing required emotions. As such, the distinction between 

emotional dissonance and emotional labour should be maintained (Morris & 

Feldman 1996b; Van Dijk & Kirk-Brown 2004). This position is also supported by 

Grandey (1999, 2000), who argued against equating the two, as emotional dissonance 

is an internal state. Indeed, conceptualising emotional labour as emotional dissonance 

is incongruent with most definitions of emotional labour. The present research took 

the view that emotional dissonance and emotional labour are distinct, although 

related, concepts. 

2.4.4 Emotional Labour Strategies and Emotion Regulation 

The focus of many emotional labour studies, and the current project, has been on 

understanding the internal process of emotional regulation (Brotheridge & Lee 1998, 

2003; Grandey 2000, 2003). It is this internal regulation of emotion, using emotion 

regulation strategies, which provides the link between emotional dissonance and the 

display of appropriate emotion (Glomb & Tews 2004). Emotional labour, 

conceptualised in this way, is defined as “the process of regulating both feelings and 

expressions for organisational goals” (Grandey 2000, p. 7) and this definition was 

accepted in the present project and extended to explicitly include the context of the 

interaction (i.e. interpersonal exchanges with organisational outsiders (external customers)). 
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Grandey (2000, p. 101) alluded to this when discussing her model, which focused on 

emotional labour as “interaction with customers.”  

Surface acting occurs when an employee changes outward emotional expression (e.g. 

facial display) so emotion on the ‘surface’ aligns with an expected emotional display 

determined by organisational display rules or societal norms. When surface acting, 

internal or felt emotions remain unchanged. In order to change outward emotional 

expression an employee may need to suppress inappropriate emotions and fake 

appropriate emotions. Surface acting is involved in displaying an emotion that is not 

genuinely felt (e.g. happiness or friendliness) and/or not expressing a genuinely felt 

emotion (e.g. anger or irritation). When surface acting, employees experience emotional 

dissonance. Rafaeli and Sutton (1987, p. 32) refer to this as “faking in bad faith,” as 

there is no attempt to feel the desired emotion.  

Deep acting occurs when employees attempt to feel the emotions they are required to 

express as part of their job. In particular, employees adjust their underlying feelings and 

try to feel and, thus, display the emotion required by the organisation. An employee may 

do this by trying to empathise with a customer’s viewpoint (Hochschild 1983). The key 

difference between the two strategies is that, with surface acting, the outward emotion is 

regulated, whereas, with deep acting, the inner feeling and external emotional display are 

regulated (Zapf 2002). When engaging in deep acting, employees make an effort to align 

felt and expressed emotions (Brotheridge & Lee 1998) and, by doing so, reduce their 

emotional dissonance. Deep acting, or “faking in good faith” (Rafaeli and Sutton 1987, 

p. 32), is preferred by employers, as it is more sincere when an employee’s smile is “not 

just painted on” (Hochschild 1983, p. 33). 

In conclusion, surface and deep acting are self-regulation processes that produce 

expected emotional displays, although through different mechanisms. Researchers have 
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found the two strategies are distinct, suggesting people may engage in both strategies in 

different contexts (Beal et al. 2006; Grandey 1999). The two strategies have also been 

found to differentially influence organisational outcomes (Bono & Vey 2005; Hülsheger 

& Schewe 2011; Wang et al. 2011), supporting the need to distinguish between them 

conceptually and empirically. Grandey (1999, 2000) suggested emotional labour research 

needs to be broadened to align with the emotion regulation model developed by Gross 

(1998a, 1998b) and some empirical research has looked at this issue (Diefendorff, 

Richard & Yang 2008; Totterdell & Holman 2003). 

Emotion regulation relates to “the processes by which individuals influence which 

emotions they have, when they have them and how they experience and express these 

emotions” (Gross 1998b, p. 275). The process model of emotion regulation provides a 

unique contribution to our understanding of emotional labour, as it describes the 

reasons for engaging in emotion regulation, the internal processes that people 

experience as a result of emotion regulation and the consequences of such actions 

(Gross 1998b). According to Gross (1998a), people engage in emotion regulation at two 

stages, either manipulating the inputs (antecedent-focused) or outputs (response-

focused) of their emotional response tendencies. In terms of antecedent-focused 

strategies, people need self-awareness of the cues that elicit particular emotional 

responses. Antecedent-focused emotion regulation strategies are then activated after the 

assessment of emotional cues, but before emotional response tendencies. Emotional 

response tendencies include typical behavioural responses to a particular situation. 

Antecedent-focused strategies are, thus, people’s responses to their anticipated emotional 

tendency for a particular situation or event. Response-focused emotion regulation 

strategies do not require the same level of self-awareness, as these strategies are 

activated after actual emotional response tendencies.  
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There are four broad antecedent-focused emotion regulation strategies (situation 

selection, situation modification, attentional deployment and cognitive change) (Gross 

1998b). The first two relate to changes in the situation itself, whereas the latter two 

relate to changes within a person’s perception of the situation (Grandey 2000). The 

antecedent-focused emotion regulation strategies have been empirically tested and it 

was found that all strategies are used in the workplace, although to different extents 

(Diefendorff et al. 2008). 

Situation selection involves intentionally avoiding or approaching particular situations 

(including people or things) and, thus, avoiding or evoking certain emotions (Gross 

1998b). Situation modification involves changing the situation itself and, thus, changing 

the potential emotions produced by the situation. Employees may select their jobs to do 

this but, otherwise, it is difficult to select situations or modify the environment 

(Grandey 2000). Emotion regulation strategies of situation selection (in particular, 

‘avoid a situation’) and situation modification (i.e. ‘remove myself from a situation’) 

seem to be used less frequently than other strategies (Diefendorff et al. 2008). Further, 

attentional deployment and cognitive change, which are discussed subsequently, may be 

better suited to emotional labour roles. 

Attentional deployment (i.e. ‘keep busy’, ‘do something enjoyable’) is a commonly used 

emotion regulation strategy (Diefendorff et al. 2008) that occurs when people change 

their emotions by focusing their attention away from or towards something or 

someone. It can include strategies such as distraction, concentration, and rumination 

(Gross 1998b). Cognitive change refers to people changing their thoughts about the 

situation or their ability to manage the situation in order to regulate their emotions 

(Gross 1998a). Examples of cognitive change strategies include positive reappraisal, 

acceptance, and blaming others (Mikolajczak et al. 2009). It has been suggested 
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attentional deployment and cognitive change align with Hochschild’s emotional labour 

deep acting strategy (Grandey 2000). In terms of testing the alignment between 

emotional labour and emotion regulation strategies, a time-sampling study found one 

form of cognitive change (perspective taking) was related to deep acting, but not surface 

acting. However, the same study did not find a significant relationship between positive 

refocus, a form of attentional deployment, and deep acting (Totterdell & Holman 2003). 

Response modulation is a broad response-focused emotion regulation strategy (Gross 

1998b) through which people manipulate their emotional responses so as to suppress 

unwanted emotions (hiding emotions) and display appropriate emotions (faking 

emotions). This has been likened to surface acting (Grandey 2000), with empirical 

findings supporting such alignment (Totterdell & Holman 2003). Response modulation 

includes an array of strategies, including relaxation techniques, substance abuse, 

expressive suppression and verbal aggression (Mikolajczak et al. 2009). Response 

modulation (with two sub-strategies of hiding and faking) has been found to be used by 

employees (Diefendorff et al. 2008). Emotional labour and emotion regulation seem to 

meld well. For the sake of completeness, a discussion of emotion regulation strategies 

used in the workplace should also include the often ignored area of genuine expression.  

An important contribution to the emotional labour literature, made by Ashforth and 

Humphrey (1993), was the idea that the display of ‘appropriate’ emotion, as dictated by 

the organisation, may occur without the regulation of emotion (i.e. it may be a genuine 

expression of emotion). This reveals an important concept to be included alongside 

emotional labour, which does not allow for instances when employees spontaneously 

and genuinely express a desired emotion (e.g. “a nurse who feels sympathy at the sight 

of an injured child has no need to ‘act’”) (Ashforth & Humphrey 1993, p. 94). The 

 60 



revelation that employees may genuinely express emotions aligned with organisational 

norms was an important contribution. 

Genuine expression, although not necessarily seen as an employee strategy, has been 

reported in a number of studies as an important response available to employees during 

employee-client interactions and alongside emotion regulation strategies, such as surface 

and deep acting. Indeed, some employees display very high levels (85%) of authentic 

emotion during their interactions with customers and co-workers (Tschan et al. 2005). 

Other empirical studies, which examined teachers (Naring et al. 2006), nurses (Naring & 

van Droffelaar 2007), university administrative assistants (Grandey 1999) and 

undergraduate students employed in service roles (Diefendorff et al. 2005), found 

employees engage in genuine expression, together with emotion regulation strategies, 

such as surface acting and deep acting. The same studies also found genuine expression 

was separate from emotion regulation strategies (Diefendorff et al. 2005; Naring & van 

Droffelaar 2007). It seems genuine expression is an important construct that is distinct 

from surface and deep acting.  

The finding that genuine expression is used by employees during customer interactions, 

and differs conceptually from emotion regulation strategies, supports a growing body of 

research that recommends genuine expression be included in the study of emotion 

regulation in the workplace. Since few studies have included all three emotion regulation 

strategies, it is difficult to understand the relative importance of each of the strategies 

for emotional labour. More research is needed to understand how genuine expression 

fits within the emotional labour framework and other emotion regulation strategies 

(Grandey 1999).  

In summary, conceptualising emotional labour as emotion regulation provides a link 

between situational factors (emotional job demands) that demonstrate a need for 
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emotion regulation, the external behavioural display of emotion that occurs as an 

outcome to emotion regulation and the emotional dissonance that occurs when 

regulating emotions. This approach provides an understanding of the mechanisms used 

by employees when faced with emotional dissonance, which is useful for researchers 

and has practical relevance for managers. The framework provided by emotion 

regulation theory allows for a broader understanding of workplace emotion regulation 

beyond the limitations found in the emotional labour literature.  

2.4.5 An Integrated View 

The integrated view of emotional labour suggests emotional labour is a “network of 

related constructs” and the different conceptualisations are seen as 

“complementary,” with the researcher selecting conceptualisation(s) appropriate to 

their research question (Glomb & Tews 2004, p. 4). Emotional labour conceptualised 

in this way is a circular argument, as it is presented as a process within its own 

definition. There may, nevertheless, be some merit in this view, as the definitions 

discussed (with the exception of emotional labour itself) are distinct, but they are 

associated conditions or phenomena that need to be studied in conjunction with 

emotional labour. A more comprehensive view of emotional labour may be achieved 

by adopting a model of emotional labour as emotion regulation (as argued) and the 

other conceptualisations as antecedents or outcomes. This integrated view provides 

the foundation for the conceptual model presented in Chapter Three and, hence, is 

discussed at length in this section.  

It has been commonplace for researchers to combine emotional labour 

conceptualisations to gain a more comprehensive view of the emotional labour process. 

Emotional job demands have been combined with emotional dissonance (Morris & 

Feldman 1996a, 1997; Zapf et al. 2001; Zapf et al. 1999) and with emotion regulation 
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strategies (Brotheridge & Lee 1998, 2003; Grandey 1999). In particular, frequency, 

variety, intensity and duration of emotional display have been combined with surface 

and deep acting in the development of the Emotional Labour Scale (Brotheridge & Lee 

2003).  

The conceptualisation of emotional behavioural display has also been included with 

emotion regulation (Wharton & Erickson 1993) and both with emotional dissonance 

(Glomb & Tews 2004). This combined view can be presented as a four quadrant model 

of emotional labour (Figure 2-1). Due to the complex interrelationships, Glomb and 

Tews (2004) suggested the three conceptualisations are complementary, rather than 

opposing, views of emotional labour. In presenting this model, Glomb and Tews (2004, 

p. 4) defined emotional labour as “the expression of emotions and non-expression of 

emotions, which may or may not be felt, in accordance with display rules.”  

 
Figure 2-1 Glomb and Tews (2004) Combined View of Emotional Labour 
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The model presents some of the different strategies an employee may use during a 

customer service encounter. It aligns closely with the emotion regulation literature 

(Grandey 2000; Gross 1998a, 1998b) and Ashforth and Humphrey’s (1993) behavioural 

conceptualisation of emotional labour. In particular, Glomb and Tews (2004) provided 

a useful framework for discussing the emotion regulation strategies of emotional 

suppression, faking and genuine expression. To provide a complete view of workplace 

emotion regulation and expand on the strategies suggested by Glomb and Tews (2004), 

workplace interactions beyond those with the customer should also be included, as is 

discussed later in this chapter.   

2.4.6 Conclusions 

The five conceptualisations of emotional labour suggest research has advanced 

considerably from Hochschild’s (1983) seminal work. Bono and Vey (2005) provided a 

discussion of the three developmental stages of concept evolution and suggested 

emotional labour was going through ‘adolescence’ or concept evaluation at that time. In 

this stage it is expected disagreements will occur over the operationalisation and 

measurement of a construct, although one or two commonly accepted definitions and 

operationalisations are likely to emerge (Bono & Vey 2005). The commonality among 

the five conceptualisations is that emotional labour involves regulating emotions and 

emotional expression to conform to organisational ‘display rules’ (Glomb & Tews 

2004). It seems the most prominent conceptualisation of emotional labour is that of 

emotion regulation. However, in order to understand the antecedents and outcomes of 

emotional labour, some researchers have argued for a combined conceptualisation 

(Glomb & Tews 2004; Rubin, Tardino, Daus & Munz 2005).  

It is clear that each conceptualisation contributes to a more complete understanding of 

how employees regulate their emotions to comply with organisational display rules. An 
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emotional labour model should include relevant aspects of the different 

conceptualisations (Glomb & Tews 2004). However, any conceptualisation of 

emotional labour itself should relate to emotion regulation strategies. Emotion 

regulation, which is the most accepted conceptualisation of emotional labour, was 

adopted in this project. Grandey’s (2000, p. 97) definition of emotional labour as “the 

process of regulating both feelings and expressions for organisational goals” was adapted 

for the current research project, with emotional labour being defined as the process of 

regulating feelings and expressions for organisational goals during interpersonal exchanges with 

organisational outsiders. 

The next section suggests an extension of workplace emotion regulation to include 

interactions with organisational insiders, as employees also regulate their emotions with 

co-workers and supervisors. 

2.5 Expanding Workplace Emotion Regulation: Including Emotion Work 

Emotional labour research is typically context-specific, as most studies focus on 

employees’ emotional displays during customer interactions. However, workplace 

emotion regulation needs to expand beyond the customer interface to include other 

workplace interactions, such as those between employees. Here, ‘emotion work’ is 

used to denote the emotion regulation that occurs between employees and other 

members of the organisation, such as co-workers or leaders.  

2.5.1 Disentangling Emotional Labour and Emotion Work 

There is much confusion in the emotion literature between ‘emotion work’ and 

‘emotional labour’. For many, the terms are equivalent. However, following Hochschild 

(1983), it was felt there is good reason to distinguish between emotion regulation with 

organisational outsiders (such as customers) and emotion regulation with organisational 
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insiders (such as co-workers). It is possible that different motives come into play when 

regulating emotions during co-worker interactions than when regulating emotions 

during customer interactions and that each interaction type may have different 

antecedents and outcomes. Consequently, emotion work is defined here as the process of 

regulating feelings and expressions for organisational goals during interpersonal exchanges with 

organisational insiders.  

Hochschild (1983, p. 7) was the first to distinguish between emotional labour, defined 

as “the management of feeling to create a publicly observable facial or bodily display” 

and emotion work, defined as “the same acts done in a private context where they have 

use value.” Hochschild (1983, p. 114) clarified her reference to emotion work as “the 

field in which flight attendants interact with each other.” It is likely Hochschild 

differentiated emotional labour and emotion work to establish the commoditisation of 

emotions during customer service interactions for organisational gain, compared with 

employees’ regulation of emotions during other interpersonal exchanges. There is, 

however, confusion over the use of the two terms and, as such, further investigation is 

needed.  

Both ‘emotional labour’ and ‘emotion work’ have been used to describe interactions 

with organisational outsiders, such as customers or clients. Some use the terms 

interchangeably to refer to emotional labour (Zerbe 2000). Such a practice has the 

potential to cause confusion, given the number of emotional labour conceptualisations 

that exist (Glomb & Tews, 2004). Zapf (2002) stated a preference for the more general 

term ‘emotion work’ on the grounds that it is more consistent with how psychological 

processes, such as emotion management, are described in other fields of organisational 

psychology. Others use the term ‘emotion work,’ yet are clearly referring to ‘emotional 

labour’ (e.g. Fishbach, Meyer-Gomes, Zapf & Rank 2006; Giardini & Frese 2006; 
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Heuven, Bakker, Schaufeli & Huisman 2006; Zapf & Holz 2006; Beal et al. 2006; 

Brotheridge & Lee 1998, 2003; Grandey 2000, 2003; Wilk & Moynihan 2005).  

A small number of researchers use the term ‘emotion work’ in a similar manner to the 

present research. Pugliesi and Shook (1997) defined emotion work as the broad 

management of emotions (which included emotion management both in home and 

between co-workers) and emotional labour as the management of emotion in the 

workplace in exchange for a wage. Specifically, Pugliesi and Shook (1997, p.284) defined 

emotion work, and contrasted it with emotional labour, as follows: 

Emotion work involves active strategies to modify, create, or alter the 

expression of emotions in the course of ongoing relationships and 

interactions. Creating a normative emotional state, masking feelings in 

order to present a certain emotional state, minimizing, exaggerating, or 

otherwise controlling the expression of emotional states, and efforts to 

influence the emotional states of others are all examples of emotion work. 

Emotional labor is the performance of various forms of emotion work in 

the context of paid employment.  

 

Tschan et al. (2005, p. 196) did not provide a definition of emotion work but 

acknowledged emotion work as the overarching term to include both emotional labour 

and emotion work. Specifically, they stated that “emotion work may also be an issue in 

interactions with colleagues and supervisors at work, and thus present in non-service as 

well as service occupations.” It should be noted that in this thesis, emotion regulation is 

the overarching term used to encapsulate both emotional labour and emotion work. 

Humphrey (2008) used the phrase “leading with emotional labor” to refer to “mangers 

or other leaders who use emotional labor and emotional displays to influence the 

moods, emotions, motivations and performance of their subordinates or followers” 

(p.153). Thus, this refers to what the present research defined as emotion work in 
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relation to leader-employee interactions. Lastly, Callahan and McCollum (2002) referred 

to Hochschild’s (1979, 1983) definitions of emotional labour and emotion work and 

provided examples such as suggesting we perform emotion work “when we smile and 

say hello to a coworker in the hallway, even though we are having a bad day” (p. 223).  

The following discussion will endeavour to differentiate between the two terms based 

on: 1) use and exchange value, 2) job autonomy, 3) display rules, 4) the context and 

target person, and 5) antecedents and consequences. 

The early literature distinguished emotional labour from emotion work in terms of 

exchange-value and use-value functions (Callahan & McCollum 2002; Hochschild 

1983). Use value refers to emotion regulation being useful, yet not necessarily 

performed with an expectation that something will be exchanged, which is the basic 

premise of exchange value. Emotional labour has exchange value as an employee 

provides emotional labour in exchange for something of value, such as a wage or other 

valued recompense. This is different from emotion work, which has use value, as 

employees are not directly compensated for regulating their emotions in these 

circumstances.  

Emotion work, therefore, may have an indirect effect on organisational outcomes 

through maintaining positive interpersonal relationships, whereas emotional labour may 

have a direct effect on job performance (as it is a job requirement) and, hence, 

organisational effectiveness (Callahan & McCollum 2002). Although this distinction 

may seem straightforward, it is problematic in contemporary organisations when 

emotion regulation is required in work teams (e.g. Yang & Mossholder 2004). In these 

circumstances, emotion work is integral to the performance of the team. It could be 

argued that emotional regulation when working in teams (to comply with social norms) 

has use-value and exchange-value. Given this, Steinberg and Figart’s (1999b) suggestion 
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that emotional labour forms part of an employee’s job requirements and is compensated 

may also apply to emotion work. Thus, emotion work and emotional labour may need 

to be differentiated on additional criteria. 

The distinction between emotion work and emotional labour may be better understood 

by considering job autonomy or the discretion afforded to employees in their job. 

Callahan and McCollum (2002) developed a matrix of emotion management by 

combining use value and exchange value with internal versus external control, which 

can be seen in Figure 2-2. 

 
Figure 2-2: Callahan and McCollum’s (2002) Matrix of Emotion Management 

 

Control relates to whether an employee (internal) or organisation (external) has 

discretion over the employee’s emotion regulation. The matrix provides four forms of 
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from emotion work on the basis of internal or external control, this implies employees 

have greater flexibility over the performance of emotion work than emotional labour (as 

Hochschild originally suggested). In turn, emotion work and emotional labour may have 

different implications for the individual and the organisation.  

It has been suggested that, similar to emotional labour, emotion work involves 

conforming to display rules. Rafaeli and Sutton (1987, p. 27) suggest “employees not 

only learn which feelings should be expressed to clients or other outsiders; they also 

learn which feelings should be displayed in the presence of co-workers.” This implies 

display rules also exist for co-worker interactions, a view supported by Tschan et al. 

(2005), who found 31% of interactions with co-workers had display rules, while 88% of 

client interactions had display rules. Display rules for emotion work may be learned and 

reinforced in a similar way to emotional labour (i.e. through recruitment, selection, 

socialisation, rewards and punishment). These rules may be made explicit through ‘code 

of conduct’ statements, which are commonplace and often outline preferred behaviours 

(such as being a team player) and unacceptable behaviours (such as bullying). Emotion 

work and emotional labour seem to differ in relation to job autonomy and in the greater 

latitude afforded to employees during co-worker interactions (Tschan et al. 2005).  

Tschan et al. (2005) attributed these differences in job autonomy to weaker display rules 

and the nature of the relationships between the employee and the target audience. In 

particular, display rules were “explicit and specific” for customer interactions, whereas 

this was not true for co-worker interactions; allowing for greater “violation” of such 

rules (Tschan et al. 2005, p. 198). The idea that display rules are more explicit with 

organisational outsiders than insiders is supported by other researchers. Diefendorff 

and Greguras (2009) found adherence to display rules differ in relation to the target 

person. For example, employee interactions with customers involved close adherence to 
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the display rules, whereas interactions with colleagues often involved only partial 

adherence. Since emotional labour more often relates to formal job requirements, there 

is a greater need for these display rules to be explicit, as adherence to such rules reflects 

an employee’s job performance. Emotion work, on the other hand, may or may not be 

part of formal job requirements.  

Another interesting consideration is the prescriptive nature of display rules. Display 

rules for interactions with co-workers (i.e. emotion work) may be more contextual in 

nature (Diefendorff & Richard 2008), may change in response to the target person and 

may be less explicit due to their less entrenched nature. The nature of the relationship 

with the target person also helps explain the differences between emotion work and 

emotional labour. In particular, the type of interaction needs to be considered. The 

shorter duration of customer interactions and the need to perform at a high level in 

order to meet job requirements may result in these ‘transactional’ interactions taking 

priority at the expense of co-worker ‘relational’ interactions.  

As employees are generally in longer-term relationships with their co-workers, a 

compensatory approach may be used in which an employee focuses on repairing poor 

co-worker relationships (due to negative interactions) over time, if needed. Research 

into psychological contracts used the term ‘relational’ to mean reciprocal (give-and-take) 

interactions with long-term adjustment compared with ‘transactional’ interactions, 

which have little room for long-term adjustment, as they are in an immediate time 

period (here-and-now) (Montes & Irving 2008; Rousseau 1989). Empirical findings 

support this view. Tschan et al. (2005) found emotional dissonance was higher for 

interactions with customers than co-workers and emotional deviance was more likely 

with co-workers than customers; highlighting the importance of studying emotion 

regulation for both types of interactions. Since individual job autonomy in particular 
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occupations is difficult to determine, other criteria for separating emotion work and 

emotional labour must also be included. The subsequent discussion considers the 

context of the interaction and the nature of the target person. 

Another distinguishing feature between emotion work and emotional labour is the 

context of the interaction and, in particular, the target person. Hochschild (1983) 

commented that emotional labour occurs when employees regulate their emotion 

during interactions with the ‘public,’ while emotion work is emotion regulation 

performed in ‘private.’  This created confusion, as researchers took ‘public’ to mean the 

regulation of emotions in the workplace and ‘private’ as the regulation of emotions in 

non-work settings, such as the family unit (Callahan & McCollum 2002). It is more 

useful to consider the context together with the target person.  

Several studies have considered aspects of client versus co-worker interactions (Pugliesi 

& Shook 1997). These terms need to be broadened to encapsulate a larger target 

audience, which led to the extension of Grandey’s (2000) emotional labour definition to 

emotion work, in which emotion regulation occurring during interpersonal exchanges 

with organisational insiders. This is different from emotional labour, which is emotion 

regulation occurring during interpersonal interactions with organisational outsiders.  

Lastly, emotional labour and emotion work are likely to differ in terms of relationships 

with certain antecedents and consequences. Given that emotional labour relates to client 

interactions and emotion work relates to co-worker interactions, it is possible that the 

two emotion regulation strategies will have different antecedents. Humphrey (2008) 

suggested that, in part, the differences are due to the more complex nature of emotion 

work and in particular leader-subordinate emotion work where the leader is required to 

display a range of appropriate emotions. In relation to antecedents, Totterdell and 

Holman (2003) found several differences for customer and co-worker emotional events. 
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In particular, for customer but not co-worker events, faking emotions (likened to 

surface acting) was the result of negative events and perspective taking (similar to deep 

acting) was the result of positive events from customers. Other researchers have also 

proposed differences mostly relating to outcomes. Tschan et al. (2005) found support 

for their proposition that emotional deviance would be more likely with emotion work, 

and emotional dissonance more prevalent with emotional labour, due to the more 

explicit nature of display rules for customers rather than co-worker interactions. So too, 

Adams and Buck (2010) found that insider stressors and outsider stressors predicted 

turnover intention, psychological distress, and emotional exhaustion, with surface acting 

mediating all relationships. Thus, despite display rules being less constrained and 

formalised for co-worker relations, employees still engaged in surface acting during co-

worker interactions. In a similar vein, Halbesleben (2006) found that different sources 

of support (work and non-work) were differentially related to the burnout dimensions. 

Specifically, work related sources of support were more closely related to emotional 

exhaustion than depersonalisation and personal accomplishment where the opposite 

was true of non-work support sources.  

In summary, emotional labour and emotion work may be differentiated in terms of use 

and exchange value, job autonomy, display rules, context and target person, and 

antecedents and consequences which suggested a number of hypotheses, namely: 

 

Hypothesis 1: Employees will engage in a) emotion work surface acting,                   

b) emotion work deep acting, and c) genuine expression when interacting 

with co-workers.  
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Hypothesis 2: Employees will engage in a) emotional labour surface acting,                 

b) emotional labour deep acting, and c) genuine expression when 

interacting with clients.  

Hypothesis 3: Emotional labour strategies (surface and deep acting) are 

distinct from emotion work strategies (surface and deep acting).  

 

2.5.2 The Importance of Research in the Area of Emotion Work 

The previous section argued that emotion work differs from emotional labour. The 

proliferation of emotional labour research demonstrates its importance and worth to 

researchers and managers. There are, however, few empirical studies that relate to 

emotion work. One study suggested that future research should extend emotional 

labour to include workplace emotion regulation more broadly to include “co-workers, 

employees, customers, and management” (Morris & Feldman 1996b, p. 25). One of the 

earliest calls for more emotion work research came from Pugliesi and Shook (1997, p. 

310), who argued “a more elaborate conceptualisation of emotional labor which 

captures the domains of emotional labor (client focused versus co-worker focused), the 

ways in which structural (power) relations within organisations shape patterns of 

emotional labor (such as the unique forms of emotional labor performed by 

subordinates in their interactions with supervisors)” is needed. Other researchers 

support the expansion of emotional labour to include “non-service workers provided 

that part of their role involves the management of emotional display to internal 

constituents of the organisation (e.g. co-workers, employees and managers)” 

(Brotheridge & Lee 2003, p. 376). Not surprisingly, Brotheridge (2006) made a later plea 

for an expansion of the emotional labour area to examine management’s roles.  
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Other researchers have focused on the social aspect of workplace interactions. Holman, 

et al. (2008) commented that, since emotional labour is a social process, future research 

should not only focus on intrapersonal processes but also consider interpersonal 

processes, an issue that was focal to a previous paper by the same authors (Martínez-

Inigo et al. 2007). In the development of a social interaction model, Côté (2005) used 

the broad term of emotion regulation, rather than emotional labour, in order to include 

workplace emotion regulation beyond the customer interface. Humphrey et al. (2008) 

also suggested leaders regulate their emotions when interacting with their followers and 

labelled this ‘leading with emotional labour’. Humphrey et al. suggested fifteen 

propositions for future research. These propositions related to the emotion regulation 

strategies of surface acting and deep acting performed by leaders during interactions 

with subordinates.   

2.5.3 Conceptualising Emotion Work: Emotion Regulation  

The early part of this chapter (section 2.4) discussed the different conceptualisations 

of emotional labour and argued emotion regulation was the most prominent of these 

conceptualisations. This discussion will not be revisited here, as the proposition of 

the current research is not that emotion work is a separate concept from emotional 

labour but, rather, that each is a different context for exploring workplace emotion 

regulation. The theory of emotion regulation provides information about the 

mechanisms people use to regulate their emotions. This theory does not specify a 

particular setting or target audience and, thus, can be applied in many different 

contexts, such as emotion work. 

Emotion work, or the regulation of emotion during interactions with organisational 

insiders, may be considered another dimension of workplace emotion regulation. It 

seems reasonable to assume that, aside from organisational outsiders (such as 
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external customers) employees regulate their emotions with others in the workplace 

(Adams & Buck 2010; Pugliesi 1999; Pugliesi & Shook 1997; Totterdell & Holman 

2003; Tschan et al. 2005). It also seems reasonable to assume the commonly-

researched emotion regulation strategies (surface and deep acting) also relate to 

emotion work. 

Emotional labour research found employees engage in surface and deep acting 

during client interactions. When employees are performing emotion work, they are 

also likely to engage in surface and deep acting strategies (Grandey 2003). A major 

focus of this project is to see whether this is the case and to explore the different 

outcomes of these strategies. It may be that the emotion regulation strategy or 

strategies used and the extent of their use differ (e.g. due to the nature of the 

relationship with the target person). This section highlights the importance of 

studying emotion regulation during customer and co-worker interactions. The idea 

that emotion work may involve emotion regulation strategies (e.g. surface and deep 

acting) is central to this project. This is developed more fully throughout the 

remainder of this chapter and a proposed typology for workplace emotion regulation 

is presented.  

2.5.4 Proposed Negative Consequences of Emotion Work 

Emotional labour research has identified a consistent link between engagement in 

surface acting and adverse outcomes, such as employee burnout (Bono & Vey 2005). 

Some researchers have also suggested emotion work may be linked to burnout. Maslach 

and her colleagues (Leiter & Maslach 1988; Maslach 1982; Maslach & Jackson 1981) 

suggested interpersonal relationships are a source of emotional support and a major 

source of emotional stress and burnout (Maslach 1982). Workplace interactions with co-
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workers were identified as a high source of stress (Leiter & Maslach 1988; Maslach 

1982). In particular, Maslach (1982, pp. 41-42) suggested: 

Dealing with people on the job does not mean simply dealing with recipients. 

Co-workers, supervisors, and administrators are also significant people in the 

job setting, and the professional provider needs emotional energy and 

resources to relate to them as well. Sometimes these relationships can be even 

more stressful than the contact with clients or patients.  

Maslach (1982) justifies this by providing two reasons to explain why strained 

relationships between co-workers contribute to burnout. First, the tension caused by 

these strained relationships increases emotional stress, leading to emotional exhaustion. 

Second, social support, which is often a resource or buffer used to reduce emotional 

stress, is no longer in place and this lack of support indirectly increases emotional 

exhaustion.  

Emotion regulation is the likely explanation as to why managing workplace relationships 

may contribute to emotional exhaustion. For example, although not focal to their study, 

Grandey et al. (2002) found ‘personal attacks or incivility’ came from customers and co-

workers. It seems emotion work is important and worthy of further investigation.  

2.5.5 Existing Research in the Area of Emotion Work 

Only a small number of researchers have studied emotion work (however labelled, but 

aligned with the definition used in this project) (e.g. Adams & Buck 2010; Brotheridge 

2006; Brotheridge & Lee 2003; Côté 2005; Grandey 2000; Holman et al. 2008; 

Humphrey et al. 2008; Kark & Medler-Liraz 2007; Mikolajczak et al. 2009; Morris & 

Feldman 1996b; Pugliesi 1999; Pugliesi & Shook 1997; Totterdell & Holman 2003; 

Tschan et al. 2005). An extensive search of papers relating (directly or indirectly) to 

emotion work found four theoretical or conceptual papers (Grandey 2000; Holman et 
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al. 2008; Humphrey et al. 2008; Kark & Medler-Liraz 2007) and five empirical papers 

(Adams & Buck 2010; Pugliesi 1999; Pugliesi & Shook 1997; Totterdell & Holman 

2003; Tschan et al. 2005). Although, there was only one theoretical (Humphrey et al. 

2008) and one empirical paper (Tschan et al. 2005) that directly related to emotion 

work, as defined here. Thus, emotion work research is scarce; despite researchers 

proposing and defining the area nearly three decades ago (Callahan & McCollum 2002; 

Hochschild 1983). For this reason, the subsequent discussion includes research that 

considered different aspects of emotion regulation or emotional events during 

interactions with organisational insiders.  

2.5.5.1 Conceptual Models Inclusive of Aspects of Emotion Work 

Two conceptual workplace emotion regulation models have been suggested that include 

aspects of emotion work, with parts of the models tested empirically. Grandey’s (2000) 

model included positive and negative emotional events (from customers and co-

workers) as antecedents to emotional labour, while Holman et al.’s (2008) model 

included customer and co-worker affective events as antecedents to dissonance. The 

inclusion of emotional labour and emotion work in a workplace emotion regulation 

model is supported by these models.  

2.5.5.2 Emotion Work Research: Employee-Supervisor Interactions  

It is likely employee-supervisor interactions involve emotion regulation on the part of 

the employee and supervisor. It has been suggested that these interactions, like those 

with co-workers, may be a source of burnout. However, the employee-supervisor 

relationship differs in terms of power imbalance (Maslach 1982). Maslach (1982) 

discussed supervisors’ influence on employees’ emotion regulation and burnout. It is 

also important to note that supervisors may regulate their emotions with subordinates.  
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Two papers have suggested emotion work relationships in employee-supervisor 

interactions (Humphrey et al. 2008; Kark & Medler-Liraz 2007). These studies focused 

on different perspectives of emotion work. One suggested transformational leadership 

influences the emotional experiences of customers and followers and, in particular, 

negatively influences followers’ emotion regulation (Kark & Medler-Liraz 2007).  

The idea that subordinates regulate their emotions when interacting with supervisors 

seems reasonable. However, less obvious is that leaders may regulate their emotions 

when interacting with followers. Humphrey et al. (2008) labelled this ‘leading with 

emotional labour.’  They suggested that, during a crisis, leaders who perform emotion 

work (labelled emotional labour) and present more favourable emotions are likely to 

instil more confidence in their followers.  

In addition, these positive emotions will be stronger for leaders who engage in deep 

acting, rather than surface acting, as deep acting is seen as more genuine. It was also 

suggested leaders who perform surface acting, rather than deep acting, will be more 

stressed and feel depersonalised. Humphrey, et al. (2008) also suggested the emotional 

labour performed by leaders is likely to differ from that performed by followers and 

concluded this area needed further investigation. Humphrey et al. were first to propose 

relationships for emotion work (as it is defined and operationalised here) and is 

therefore relevant to the present discussion, however, this thesis will focus on emotion 

regulation during co-worker interactions.   

2.5.5.3 Emotion Work Research: Employee-Employee Interactions 

The findings presented in this section highlight the importance of studying emotion 

regulation during customer and co-worker interactions. Pugliesi and Shook (1997, p. 

292) were the first to extend emotional labour to include co-workers and three of their 
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items related to the job itself (“I am unable to express my true feelings to co-workers,” 

“I am required to be ‘artificially friendly’ to clients and students,” “I have to be nice to 

people no matter how they treat me”). The first item relates to emotion work and, in 

particular to the emotion regulation strategy of suppression, the second relates to 

emotional labour and probably surface acting, while the third does not directly relate to 

emotion work or emotional labour.  

Another set of items related to the time spent on specific tasks (“Attempt to keep the 

peace by calming personality clashes between co-workers,” “Help co-workers deal with 

stresses and difficulties at work,” “Cover or manage my own feelings so as to appear 

pleasant at work,” “Help co-workers feel better about themselves”) (Pugliesi & Shook 

1997, p. 292). None of these items directly relates to emotion work, as defined here. 

However, some items relate to interactions with co-workers and, thus, are of interest. 

There are many concerns with this study and the generalisability of its results. First, no 

attempt was made to establish the reliability and validity of the measures and, thus, the 

items may or may not tap into the variable. Second, single items were used as 

independent variables in the regression to predict outcomes such as job satisfaction, job 

stress and job distress, making it difficult to generalise the findings. 

Grandey (2000) examined different sources of emotional events, such as customers, co-

workers, supervisors and personal situations, which were thought to impact on the 

emotion regulation strategies employees use (surface and deep acting). Several 

researchers have tested Grandey’s (2000) model, but only two studies have included 

emotion work aspects (Adams & Buck 2010; Totterdell & Holman 2003). These studies 

suggested emotion work may be as important as emotional labour in terms of its effects 

on employees. Of particular interest is the hypothesis that negative events impact 

positively on surface and deep acting and have a stronger relationship for customer than 
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for co-worker interactions. This hypothesis came from Grandey’s (2000) suggestion that 

emotion regulation is greater for customer than co-worker interactions, due to the more 

explicit display rules associated with customer interactions. Totterdell and Holman 

(2003) examined a revised version of Grandey’s model, which included customer and 

co-worker events as antecedents to experienced emotion and emotion regulation 

strategies; clearly demonstrating the importance of co-worker interactions.  

A more recent study by Adams and Buck (2010) considered the different impacts 

internal sources (co-workers and supervisors) and external sources (the public), had on 

outcomes such as turnover intention, psychological stress and emotional exhaustion. 

However, they measured the strain attributed to the different sources, rather than 

emotion work or emotional labour. Taken together, these two studies suggest co-worker 

interactions are potential sources of burnout and other negative outcomes, as suggested 

by Grandey (2000).  

Tschan et al.’s (2005) study of service and non-service workers tested the impact of 

emotion regulation on employee well-being. Respondents were asked to report on their 

interactions with other people, over a seven-day period. Responses included the type of 

relationship (e.g. co-worker, client, family member), the type of interaction (e.g. task-

related, non-task related, non-work related), the emotion work requirements (e.g. what 

emotion they were required to display), their emotional dissonance and their emotional 

deviance.  

They found emotional dissonance was higher with customer than co-worker 

interactions and emotional deviance was more likely with co-workers than with 

customers. These findings highlight the importance of studying emotion regulation 

during customer and co-worker interactions. The study also provided notional support 

for the strength model of self-control (see Baumeister, Vohs & Tice 2007b), which is 
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discussed at length in Chapter Three. Other theories discuss ways in which emotion 

regulation depletes resources (e.g. conservation of resources theory). However, this 

theory suggests self-regulation on one task depletes resources that temporarily diminish 

self-regulation efforts on a second task.  

There are many opportunities to extend this research and test these early empirical 

findings. Data for Tschan et al.’s (2005) study were collected through diary entries and 

other methods, such as surveys, may help provide information about the antecedents 

and outcomes of emotion work and emotional labour. This method also allows the 

measurement properties of the scales used to measure constructs, such as emotion 

work, to be properly assessed (an important consideration in new research areas). In 

doing so, and measuring the constructs across a variety of organisations and 

occupations, it is possible to generalise any findings. This led to the following 

hypothesis that was used to test the generalisability of the emotion work and emotional 

labour measures: 

Hypothesis 4: Emotional labour strategies (surface and deep acting) and 

emotion work strategies (surface and deep acting) are generalisable across 

samples and workplace contexts (demonstrating invariance).  

Overall, the four conceptual or theoretical papers and the five empirical papers provide 

a starting point for emotion work research. There are concerns about the empirical 

studies. First, they did not provide a clear definition of emotion work. Second, due to 

their exploratory nature, they did not use established scales to measure emotion work or 

related areas. This raises issues about their reliability and validity. In particular, 

discriminant validity between emotion work and emotional labour was not established. 

This is understandable given the exploratory nature of the studies. However, for future 

research to build on a solid foundation, these issues need to be settled. For example, 
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‘emotion work’ and ‘emotional labour’ need to be empirically distinguished and results 

generalised. Thus, a rigorous development of scales or the adaptation of established 

scales and their validation and cross-validation is needed.  

2.5.6 Summary 

This section reviewed the emotion work literature and differentiated it from 

emotional labour. The two terms have often been used interchangeably. However, it 

was argued that the two should be considered separately. Although emotion work 

and emotional labour are conceptually similar, being aspects of emotion regulation 

(with different target audiences), they may differ in terms of their antecedents, 

mediators, moderators and outcomes. It has also been suggested that emotion 

regulation, which has been applied to emotional labour (i.e. surface and deep acting), 

can also be used with emotion work. The next part of this chapter presents an 

organising framework for understanding emotion regulation in the workplace. It 

combines emotion work, emotional labour and genuine expression.  

2.6 A Proposed Typology of Emotion Regulation in the Workplace 

A workplace emotion regulation typology, which includes emotion work and 

emotional labour strategies and genuine expression, is presented in Figure 2-3. Six 

strategies employees can use to regulate their emotions in the workplace are 

identified. On one dimension, the typology separates acting from genuine expression 

in terms of emotional dissonance and emotional consonance. Emotional dissonance 

is considered at a higher level for surface acting than deep acting and at a higher level 

for deep acting than genuine expression, which should not involve emotional 

dissonance and, thus, be considered the same as emotional consonance.  
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Emotion work and emotional labour are differentiated depending on the context and 

target person (organisational insider or outsider). When employees interact with an 

organisational outsider they are involved in emotional labour and use strategies such 

as surface acting, deep acting and genuine expression. An employee’s interactions 

with organisational insiders lead to emotion work and they also use strategies such as 

surface acting, deep acting and genuine expression in this situation.  

 
Figure 2-3 A Typology of Workplace Emotion Regulation 

 

The four hypotheses presented in this chapter are useful for testing this typology. In 

addition, the conceptual discussion presented provides a foundation for the specific 

hypotheses that are discussed in Chapter Three.    
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2.7 Conclusions 

This chapter provided a detailed discussion of emotional labour and suggested 

emotion work should be included within the broader area of workplace emotion 

regulation. The chapter discussed Hochschild’s (1983) contributions to emotional 

labour, outlined the five conceptualisations of emotional labour that have emerged, 

and suggested emotional labour should be conceptualised as emotion regulation. It 

was acknowledged that all of the conceptualisations help explain the emotional 

labour process. Gaps in the workplace emotion regulation literature were identified 

and an argument was made to expand the research domain to include employee-

employee interactions (emotion work).  

The inclusion of emotion work provided a more comprehensive conceptualisation of 

employees’ emotion regulation requirements. In addition, it was suggested surface 

and deep acting also apply to emotion work and an integrative emotion regulation 

typology was presented. The typology included emotion regulation strategies related 

to emotion work, emotional labour and genuine expression. Chapter Three presents 

a workplace emotion regulation model, which includes antecedents, mediator and 

outcome variables. The studies undertaken to understand the relationships between 

these variables and how they predict and are predicted by emotion work, emotional 

labour and genuine expression are discussed in subsequent chapters. 
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Chapter 3 A Workplace Emotion 
Regulation Model  

 

3.1 Introduction 

The main purpose of this chapter is to present and justify a workplace emotion 

regulation model. The model includes workplace emotion regulation (emotional labour 

and emotion work) and genuine expression at its core; together with relevant 

antecedent, outcome and mediator variables. The model is discussed at length in this 

chapter and the studies undertaken to test it are discussed in subsequent chapters. This 

chapter begins with a summary of the main conclusions from Chapter Two. The main 

conceptual models of workplace emotion regulation are then presented, after which the 

proposed model is discussed. The antecedents, mediator, and outcome variables are 

then described in detail. 

3.2 Conclusions from Chapter Two 

The main focus of Chapter Two was to provide a detailed discussion of emotional 

labour and justify the inclusion of emotion work in workplace emotion regulation. The 

five conceptualisations of emotional labour were discussed first and it was suggested the 

emotion regulation conceptualisation of emotional labour was the most appropriate. 

This conceptualisation is context-free, allowing for the study of emotion regulation in 

other contexts and, in particular, during interactions with co-workers, an area not 
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previously considered. It was also suggested emotion regulation researchers should 

examine emotion work in addition to emotional labour. Theories and models relevant 

to emotional labour and emotion work were also discussed. The chapter concluded with 

a typology of workplace emotion regulation. The typology provided an understanding 

of emotion regulation strategies in terms of involving emotional dissonance or 

emotional consonance that might be used in interactions with organisational insiders or 

outsiders. The current chapter explores the relationships these strategies have with 

other variables. In particular, the model includes the emotion regulation strategies, 

together with antecedents, mediator and outcome variables.  

3.3 Some Emotion Regulation Models 

Several workplace emotion regulation models have been suggested, some of which have 

been empirically tested. Most of these models focus on emotional labour and those 

discussed here include two or more emotional labour conceptualisations (as discussed in 

Chapter Two). In particular, three main models have been suggested, namely the 

emotion regulation models of Grandey (2000), Rubin et al. (2005) and Holman et al. 

(2008) and these models are the focus of this discussion.  

3.3.1 Grandey’s (2000) Emotion Regulation Model 

Grandey (2000) presented a workplace emotion regulation model based on Gross’s 

(1998a) suggestions, which can be seen in Figure 3-1. The model was discussed in 

Chapter Two, but the discussion here relates to the relationships between the emotion 

regulation strategies and other variables. Grandey (2000) suggested employees regulate 

their workplace behaviour to conform with organisationally required emotional displays 

and do so by using antecedent-focused and response-focused emotion regulation 

strategies (which were likened to deep and surface acting as discussed in Chapter Two).  
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Figure 3-1 Grandey’s (2000) Combined View of Emotional Labour 

 

The model provides a comprehensive view of emotional labour. It includes emotional 

job demands, display rules and positive and negative events (from customers and co-

workers) as antecedents to emotion regulation strategies, which, in turn, influence 

individual outcomes (such as burnout) and organisational outcomes (such as withdrawal 

behaviour). It is important to note the model has two emotional labour 

conceptualisations (emotional job demands and emotion regulation strategies). 

However, only parts of the model have been tested empirically to date (Adams & Buck 

2010; Totterdell & Holman 2003).  

Grandey’s (2000) model includes emotional events, which could include co-worker 

emotional events, as antecedents to emotion regulation strategies. There are, however, 

some concerns about the model. The co-worker components are not considered 

separately from customer events and, therefore, the model does not consider emotion 
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work in relation to emotion regulation. Further, the model does not provide an 

understanding of the unique predictors and outcomes of co-worker emotional events.  

In particular, the model lacks specificity between emotion regulation strategies in 

relationships with specific outcomes, for example, the now accepted finding that surface 

acting, but not deep acting, is positively related to burnout (Brotheridge & Grandey 

2002; Brotheridge & Lee 2003; Grandey 2003; Judge, Woolf & Hurst 2009; Naring et al. 

2006; Totterdell & Holman 2003; Zammuner & Galli 2005a, 2005b).  

The inclusion of emotional dissonance would provide a more complete view of 

workplace emotion regulation, as it is important for understanding the strategies used 

(Mesmer-Magnus et al. 2012). As was discussed in Chapter Two, emotional dissonance 

is important, as it explains why employees engage in emotion regulation strategies and 

provides a link between emotion regulation strategies and outcomes.  

Finally, Grandey’s model (2000) omitted genuine expression as a possible employee 

response to emotional events and interaction expectations. Genuine expression is a 

strategy employees involved in jobs that require emotional displays can use (Ashforth & 

Humphrey 1993). In some cases, employees engage in genuine expression more often 

than surface and deep acting (Tschan et al. 2005).  

3.3.2 Rubin, Tardino, Daus and Munz (2005) Emotion Regulation Model 

Rubin et al.’s (2005) model, which is shown in Figure 3-2, integrated several emotional 

labour aspects, including emotional dissonance and emotional labour strategies. The 

model was adapted from Wakefield’s (1989) framework, in which an employee’s 

experience is presented as a sequence and closely follows Affective Events Theory 

(AET) (Weiss & Cropanzano 1996), with the process of demands (i.e. work 

environment in AET), individual state, actions and outcomes. This theory, which 
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provides an understanding of the way in which emotions impact on workplace attitudes 

and behaviours, was developed in response to current theories used to predict job 

satisfaction so as to separate affective responses from attitudes and behaviours (Weiss 

2002; Weiss & Cropanzano 1996).  

 
Figure 3-2 Rubin et al.’s (2005) Combined View of Emotional Labour 

 

The model includes a feedback loop from emotional dissonance to emotional labour, 

suggesting a continuous cycle between these variables and job-specific (job 

characteristics) and emotion-specific antecedents. Interestingly, an emotion-specific 

input is customer expectations; drawing on the importance of interactions with the 

customer during the emotional labour process (in line with the social interaction 

model). Rubin et al.’s (2005) model suggests these variables influence perceived 

emotional dissonance, which, in turn, influences an employee’s motivation to act. The 

possible motivated acts are surface acting, deep acting and genuine expression. The 

model also includes counterproductive behavioural outcomes, including violence and 
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task avoidance. The outcome variables include job attitudes, health and psychological 

well-being, and job related behaviours. These relationships are moderated by individual 

differences, such as positive and negative affect and emotional intelligence. 

This model addresses some of the concerns raised about Grandey’s (2000) model, such 

as a need to include emotional dissonance and genuine expression, together with 

additional outcomes, such as organisational citizenship behaviour and organisational 

commitment. The model also untangles some of emotional labour’s complex 

relationships, as it has three emotional labour conceptualisations (emotional dissonance, 

emotional job demands and emotion regulation strategies). It is important to note the 

placement of perceived emotional dissonance within the model. Perceived emotional 

dissonance, rather than emotional dissonance, is defined as “the dissonance between 

felt emotion, and emotion that is perceived to be required” (Rubin et al. 2005, p. 192)  

Rubin et al. (2005) defined perceived emotional dissonance following Zerbe’s (2000) 

suggestion, as this tapped into employees’ affective state, rather than behaviour, and, 

thus, aligned with Wakefield’s (1989) intentional states process preceding a motivated 

act (such as surface and deep acting). It is also important to consider the impact of 

emotional dissonance. By excluding this variable, the model suffers a similar problem to 

Grandey’s (2000) model, as it cannot explain the common finding that emotional labour 

surface acting, but not deep acting, results in burnout. Given the research attention 

focused on understanding this result, a model that explains these relationships is 

needed. Another concern with the model is that it fails to recognise emotion regulation 

occurs between organisational insiders. Despite these shortfalls, the model is a useful 

conceptual framework for testing a broad view of the emotional labour process.  
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3.3.3 Holman, Martinez-Inigo and Totterdell (2008) Emotion Regulation Model 

Holman et al. (2008) suggested a process emotional labour model, as can be seen in 

Figure 3-3, which integrates two emotional labour conceptualisations (emotional 

dissonance, emotion regulation strategies) using affective events theory. The model 

includes several antecedents to emotion regulation strategies and suggests emotion-rule 

dissonance or the difference between felt and expected emotions, impacts on emotion 

regulation and is impacted by customer and co-worker affective events and emotion 

rules, which include display rules and feeling rules.  

 
Figure 3-3 Holman et al.’s (2008) Process Model of Emotional Labour 

 

Emotion-rule dissonance may result in dissonance or no dissonance, which influences 

emotion regulation in terms of emotion regulation strategies or no strategy. Emotion 

regulation influences outcomes (i.e. effort, self-efficacy, self-authenticity and rewarding 

social relationships) directly and indirectly impacts on these outcomes through the 

emotion displays of emotional dissonance (labelled ‘fake display’), genuine expression 
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and emotional deviance (labelled ‘genuine deviant displays’). These displays also 

indirectly influence outcomes through customer reactions. These outcomes, in turn, 

influence employee well-being. 

The model provides a broad understanding of the emotional labour process. The 

inclusion of emotional dissonance (the difference between felt and displayed emotion) 

and emotion-rule dissonance (the difference between felt and expected emotion) help to 

explain the impetus for emotion regulation and the result of such regulation, which was 

not addressed in the previous models. The model also shows that, when no emotion-

rule dissonance is experienced and no regulation is required, genuine expression 

prevails. The model also incorporates outcomes beyond employee well-being that have 

been identified in recent empirical studies.  

Further, the model includes authenticity, which Brotheridge (1999) identified as 

important for understanding the ‘black box’ because of the relationship between 

emotion regulation and emotional exhaustion. Another unique feature is the inclusion 

of rewarding social relationships, which was found to be an important mediator 

between emotional labour strategies and emotional exhaustion (Brotheridge & Lee 

2002). The model also suggested employees sometimes engage in emotional deviance, 

rather than adhering to organisational or socially-mandated display rules. Another 

interesting inclusion was the importance of customer reactions and how these mediate 

the relationship between emotion displays and outcomes.  

Holman et al.’s (2008) model was a substantial contribution, despite concerns, some of 

which were also relevant to the other models. One concern is that, although they argued 

for a broader list of emotion regulation strategies, beyond surface and deep acting, the 

model only included emotion regulation with customers and omitted emotion work. 

Co-workers are discussed in terms of events relating to emotion-rule dissonance. 
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However, co-worker interactions relevant to emotion regulation strategies were not 

included. This is an omission that needs further investigation.  

Further, while emotional dissonance is usually studied as a continuous variable (i.e. the 

degrees of dissonance), Holman et al.’s (2008) model presents this variable 

dichotomously (i.e. dissonance exists or does not exist). However, emotive (emotion-

rule) dissonance did not match this operationalisation, as it was measured as the degree 

experienced by different employees. The same confusion occurs with the emotion 

regulation, which was presented as two categories (‘no regulation’ and ‘regulation 

strategies’). This may be a concern relating to the presentation of the model, rather than 

to the proposed relationships, as Holman et al. (2008, p. 304) acknowledged “levels of 

deep and surface acting vary considerably between occupations and contexts.”  

A further concern is that the model refers to emotion regulation strategies in a general 

sense and does not specify different relationships (i.e. antecedents or outcomes) for the 

different strategies. Holman et al. (2008) discussed the importance of broadening the 

emotion regulation strategies beyond deep acting and surface acting to include 

antecedent-focused and response-focused emotion regulation strategies. Unfortunately, 

their insights into emotion regulation were not included in the presentation of the 

model, as it does not specify these strategies or provide details of these relationships. As 

emotion regulation is the guiding theory for most emotional labour research, these 

strategies need to be included in an emotion regulation model, as well as their different 

relationships with antecedent and outcome variables.  
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3.3.4 Summary  

Three workplace emotion regulation models (focusing on emotional labour) were 

discussed. These models provide a comprehensive view of the emotional labour process 

by combining multiple emotional labour conceptualisations with antecedents and 

outcomes. While very useful, these models present opportunities for developing a more 

comprehensive workplace emotion regulation process model. Most pertinent to this 

discussion was that none of these models included emotion work, as defined and 

conceptualised here, although each refers to related areas. For this reason, a conceptual 

model was developed that built on these models, but addressed some of the concerns 

identified. The new model has an expanded view of workplace emotion regulation that 

includes different forms of emotion regulation (emotional labour and emotion work) 

and genuine expression.  

3.4 A New Workplace Emotion Regulation Model 

The new model, presented in Figure 3-4, has, at its core, four emotion regulation 

strategies, together with the emotional states, as was discussed in Chapter Two. There 

are two pathways that emphasise the differences between demands and resources and 

the model includes several antecedents (demands and resources) that influence emotion 

regulation strategies and genuine expression, which, in turn, influences employees’ 

outcomes (e.g. satisfaction and well-being). Some of these relationships are mediated by 

emotional dissonance. The antecedents include co-worker demands (e.g. workload) and 

client-demands (e.g. emotional job demands).  
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Note: EW= emotion work, EL=emotional labour. 

Figure 3-4 A New Workplace Emotion Regulation Model 

 

The resources used to predict emotion regulation strategies (for both types of 

interactions) and genuine expression include supervisory support and positive and 

negative affect. The emotion regulation strategies included are emotion work (surface 

acting and deep acting) and emotional labour (surface acting and deep acting). 

Emotional dissonance is a mediator between the two surface acting strategies and the 

two burnout dimensions (emotional exhaustion and depersonalisation). The model 

addresses concerns about the previously-discussed models and incorporates empirical 
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findings from the emotional labour literature and is grounded in the theoretical 

approaches found in the emotions literature.  

3.4.1 Model Building: Addressing Concerns of Previous Conceptual Models  

The new model addresses the shortcomings of prior models. First, several models did 

not include different aspects of the emotional labour process and, therefore, do not 

provide a comprehensive view of workplace emotion regulation. Grandey’s (2000) 

model omitted emotional dissonance, Rubin et al.’s (2005) model was only concerned 

with emotive dissonance and, although Holman et al.’s (2008) model included emotion-

rule dissonance and emotional dissonance, it did not include how this relates to the 

emotion regulation strategies. The new model includes emotion regulation strategies, 

together with previously discussed emotional labour conceptualisations as antecedents, 

mediator and outcomes. In particular, emotional job demands (frequency, intensity and 

variety) are included as antecedents to emotion regulation strategies.  

The conceptualisation of emotion regulation is also included for emotional labour and 

emotion work, as was discussed in Chapter Two. Emotional dissonance is also included 

to help explain the relationship between emotion regulation strategies and burnout. It is 

important to note emotional dissonance (the difference between felt and expressed 

emotion) is placed after the emotion regulation strategies, as it is an internal process that 

occurs as a result of employees engaging in emotion regulation. This differs to the 

placement of emotion-rule dissonance in Holman et al.’s (2008) model and perceived 

dissonance in Rubin et al.’s (2005) model, which both refer to the difference between 

perceived expected emotions and felt emotions and, therefore this dissonance occurs 

prior to emotion regulation. A model could indeed include both types of dissonance 

where emotion-rule/perceived dissonance predicts the emotion regulation strategies 

and emotional dissonance is predicted by these strategies, as was the case with Holman 
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et al.’s (2008) model. These conceptualisations (emotional job demands, emotion 

regulation, and emotional dissonance) have not been included in this way in previous 

research.  

Many of the models included emotion regulation strategies but did not include genuine 

expression. The inclusion of genuine expression is important as it acknowledges that, at 

times, employees may spontaneously experience a required emotion when interacting 

with clients or co-workers.  

Finally, prior models did not include emotion work in terms of the emotion regulation 

strategies employees’ use when interacting with co-workers. The new model includes 

emotion work and aligns it with emotional labour strategies, allowing the study of 

emotion work, as well as its antecedents and outcomes. No previous research has 

studied emotion work in this way.   

3.4.2 Model Building: Incorporating Empirical Findings  

Several antecedent, mediator, and outcome variables have been studied in relation to 

emotional labour. These include job characteristics, personality traits and organisational 

variables. The job characteristics studied include autonomy (Abraham 1998; Adelmann 

1995; Erickson & Ritter 2001; Kruml & Geddes 2000b; Morris & Feldman 1997; 

Pugliesi 1999; Totterdell & Holman 2003; Wharton 1993; Zapf et al. 1999), emotional 

job demands (Brotheridge & Lee 2002; Diefendorff et al. 2005; Grandey 1999; 

Zammuner & Galli 2005a; Zapf et al. 1999) and display rules (Brotheridge & Grandey 

2002; Brotheridge & Lee 2002; Diefendorff et al. 2005; Grandey 1999, 2003; Morris & 

Feldman 1997). Some of the personality traits studied have been self-monitoring 

(Brotheridge & Lee 2002; Diefendorff et al. 2005; Wharton 1993; Zerbe 2000), and 

positive and negative affect (Kruml & Geddes 2000b; Schaubroeck & Jones 2000). 

 99 



Organisational variables examined include social support (Brotheridge & Lee 2002; 

Grandey 1999; Totterdell & Holman 2003) and job satisfaction (Grandey 2003). In line 

with current research, the new model includes positive and negative affect, emotional 

job demands, workload and support. 

Many outcome variables have been studied. Burnout (emotional exhaustion, 

depersonalisation, and personal accomplishment) has been studied at length (Hülsheger 

& Schewe 2011; Mesmer-Magnus et al. 2012; Wang et al. 2011); while other outcome 

variables studied include attitudinal variables, such as job satisfaction (Abraham 1998, 

1999a, 1999b; Adelmann 1995; Grandey 1999; Morris & Feldman 1996b, 1997; 

Wharton 1993) and organisational commitment (Abraham 1999a; Adelmann 1995). 

Withdrawal behaviours, including absenteeism and turnover intention, have also been 

examined (Abraham 1999a; Grandey 1999), as have customer service performance 

(Grandey 1999, 2003) and organisational citizenship behaviour (Kiffin-Petersen, Jordan 

& Soutar 2011). Many of these outcome variables are included in the new model. 

3.4.3 Model Building: Theoretical Approaches 

The new model took account of the many theories applied to emotional labour research 

and extended these to include emotion work. The main theories used to understand the 

emotional labour process were discussed in Chapter Two. The theories and models 

used to explain the relationships with antecedent, mediator, and outcome variables are 

discussed in this section.  

The most widely studied outcome variables are employee well-being and job 

satisfaction, with burnout being examined most often, and a particular focus on 

emotional exhaustion. The different impacts emotional labour strategies have on 

burnout and job satisfaction has led to a great deal of discussion among researchers and 
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many theories have been considered to help explain these findings and provide an 

understanding of emotional labour. The main theories used to explain workplace 

emotion regulation processes are:  

a) Process theories, such as affective events theory (AET, Weiss & Cropanzano 

1996) and control theory (Diefendorff & Gosserand 2003). 

b) Social interaction theories and models, such as social exchange theory (Blau 

1964) and more recently, the social interaction model (Côté 2005).  

c) Resource theories and models, such as Hobfoll’s (1988, 1989, 1998) 

conservation of resources theory (see Brotheridge & Lee 2002), Karasek’s 

(1979) demands-control theory (Naring et al. 2006; Naring & van Droffelaar 

2007), job demands-resources model (Demerouti, Bakker, Nachreiner & 

Schaufeli 2001), and ego depletion (Baumeister, Bratslavsky, Muraven & Tice 

1998; Muraven & Baumeister 2000).  

These theories are discussed throughout the present chapter to provide a theoretical 

foundation for the suggested relationships between the various antecedents, mediator 

and outcomes. 

 

3.5 Antecedents 

As can be seen in the new model, the antecedents are separated into demands and 

resources. This structure aligns with the many resource theories that acknowledge, 

although in different ways, that higher demands for resources results in strain. The new 

model includes demands arising from customer interactions, in terms of emotional job 

demands, and co-worker interactions, in terms of workload. Several researchers 

 101 



consider emotion regulation and emotional dissonance as job demands (Naring & van 

Droffelaar 2007; Zapf et al. 2001). Resources include support and positive and negative 

affect.  

3.5.1 Workload 

Workload, and in particular work overload, when job demands exceed the time 

available, is frequently identified as a source of burnout (Cordes & Dougherty 1993; 

Maslach & Leiter 2008). Research has focused on the demand-control model and on the 

demand-resources model.  

One of the most well-established models of occupational stress is Karasek’s (1979) job 

demand-control model, where job demands are defined as the psychological demands of 

the job and control refers to decision latitude and skill utilisation. Karasek’s (1979) 

research showed jobs high in psychological demand and low in decision 

latitude/control have negative consequences, such as ill health (i.e. depression, 

exhaustion, coronary heart disease, and job and life dissatisfaction). Karasek (1979) also 

found that, when combined interactively, high job demands and low decision 

latitude/control produced a strain effect greater than the additive effect of the two 

characteristics alone.  

Karasek’s research has been heavily criticised, with the most controversial issue being 

the central notion that demand and control produce interactive, rather than additive, 

effects (Dwyer & Ganster 1991; Payne & Fletcher 1983; Spector 1987; Warr 1990). 

Despite these concerns, the model remains one of the most influential guides to 

empirical research into organisational strain (ter Doest & de Jonge 2006). Karasek’s 

model has been modified to include social support, leading to the demand-control-

support (DCS) model (Johnson & Hall 1988; Karasek & Theorell 1990), which 

 102 



suggested that, while demands and control interact to determine the level of strain, it is 

the three-way interaction that predicts strain. There is, however, little support for this 

three-way interaction (demand-control-support) (de Lange, Taris, Kompier, Houtman 

& Bongers 2003).   

The DCS model has been studied by emotional labour researchers. Naring et al. (2006) 

found that, after controlling for age, gender and the three dimensions of demands-

control-support, emotional labour surface acting influenced emotional exhaustion. 

Similar findings emerged in a study of nurses (Naring & van Droffelaar 2007). 

However, the control and support variables were not significant in this case. An earlier 

study by Pugliesi (1999) found similar findings, where emotional labour increased job 

stress and decreased job satisfaction. Pugliesi (199) also found demands, but not 

control, were related to both outcome variables. Taken together, these findings suggest 

job demands and job control, together with emotional labour, influence emotional 

exhaustion and surface acting impacts beyond the influence of job demands and job 

control.  

A similar but broader theory to the DCS model is the job demands-resources (JD-R) 

model (Demerouti et al. 2001), in which job demands refer to those parts of the job that 

involve the exertion of physical or mental effort, such as time pressure, which may 

result in physiological or psychological costs. Job resources are those parts of the job 

that result in meeting work goals, growth, development and reducing job demands (for 

example, autonomy and social support) (Demerouti et al. 2001). Demerouti et al. (2001) 

found greater job demands led to greater emotional exhaustion and greater job 

resources reduced disengagement (similar to depersonalisation). This has been 

supported in more recent research (Bakker, Demerouti & Verbeke 2004; Hu, Schaufeli 

& Taris 2011) including a meta-analytic study (Crawford, LePine & Rich 2010).  
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The model expands the DCS model, as Karasek’s model only included ‘control’ as an 

employee resource, whereas the JD-R model includes other resources (Bakker, van 

Veldhoven & Xathopoulou 2010). In line with the DCS model and the JD-R model, it 

is suggested job demands (workload) will influence emotion regulation, which, in turn, 

will influence burnout, suggesting: 

Hypothesis 5: Workload is positively related to (a) emotional labour surface 

acting, and (b) emotion work surface acting, and negatively related to (c) 

genuine expression. 

3.5.2 Emotional Job Demands 

Emotional job demands (EJD) were discussed at length in Chapter Two, as this is one 

of the main emotional labour conceptualisations. EJDs are emotional demands relating 

to aspects of customer interactions and are most commonly measured using four 

dimensions (variety, frequency, duration and intensity) (Morris & Feldman 1996a). 

These demands provide useful information about the emotional requirements of the 

job, in a similar way to Hackman and Oldham’s (1975) job characteristics, which 

provide information about different aspects of the job (skill variety, task identity, task 

significance). However, EJDs relate specifically to the emotional content of the job in 

the context of customer interactions.  

It has been suggested that, the greater the demand for intense emotions, variety of 

emotions and the greater the duration of required emotional displays, the greater will be 

emotional labour (Morris & Feldman 1996a). However, researchers are yet to establish 

this link empirically (Brotheridge & Lee 2003; Morris & Feldman 1997). EJDs have 

been studied as antecedents to emotional dissonance and as antecedents to emotional 

labour (surface acting and deep acting) with mixed results.  
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Several researchers have studied emotional job demands as antecedents to emotional 

dissonance. Morris and Feldman (1996a) suggested emotional job demands would be 

positively related to emotional dissonance. However, when frequency and duration were 

examined in a subsequent study, they did not find support for this proposition (Morris 

& Feldman 1997). Brotheridge and Lee (1998) included the four dimensions in the 

development of their emotional labour scale and found a positive correlation between 

frequency and emotional dissonance. Additionally, Zapf et al. (1999) found emotional 

job requirements (frequency and variety) were positively related to emotional 

dissonance. It seems the literature offers conflicting directions about EJDs. In the new 

model, EJDs influence surface and deep acting, which, in turn, influence emotional 

dissonance. It may be that emotion regulation strategies help to further explain this 

relationship.  

Several emotional labour researchers have investigated the effects EJDs have on 

emotional labour strategies. Some researchers have found more frequent customer 

interactions result in a greater need to regulate emotions using surface acting 

(Brotheridge & Lee 1998; Van Dijk & Kirk 2008; Zammuner & Galli 2005a) and deep 

acting (Brotheridge & Lee 1998; Van Dijk & Kirk 2008). Others have not found 

support for these relationships (Cheung & Tang 2009; Diefendorff et al. 2005; Grandey 

1999). Few studies have tested the relationship between the variety and intensity of 

emotional display and emotional labour (surface and deep acting). One study found 

intensity positively predicts surface acting (Cheung & Tang 2009) and two studies found 

greater variety increased deep acting (Brotheridge & Lee 1998; Van Dijk & Kirk 2008). 

Collectively, these findings suggest EJDs are related to the emotional labour strategies, 

although the findings have not been consistent across the studies.  
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A possible reason for these conflicting results is that each study used a single 

occupational group, which may have resulted in range restrictions. The findings are also 

at odds with the burnout literature, as researchers speculated that aspects of 

interpersonal interactions with clients (directness, frequency, intensity and duration) are 

likely to result in burnout (Cordes & Dougherty 1993). Further, there seems to be a 

need to consider a broad range of occupations in order to generalise these relationships. 

For these reasons, the current research considered the emotion regulation requirements 

across two nurse samples, as nurses have been studied intensively and are known to 

have high emotion regulation requirements, and also across a broader occupational 

sample (of three occupational groups) to help detect relationships in a broader data set 

and to generalise results beyond a single-occupational group. As emotional job demands 

relate to the customer service interactions, no hypotheses are relevant to emotion work. 

The hypotheses related to emotional job demands and emotional labour strategies are: 

Hypothesis 6: Emotional job demands of (a) variety, (b) frequency, and       

(c) intensity are positively related to emotional labour surface acting. 

Hypothesis 7: Emotional job demands of (a) variety, (b) frequency, and       

(c) intensity are positively related to emotional labour deep acting. 

3.5.3 Positive and Negative Affect 

Affect refers to an individual’s overall or general outlook on life (Watson, Clark & 

Tellegen 1988). People with high positive affect tend to view situations and 

circumstances in a positive way and are optimistic. Alternatively, people with high 

negative affect tend to be pessimistic and focus on the negative aspects of situations and 

circumstances. Many emotional labour researchers have felt individual characteristics, 

such as positive and negative affect, should be studied (Grandey 2000), although few 
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studies have examined these relationships (Brotheridge & Lee 2003; Cheung & Tang 

2009; Gosserand & Diefendorff 2005; Judge et al. 2009). Empirical studies have 

considered the role of affect in different ways. Some researchers have included affect as 

an antecedent (Brotheridge & Lee 2003; Cheung & Tang 2009; Judge et al. 2009) or 

control variable (Brotheridge & Grandey 2002; Gosserand & Diefendorff 2005; 

Grandey, Fisk & Steiner 2005), while others used it as a moderator of the relationship 

between emotion regulation and outcomes (Grandey 2000; Rubin et al. 2005).  

Few studies have included positive and negative affect as antecedents to surface and 

deep acting, most of which have found negative affect influences surface acting 

positively (Brotheridge & Lee 2003; Cheung & Tang 2009; Gosserand & Diefendorff 

2005; Judge et al. 2009; Van Dijk & Kirk 2008), and positive affect influences surface 

acting negatively (Brotheridge & Lee 2003; Gosserand & Diefendorff 2005). In other 

studies these relationships were not significant (Cheung & Tang 2009; Judge et al. 2009).  

Taken together, these findings suggest that, the greater employees’ negative affect, the 

more likely it is that they will engage in surface acting, and the greater their positive 

affect, the less likely they will be to engage in surface acting. Morris and Feldman 

(1996a) suggested this positive relationship between negative affect and surface acting is 

more likely to occur in jobs that require positive emotional displays and suggested less 

emotional dissonance would be observed when employees’ expected emotional display 

are aligned with their predisposed affectivity. An employee who has high positive affect 

and is required to display positive emotions as part of the job may experience less 

emotional dissonance and require less emotional effort to display ‘appropriate’ emotions 

than a person high in negative affect. Grandey (2000) included positive and negative 

affect in her model in line with this suggestion. 
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The relationship between affect and deep acting has been the focus of very few 

emotional labour studies. This lack of research attention is possibly due to the generally 

held view that surface acting, rather than deep acting, involves high levels of emotional 

dissonance. The few studies in this area have had conflicting results. Gosserand and 

Diefendorff (2005) found positive affect was positively associated with deep acting, 

while Judge et al. (2009) found positive affect negatively predicted deep acting. Other 

researchers did not find a significant relationship between negative affect and deep 

acting (Brotheridge & Lee 2003; Cheung & Tang 2009; Gosserand & Diefendorff 2005; 

Van Dijk & Kirk 2008) or between positive affect and deep acting (Brotheridge & Lee 

2003; Cheung & Tang 2009).  

Rather than directly measuring positive/negative affectivity, some studies have 

investigated equivalent indirect measures, such as personality variables. There is 

evidence that suggests the Big Five dimensions of extraversion equates with positive 

affect and emotional stability equates with negative affect (Watson et al. 1988). Some 

studies have found extraversion is negatively associated with surface acting (Austin, 

Dore & O'Donovan 2008; Diefendorff et al. 2005), positively associated with deep 

acting (Austin et al. 2008; Diefendorff et al. 2005; Kiffin-Petersen et al. 2011) and 

positively associated with genuine expression (Diefendorff et al. 2005). Emotional 

instability has been found to be positively associated with surface acting (Austin et al. 

2008; Diefendorff et al. 2005; Kiffin-Petersen et al. 2011), negatively associated with 

genuine expression (Austin et al. 2008) and not significantly related to deep acting 

(Austin et al. 2008; Diefendorff et al. 2005). These findings align with the results found 

for positive and negative affect and, in particular, the relationships with surface acting.  

The present research study adapted Morris and Feldman’s (1996a) premise, as 

previously discussed, as the sample included people in occupations that usually require 
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the display of positive emotions. It is suggested relationships between affect and surface 

acting are likely to replicate those of past studies and it is expected that affect is related 

to deep acting. Overall, employees with high levels of positive affect are expected to 

engage in less surface acting and in more deep acting and genuine expression, as their 

felt emotions are closely aligned with their expressed emotions (as expected by the 

organisation). If employees have high negative affect, they are expected to engage in less 

genuine expression and deep acting and in more surface acting to make up for the 

shortfall between their felt emotions and the expected emotions (as required by the 

organisation). It is expected affect will relate to emotion work strategies in much the 

same way as it relates to emotional labour strategies, suggesting:  

Hypothesis 8: Positive affect is negatively related to (a) emotional labour 

surface acting, and (b) emotion work surface acting, and is positively 

related to (c) genuine expression, (d) emotional labour deep acting, and (e) 

emotion work deep acting, when the required expression of emotion is 

positive. 

Hypothesis 9: Negative affect is positively related to (a) emotional labour 

surface acting, and (b) emotion work surface acting, and is negatively 

related to (c) genuine expression when the required expression of emotion 

is positive. 

3.5.4 Social Support 

Social support refers to the help provided by significant others in the workplace. Social 

support is often considered an aspect of an organisation’s psychological climate (Koys 

& Cotiis 1991). Instrumental support involves tangible assistance provided to help 

others perform their job (Beehr, Bowling & Bennett 2010). Emotional support includes 

the expression of emotions, such as friendship, understanding and sympathy (Caplan, 
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Cobb, French, Van Harrison & Pinneau 1975), in an effort to provide comfort to others 

(Beehr et al. 2010). Depending on the purpose of their study, researchers have 

considered these different aspects of social support separately or as a composite 

variable. A meta-analytic study by Halbesleben (2006) found work-related support 

sources (i.e. co-worker support, supervisory support) are closely linked to emotional 

exhaustion, whereas non-work support sources (such as the support provided by family 

and friends) are closely linked to personal accomplishment and depersonalisation. The 

social support provided by an employee’s supervisor is of particular interest for the 

present research due to the differential power of this relationship, and, so too, the 

dimension of emotional exhaustion being the most-commonly studied outcome of 

emotional labour. For these reasons, social support in the form of supervisory support 

(instrumental and emotional) is the focus here.  

Social support reduces employees’ strain caused by workplace stressors. Such stressors 

include job demands that have negative consequences on health and well-being. Models 

that assess the relationships between support and strain assume support and stressors 

impact strain independently (Viswesvaran, Sanchez & Fisher 1999). In a meta-analysis, 

Viswesvaran et al. (1999) found strong evidence for a direct relationship between 

support and strain, as support reduced the negative experience of strain. A more recent 

meta-analysis found work-related sources of social support (rather than support from 

family and friends) were more strongly related to emotional exhaustion than 

depersonalisation and personal accomplishment (Halbesleben 2006). Several theories, 

previously discussed, also provide justification for the role of support in reducing 

burnout, such as the JD-R model. It seems support is an antecedent to emotion 

regulation strategies, which, in turn, influence burnout.  
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Several researchers have studied the relationship between social support and workplace 

emotion regulation (surface and deep acting) (Brotheridge & Lee 2002; Totterdell & 

Holman 2003). Totterdell and Holman (2003) suggested increased social support would 

reduce emotion regulation, as employees would feel more comfortable expressing the 

positive emotional displays required of them in a more positive work climate. However, 

they did not find a significant relationship between supervisory support and emotion 

regulation. However, other studies, have reported significant relationships. Brotheridge 

and Lee (2002) found supervisory and co-worker support negatively influenced surface 

acting, but not deep acting. A recently published meta-analytic study suggested social 

support has a negative relationship with surface acting, but not with deep acting (Wang 

et al. 2011).  

In the present study, social support was studied in terms of supervisory support. It 

seems  increased supervisory support creates a more positive work environment that, in 

turn, encourages greater expression of genuine emotions (where the required emotional 

displays include mostly positive emotions) and results in less need for the employee to 

engage in emotional labour surface acting and emotion work surface acting, suggesting: 

Hypothesis 10: Supervisory support is negatively related to (a) emotional 

labour surface acting and (b) emotion work surface acting and (c) positively 

related to genuine expression.  

 

 

 

 

 111 



3.6 Outcomes 

3.6.1 Burnout 

Burnout has received the most attention in the workplace emotion regulation literature. 

Burnout refers to feelings of emotional drain or fatigue as a consequence of ‘people 

work,’ which leads to feelings of emotional exhaustion, depersonalisation and reduced 

personal accomplishment (Maslach 1982). Emotional exhaustion occurs when there is a 

depletion of emotional energy, whereas depersonalisation occurs when people distance 

themselves from a situation in order to cope with the emotional drain. Emotional 

exhaustion and depersonalisation are central to burnout, and highly correlated (Cordes 

& Dougherty 1993), whereas personal accomplishment is a personality variable related 

to a sense of achievement from engaging in work (similar to self-efficacy) (Maslach & 

Jackson 1981).  

In early discussions of the ‘emotional labour’ concept, Hochschild (1983) speculated 

that deep acting, rather than surface acting, would be associated with burnout, as deep 

acting required more emotional investment. Early emotional labour researchers found a 

link between emotional labour strategies and burnout. However, in contrast to 

Hochschild’s (1983) proposition, surface actors, rather than deep actors, experienced 

higher emotional exhaustion (Brotheridge & Grandey 2002; Brotheridge & Lee 2003; 

Grandey 2003; Judge et al. 2009; Naring et al. 2006; Totterdell & Holman 2003; 

Zammuner & Galli 2005a, 2005b) and higher depersonalisation (Brotheridge & 

Grandey 2002; Brotheridge & Lee 2003; Naring et al. 2006; Zammuner & Galli 2005b). 

These findings are now well established, as can be seen in three recent meta-analytic 

studies (Bono & Vey 2005; Hülsheger & Schewe 2011; Wang et al. 2011).  
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Researchers have sought to understand this counterintuitive finding and, many mediator 

and moderator variables have been studied. Grandey et al. (2005) found a significant 

interaction between emotional labour surface acting and job autonomy in predicting 

emotional exhaustion. Johnson and Spector (2007) also found autonomy significantly 

moderated the positive relationship found between surface acting and emotional 

exhaustion. Brotheridge (1999) found authenticity was the key to understanding this 

finding, as it fully mediated the relationship between emotional labour strategies 

(surface and deep acting) and emotional exhaustion. She argued emotional exhaustion 

does not result from the sheer volume of work or from an employee’s engagement in 

surface or deep acting but, rather, from the personal authenticity an employee feels and 

reacts to in situations that result in emotional exhaustion. 

Several theories have been used to explain this finding; including process theories, such 

as affective events theory (AET, Weiss & Cropanzano 1996) and control theory 

(Diefendorff & Gosserand 2003), and social interaction theories and models, such as 

social exchange theory (Blau 1964). More recently, the social interaction model (Côté 

2005) and resource theories and models such as Hobfoll’s (1988, 1989, 1998) 

conservation of resources theory (see Brotheridge & Lee 2002), Karasek’s (1979) 

demands-control theory (Naring et al. 2006; Naring & van Droffelaar 2007), job 

demands-resources model (Demerouti et al. 2001), and ego depletion (Baumeister et al. 

1998; Muraven & Baumeister 2000) have been applied to explain the finding.  

3.6.1.1 Emotion Regulation and Resource Theories 

Emotional labour and how it relates to employee well-being (e.g. burnout) has been 

explained most often by resource theories that look at employee demands in the 

presence of limited resources (such as support and autonomy). Hobfoll’s (1988, 1989, 

1998) conservation of resources theory provides in-depth understanding as to why an 
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employee may engage in emotion regulation strategies and how these strategies relate to 

strain. The basic premise of the conservation of resources theory is that people seek to 

attract, retain and protect valued resources and, in doing so, are threatened by the loss, 

or potential loss, of these resources (Hobfoll 1989).  

The theory describes the process of strain as an imbalance in which demands are greater 

than resources. In particular, if employees experience a net loss (investment greater than 

return), they are likely to suffer burnout. According to Hobfoll and colleagues (Hobfoll 

1989; Wright & Hobfoll 2004), resources include social support, job enhancement 

opportunities (e.g. job autonomy and skill utilisation), and an optimistic personality as 

examples. Work demands include workload, work pressure, work conflict and work 

ambiguity. This is similar to a more recent resource-demands theory, namely the job 

demands-resources (JD-R) model (Demerouti et al. 2001).  

Brotheridge and Lee (2002) discuss how burnout is determined by the type of emotional 

labour strategy used during customer interactions and corresponding customer 

outcomes or responses. If emotional labour does not lead to a desired response from 

customers or co-workers and, thus, is no longer a rewarding exchange, estrangement, 

strain and detachment may occur (Brotheridge & Lee 2002). Surface and deep acting 

consume resources; yet customers might value deep acting more than they value surface 

acting (as deep acting is seen as more genuine). Thus, there is a potentially greater 

depletion of emotional resources, as an employee expends energy through surface 

acting (demand) and may not receive positive feedback (resource) from customers to 

replenish this resource.  

As a result, an imbalance between investment and gain may lead to emotional 

exhaustion (Cropanzano, Rupp & Byrne 2003). This is not the case for deep acting; 

although an employee is using resources to perform deep acting, these resources are 
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being refuelled through the positive feedback received by customers and, thus, the 

employee is better able to replenish the resources exerted during the customer 

interaction. Grandey (2003) discussed this at length, arguing deep acting involves less 

emotional dissonance due to the nature of the act (aligning expressed emotions with 

feelings). This explains why surface acting is more closely linked with burnout than deep 

acting. This link may not be restricted to interactions with customers as it might also 

apply to co-worker interactions.  

3.6.1.2 Emotion Regulation and Social Interaction Theories 

Emotion regulation occurs in interpersonal exchanges with clients, customers, patients 

and the like. It is important to acknowledge this is a social interaction and, as such, both 

parties are influential. Social exchange theory helps explain why emotion regulation is 

useful during these interpersonal exchanges with customers. The basic premise of social 

exchange theory (Blau 1964) is that people seek to reciprocate those who benefit them 

(Bateman & Organ 1983). Researchers who have investigated this theory in the 

workplace have found that, when organisations act in a positive way towards their 

employees, employees feel they need to reciprocate and generally do so in positive ways 

that are beneficial to the organisation, establishing an exchange relationship (Settoon, 

Bennett & Liden 1996). The reverse is also true and, as a result, workplace incivility and 

emotional deviance have received increased attention in recent years.  

Social exchange theory and reciprocity can be applied to emotional labour where 

employees expect to receive something in return for their emotional labour (and not 

just from the organisation). An imbalance between investment and gain may lead to 

emotional exhaustion (Cropanzano et al. 2003). Hochschild (1983) discussed the 

commoditisation of emotions, suggesting employees exchange their emotions with the 

organisation for a wage. Social exchange theory may be applied to an employee’s 
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interaction with customers, as well as their interactions (and obligations) with the 

organisation. The theory helps to explain the reciprocal nature of workplace 

relationships whereby, in performing emotional labour, an employee receives positive 

and negative cues from customers and responds by adjusting discretionary attitudes and 

behaviours (such as well-being and commitment).  

The social interaction model emphasises the importance of the interpersonal 

interaction, similar to social exchange theory (Blau 1964), but focuses on emotional 

displays in the workplace. This model refers more broadly to emotion regulation, not 

just emotional labour. This is an important point, as the current research also considers 

emotion regulation in the workplace more broadly so as to include both employee-

customer and employee-employee interactions. An important contribution of the social 

interaction model is the inclusion of the receiver’s response to the sender’s emotional 

display. Specifically, employees regulate their emotion and in doing so produce a certain 

emotional display, which in turn elicits a behavioural response from the receiver and 

this response impacts the employee in terms of strain.  

The social interaction model helps unravel the somewhat curious finding in relation to 

emotional labour surface acting, rather than deep acting, predicting emotional 

exhaustion. According to the social interaction model, the less authentic employees feel 

the greater their emotional exhaustion, as employees have to suppress some emotions 

and display others and, in doing so, feel emotional dissonance. Surface acting, although 

intended to deceive, may not be seen as genuine and, thus, the receiver may not respond 

favourably, due to the detection of an inauthentic emotional display, resulting in 

increased strain for the employee. It seems emotional dissonance plays a key role in 

unravelling the relationship between emotional labour surface acting and emotional 

exhaustion.  
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The social interaction model helps reinforce the role of the receiver (e.g. customer or 

employee) in the interpersonal exchange process. Van Dijk et al. (2011) examined 

reactions to the emotion regulation of guides and found visitors’ perceptions of surface 

acting were negatively related to visitors’ outcomes and visitors’ perceptions of deep 

acting were positively related to the same outcomes. Groth et al. (2009) also found 

customers had more positive outcomes from employees engaged in deep acting, such as 

higher service quality and customer orientation, whereas surface acting did not have a 

positive impact or negative impact.  

3.6.1.3 Emotion Regulation and Burnout: Empirical Findings 

Emotional labour researchers have consistently found support for the relationships 

between emotional dissonance and the three dimensions of burnout, and in particular, 

emotional exhaustion. Emotional dissonance has been found to positively influence 

emotional exhaustion (Abraham 1998; Bakker & Heuven 2006; Kruml & Geddes 

2000a; Lewig & Dollard 2003; Morris & Feldman 1997; Van Dijk & Kirk-Brown 2006) 

and depersonalisation (Bakker & Heuven 2006; Kruml & Geddes 2000a; Lewig & 

Dollard 2003) and to negatively influence personal accomplishment (Kruml & Geddes 

2000a). While Zerbe (2000) did not find a significant relationship between dissonance 

and burnout, these contrary results may be due to the different scales used to measure 

dissonance. Indeed, many studies have found a positive link between emotional 

dissonance and emotional exhaustion and depersonalisation (Bono & Vey 2005).  

Interestingly, surface acting is also positively related to emotional exhaustion and 

depersonalisation. It has been suggested that the finding where surface acting, rather 

than deep acting, is associated with emotional exhaustion and depersonalisation is due 

to the greater emotional dissonance experienced when surface acting (Mesmer-Magnus 

et al. 2012). During deep acting, employees attempt to feel an expressed emotion, 
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reducing their emotional dissonance and, it seems, the risk of burnout (possibly due to 

the reduced emotional dissonance). Further, several researchers have found a positive 

relationship between deep acting and personal accomplishment (Brotheridge & 

Grandey 2002; Brotheridge & Lee 2003; Kruml & Geddes 2000a), providing evidence 

of the positive, rather than deleterious, consequences of deep acting. 

3.6.1.4 Genuine Expression and Burnout: Empirical Findings 

Genuine expression, by definition, does not involve acting and is a state in which 

employees genuinely express their true feelings that align with the emotional display 

expected of them. Grandey (1999) found genuine expression was negatively related to 

emotional exhaustion and positively related to job satisfaction and personal 

accomplishment, while Naring and his colleagues (Naring et al. 2006; Naring & van 

Droffelaar 2007) examined the relationships between surface acting, deep acting and 

genuine expression (labelled emotional consonance) and burnout.  

Naring et al. (2006) found that, after controlling for the influence of demands, control 

and support, genuine expression was negatively related to depersonalisation and 

positively related to personal accomplishment. Naring and van Droffelaar (2007) also 

found that, after controlling for demands, control and support, genuine expression was 

positively related to personal accomplishment. Bono and Vey’s (2005) meta-analysis 

found genuine expression was positively associated with personal accomplishment and 

in a similar way to deep acting, although the relationship was not as strong. It seems 

genuine expression has positive consequences that are similar to deep acting.  
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3.6.1.5 Emotion Work and Burnout 

After considering the relationships suggested between emotional dissonance, emotional 

labour (surface and deep acting), genuine expression and burnout, it is also important to 

examine the limited research into emotion work. It seems the relationships that have 

emerged are not restricted to emotional labour and may be studied more broadly, as 

emotion regulation (which includes emotion work). This is supported by Wharton’s 

(1993) study of jobs classified as requiring emotional labour (using Hochschild’s 1983 

classifications) that did not find a difference between emotional labour and non-

emotional labour jobs in relation to emotional exhaustion. All jobs may require some 

emotion regulation (emotion work, emotional labour, or both) and this, in turn, may 

result in burnout.  

Empirical research into emotion work is scarce. This differs from the ‘emotions at 

work’ literature that more broadly refers to the study of emotions in the workplace. 

Only five empirical studies have examined emotion work (Adams & Buck 2010; Pugliesi 

1999; Pugliesi & Shook 1997; Totterdell & Holman 2003; Tschan et al. 2005). All have, 

in different ways, considered aspects of emotion work in relation to burnout. This is at 

odds with the large amount of research dedicated to emotional labour, as researchers 

clearly recognise interpersonal relationships (e.g. with clients, patients, co-workers or 

supervisors) can be a source of emotional support or a source of emotional stress and 

burnout (Maslach 1982). In particular, workplace interactions with co-workers have 

been identified as a source of stress (Leiter & Maslach 1988; Maslach 1982).  
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3.6.1.6 Emotion Work: Empirical Studies 

A comprehensive model of workplace emotion regulation, conceptualised by Grandey 

(2000), included emotional events from different sources (in particular customers and 

co-workers) as antecedents to the emotion regulation strategies of surface and deep 

acting, which, in turn, predicted outcomes, including burnout. Several researchers have 

tested this model. However, only two studies considered the emotion work aspects 

(Adams & Buck 2010; Totterdell & Holman 2003).  

Totterdell and Holman (2003) argued negative events positively influenced surface and 

deep acting, with a stronger relationship for customer than co-worker interactions. This 

hypothesis was partially supported, as negative events impacted faking, but only for 

customer events. They developed a revised version of Grandey’s model, which included 

customer and co-worker events as antecedents to experienced emotion and emotion 

regulation strategies, clearly demonstrating the potential impact of co-worker 

interactions. A more recent study partially tested Grandey’s (2000) model and included 

the emotion work component (Adams & Buck 2010). The study focused on the 

different source of stressors, such as internal sources (co-workers and supervisors) and 

external sources (criminals and the public) in a sample of police officers. Internal and 

external sources of stress influenced turnover intention, psychological distress and 

emotional exhaustion, with surface acting (relating to customers) partially mediating 

these relationships (Adams & Buck 2010). These studies suggest co-worker interactions, 

as well as customer interactions, require emotion regulation and, thus, are a potential 

source of burnout and other negative outcomes.  

Pugliesi and Shook (1997) developed measures of emotional labour and emotion work 

and were the first to extend the emotional labour variable to include interactions with 

customers and co-workers. As this was an exploratory study, the seven items were 
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included separately as independent variables in the regression used to predict outcomes 

(job satisfaction, job stress and distress). They found one item (“I am unable to express 

my true feelings to co-workers”) positively influenced job stress and negatively 

influenced job satisfaction. It is important to be cautious about these results as single 

item measures may not be reliable or valid. However, the introduction of emotion work 

measures in empirical research is noteworthy.  

Pugliesi (1999) argued that emotional labour was too narrowly focused, a position 

supported here. To address this, she collected data about interactions with clients and 

co-workers (labelled client-focused and co-worker focused emotional labour 

respectively) and the management of one’s own emotions (self-focused), which were 

differentiated from the management of another person’s emotions (other-focused), but 

was unable to examine these relationships in her study. Pugliesi and her colleagues 

clearly argued emotion work was related to burnout. However, their empirical 

investigation was very much at an exploratory level.  

The fifth study examined the impact emotional dissonance and deviance had on service 

and non-service workers well-being (Tschan et al. 2005). They found emotional 

dissonance was higher in customer than in co-worker interactions, and that emotional 

deviance was more likely with co-workers than with customers. Tschan et al. also found 

job resignation, job satisfaction and psychosomatic complaints were more likely because 

of interactions with co-workers. In particular, the percentage of dissonance creating 

colleague interactions had a significant, positive impact on job resignation. The 

percentage of colleague interactions with deviance had a significant, positive impact on 

job resignation and psychosomatic complaints. Finally, the number of colleague 

interactions with emotion-work requirements, dissonance and deviance were all 
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positively related to psychosomatic complaints. These findings highlight the importance 

of studying emotion regulation for customer and co-worker interactions.  

Overall, the five studies provide insights into the potential consequences of emotion 

work. The studies had several flaws, including the use of self-developed items that were 

not tested for reliability or validity. Further, none of the studies included emotion work 

strategies.  

3.6.1.7 Emotion Work and the Strength Model of Self-control  

The strength model of self-control and, in particular, ego depletion, provides some 

insight into the different relationships between emotional labour, emotion work and 

burnout. The strength model of self-control (Baumeister et al. 2007b) provides an 

explanation as to why an individual resists temptations and impulses. Self-control 

involves the changing of an individual’s response (through restraint or override) in 

order to create a different response that aligns with social and moral expectations of 

accepted behaviour (Baumeister et al. 2007b; Muraven & Baumeister 2000).  

Self-control involves the depletion of a limited resource and, for this reason, has been 

likened to a muscle that tires after continued use (Baumeister et al. 2007b; Muraven & 

Baumeister 2000). When people perform self-control, their resources become depleted 

and their ability to use self-control on additional tasks is reduced (Baumeister et al. 

2007b). This inability to sustain performance on a second task of self-control is termed 

ego depletion (Baumeister, Schmeichel & Vohs 2007a). The theory has generally been 

tested through experimental studies and there has been a recently published meta-

analysis (Hagger, Wood, Stiff & Chatzisarantis 2010). Baumeister and colleagues 

identified many self-control tasks that included tasks involved in “managing emotions” 

(Baumeister et al. 2007b). Further, Tice and Bratslavsky (2000) have provided a detailed 
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discussion of the role emotion regulation plays in a self-regulation framework. 

Therefore, despite the focus on experimental studies, the theory is relevant to workplace 

emotion regulation and has been studied in relation to emotion regulation strategies 

applied to general (rather than work) contexts (Baumeister et al. 1998; Johns, Inzlicht & 

Schmader 2008; Muraven, Tice & Baumeister 1998; Schmeichel 2007; Wallace, 

Edwards, Shull & Finch 2009). 

The strength model of self-control acknowledges emotion regulation as a potential 

response that requires self-control and considers impression management as an 

interpersonal process that depletes self-regulatory resources (Baumeister et al. 2007b). 

The theory suggests emotion regulation strategies place competing demands on limited 

self-control resources and that the emotion regulation strategy used is important. 

Memory impairment was found with people who had engaged in the emotion regulation 

strategy of expressive suppression (Richards & Gross 1999, 2000). This was not found 

to be the case with people using a reappraisal emotion regulation strategy (Richards & 

Gross 2000). Applying this theory, emotion work and emotional labour may be 

competing self-control tasks. As emotional labour is more closely aligned with job 

performance (as the display rules are more explicit), employees are likely to prioritise 

emotional labour over emotion work (Tschan et al. 2005). For example, when 

employees engage in emotion regulation during interpersonal interactions with 

customers, their emotional self-regulation resources are depleted. This may leave little 

emotion regulation for interpersonal exchanges with other employees and result in 

greater emotional deviance, supporting the argument that emotional labour and 

emotion work interact when, for example, a salesperson who is angry with a customer 

re-directs this anger at co-workers, decreasing his or her emotional dissonance, but 

increasing his or her strain (Côté 2005). The idea that employees may use emotion 
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regulation in one context to buffer negative consequences in another has interesting 

implications. For example, an employee who easily expresses genuine emotions to 

customers, but needs to ‘act’ with co-workers and supervisors, may have high job 

involvement but low commitment to the organisation (Morris & Feldman 1996b).  

The extensive discussion of the burnout literature suggested:  

Hypothesis 11: It is hypothesised (a) emotional labour deep acting, (b) 

emotion work deep acting, and (c) genuine expression, are positively 

related to personal accomplishment. 

Hypothesis 12: It is hypothesised (a) emotional labour surface acting and        

(b) emotion work surface acting are positively related to emotional 

exhaustion. 

Hypothesis 13: It is hypothesised (a) emotional labour surface acting and        

(b) emotion work surface acting are positively related to depersonalisation. 

3.6.2 Job Satisfaction 

Locke (1976, p. 1300) defined job satisfaction as “a pleasurable or positive emotional 

state resulting from an appraisal of one’s job or job experiences.” More recently, Weiss 

(2002) argued job satisfaction is an attitude that should be distinguished from affect. 

Weiss (2002, p. 175) defined job satisfaction as “a positive (or negative) evaluative 

judgement one makes about one’s job or job situation.” Job satisfaction refers to the 

attitudes employees have towards aspects of their job and work experiences. Employees 

assess their job satisfaction based on whether their needs and expectations are met. This 

relates to satisfaction with extrinsic rewards (external to the job) and intrinsic rewards 

(related to specific aspects of the job) (Warr, Cook & Wall 1979).  
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Some studies have considered job satisfaction to be a predictor of emotion regulation 

(Grandey 2003; Groth, Hennig-Thurau & Walsh 2006). However, most studies have 

explored job satisfaction as an outcome of emotional labour strategies and emotional 

dissonance, with mixed findings. No study has investigated the relationship between 

emotion work and job satisfaction.  

Wharton (1993) found employees in jobs involving emotional labour (using 

Hochschild’s 1983 classification) had greater job satisfaction than others, while several 

studies have found a negative association between emotional dissonance and job 

satisfaction (Abraham 1998, 1999a, 1999b; Gursoy, Boylu & Avci 2011; Lewig & 

Dollard 2003; Morris & Feldman 1996b, 1997). Many studies examined moderators of 

this relationship. Abraham found the negative relationship between emotional 

dissonance and job satisfaction was moderated by social support (Abraham 1998, 

1999a) and negative affect (Abraham 1999b). In a later study, Abraham (2000) did not 

find support for emotional dissonance influencing job satisfaction, after controlling for 

age, gender and tenure. In a similar vein, Duke, Goodman, Treadway and Breland 

(2009) found the negative relationship between emotional labour and job satisfaction 

was moderated by perceived organisational support. A link has therefore emerged 

between emotional dissonance and job satisfaction.  

Emotional labour surface acting has been found to be negatively related to job 

satisfaction (Judge et al. 2009; Pugliesi 1999; Seery & Corrigall 2009). However, some 

studies did not find support for this relationship (Grandey et al. 2005; Johnson & 

Spector 2007; Yang & Chang 2008). Further, the relationship between deep acting and 

job satisfaction is not clear. Deep acting has been found to be positively related to job 

satisfaction (Judge et al. 2009), but not by all researchers (Johnson & Spector 2007; 
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Yang & Chang 2008). It seems surface acting is negatively related to job satisfaction and 

deep acting is sometimes positively related to job satisfaction (Bono and Vey 2005).  

Research that has examined the broader area of emotions in the workplace has focused 

on Affective Events Theory (AET) (Weiss & Cropanzano 1996), which provides an 

understanding of the way in which emotions impact on workplace attitudes and 

behaviours. The theory was developed in response to the theories used to predict job 

satisfaction at the time, so as to separate affective responses from attitudes and 

behaviours (Weiss 2002; Weiss & Cropanzano 1996). AET focuses on the work 

environment and daily events, interpreted by the individual as positive or negative, and 

the ways in which these experienced emotions impact on job satisfaction and other 

work attitudes and behaviours (Ashkanasy & Daus 2002). Emotion regulation strategies 

are implied in the model and occur as an employee experiences emotions due to daily 

work events caused by the work environment (which includes customer and co-worker 

interactions). 

AET provides a justification for affective reactions predicting attitudes and behaviours. 

Consequently, in the new model, job satisfaction is seen as an outcome of emotional 

dissonance and emotion regulation strategies. Here, job satisfaction is seen as having 

intrinsic and extrinsic aspects (Warr et al. 1979). As little is known about the 

relationship between emotion regulation and job satisfaction, it was hoped that 

measuring job satisfaction along these two dimensions would improve our 

understanding of the different impacts emotion regulation strategies had in this area. 

Employees who genuinely express emotions, and/or employees who engage in deep 

acting, are more likely to feel positive towards work and have higher intrinsic job 

satisfaction. Employees who engage in surface acting may experience less intrinsic job 

satisfaction, due to the experienced emotional dissonance and emotional effort required 
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to ‘act’ the appropriate emotion. Employees who engage in surface acting (and in 

particular emotional labour but also emotion work) may, however, experience higher 

extrinsic job satisfaction, as the organisation positively rewards these behaviours.  

The discussions presented in this section, in relation to intrinsic and extrinsic job 

satisfaction, suggest: 

Hypothesis 14: It is hypothesised (a) emotional labour deep acting, (b) emotion 

work deep acting, and (c) genuine expression, are positively related to 

intrinsic job satisfaction. 

Hypothesis 15: It is hypothesised (a) emotional labour surface acting, and (b) 

emotion work surface acting, are positively related to extrinsic job 

satisfaction. 

3.7 Mediator 

3.7.1 Emotional Dissonance 

Emotional dissonance was defined and discussed at length in Chapter Two and is 

included in the new model as a mediator between the emotional labour and emotion 

work surface acting strategy and emotional exhaustion and depersonalisation. Several 

researchers have suggested emotional dissonance is analogous to emotional labour (with 

a particular focus on surface acting) (Abraham 1998; Brotheridge & Lee 1998, 2002; 

Kruml & Geddes 2000b; Morris & Feldman 1997; Tschan et al. 2005). Brotheridge and 

Lee (1998, p. 8) found surface acting and emotional dissonance items loaded on the 

same factor and suggested “surface acting may be, in essence, a manifestation of 

emotional dissonance. Thus, it is expected to be highly correlated with, and perhaps a 

proxy for, emotional dissonance.” Similarly, Grandey (1999, p. 45) suggested 

“dissonance (is a) a proxy for surface acting,” despite providing a strong argument that 
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emotional labour should not be conceptualised as emotional dissonance, as emotional 

dissonance is an internal state, which is incongruent with most definitions of emotional 

labour.  

Despite some researchers not differentiating between surface acting and emotional 

dissonance, the distinction has been established (Härtel et al. 2000; Mesmer-Magnus et 

al. 2012; Van Dijk & Kirk-Brown 2006), allowing the two to be included in the new 

model. Surface and deep acting are behaviours in which employees engage in so as to 

align their expressed emotions with the ‘appropriate’ emotions, while emotional 

dissonance (the difference between felt and expressed emotion) is an internal process 

that occurs as a result of surface or deep acting. Further justification for the distinction 

between emotional dissonance and emotional labour was provided in section 2.4.3. It 

seems important to include emotional dissonance in the new model to demonstrate the 

link between surface acting (emotional labour and emotion work) and burnout 

(emotional exhaustion and depersonalisation).  

Several researchers found emotional dissonance was positively related to emotional 

exhaustion (Bakker & Heuven 2006; Kruml & Geddes 2000a; Lewig & Dollard 2003; 

Morris & Feldman 1996a, 1997; Van Dijk & Kirk-Brown 2006; Zapf et al. 2001; Zapf et 

al. 1999). Research also supports a positive relationship between emotional dissonance 

and depersonalisation (Bakker & Heuven 2006; Kruml & Geddes 2000a; Lewig & 

Dollard 2003). Further, many researchers have found surface actors experience greater 

emotional exhaustion than deep actors (Brotheridge & Grandey 2002; Brotheridge & 

Lee 2003; Grandey 2003; Judge et al. 2009; Naring et al. 2006; Totterdell & Holman 

2003; Zammuner & Galli 2005a, 2005b) and greater depersonalisation (Brotheridge & 

Grandey 2002; Brotheridge & Lee 2003; Naring et al. 2006; Zammuner & Galli 2005b). 

These findings are well established and reported in three meta-analytic studies (Bono & 
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Vey 2005; Hülsheger & Schewe 2011; Wang et al. 2011). It has been suggested that the 

three aspects (emotional labour, emotional dissonance, and emotional exhaustion) 

should be included in any emotion regulation model (Härtel, Hsu & Boyle 2002; 

Mesmer-Magnus et al. 2012), but this has rarely been examined (Härtel et al. 2000; Van 

Dijk & Kirk-Brown 2006).  

Early in the developmental phase of the emotional labour construct, Härtel et al. (2002) 

suggested there were relationships between emotional labour, emotional dissonance and 

emotional exhaustion. They presented a model with a sequence of emotional labour 

(EL) influencing emotional exhaustion (EE) through its relationship with emotional 

dissonance (ED), which was termed the ‘ELEDEE’ sequence. Few researchers have 

studied these relationships, although Van Dijk and Kirk-Brown (2006) found surface 

acting positively influenced emotional dissonance, after controlling for gender, age and 

tenure, which, in turn, positively influenced emotional exhaustion. Van Dijk and Kirk-

Brown (2006) also tested emotional dissonance’s mediating role between surface acting 

and emotional exhaustion and found it was a partial mediator.  

It seems emotional dissonance is related to surface acting, rather than to deep acting or 

genuine expression (Mesmer-Magnus et al. 2012). Most researchers feel that, when 

employees engage in surface acting, they experience a conflict between their felt and 

expressed emotions (emotional dissonance) and this incongruence has negative 

consequences. In contrast, employees who are able to deep act or express genuine 

emotions experience little or no emotional dissonance and, hence, are less likely to 

suffer from burnout. In Chapter Two, a typology of workplace emotion regulation was 

presented, together with a number of testable hypotheses. These hypotheses included 

relationships between emotional labour (surface and deep acting), emotion work 

(surface and deep acting) and emotional dissonance.  
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Control theory provides an interesting view of emotional labour (Diefendorff & 

Gosserand 2003). According to this theory, an emotional disturbance (i.e. affective 

event) occurs (in a similar manner described by affective events theory), which, in turn, 

results in an employee displaying an emotion. The employee’s perception of the 

emotional expression is compared with a standard or goal, in this case display rules. If 

there is a discrepancy, employees may change their emotional display (using emotion 

regulation strategies) in an attempt to reduce this discrepancy or change the display 

rules. This theory describes the need for emotion regulation in the face of emotional 

dissonance. However, where affective events theory is broad, control theory describes 

the emotion regulation process in detail. A unique contribution of control theory is the 

feedback loop through which the process endures until there is no longer a discrepancy. 

The theory is helpful in reinforcing the discrepancy between an employee’s perceived 

emotional display and perceived display rules. This discrepancy, referred to as emotional 

dissonance, is managed using emotion regulation strategies and is not only described by 

control theory but is well-supported by the emotional labour literature, suggesting: 

Hypothesis 16: It is hypothesised that a) emotional labour surface acting, and 

b) emotion work surface acting, will positively predict emotional dissonance. 

Hypothesis 17: Emotional dissonance positively influences a) emotional 

exhaustion and b) depersonalisation. 

Hypothesis 18: Emotional dissonance mediates the relationships between (a) 

emotional labour surface acting and emotional exhaustion and (b) emotion 

work surface acting and emotional exhaustion. 

Hypothesis 19: Emotional dissonance mediates the relationships between (a) 

emotional labour surface acting and depersonalisation and (b) emotion work 

surface acting and depersonalisation. 
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3.8 A Structural Workplace Emotion Regulation Model 

The structural workplace emotion regulation model can be seen in Figure 3-5. This 

relates to the conceptual model (Figure 3-4), but includes the 19 hypotheses of interest 

to the present project. The following chapters discuss the studies that were undertaken 

to examine this model. 
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Figure 3-5 A Workplace Emotion Regulation Model  
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3.9 Conclusions 

This chapter presented a comprehensive workplace emotion regulation model that 

included emotional labour, emotion work and a number of antecedents, mediator and 

outcome variables. The antecedents included co-worker demands and client demands. 

Resources such as support and affect were also antecedents. Outcome variables 

included three burnout dimensions and job satisfaction, with emotional dissonance 

acting as a mediator within the model. The model addressed concerns about previous 

models, including new variables such as extrinsic and intrinsic job satisfaction and 

differentiating between emotional labour and emotion work. Three studies were 

undertaken to examine this model and the next chapter presents the methodology used 

in Study One. 
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Chapter 4 Study One- The Research 
Approach and Methodology for the 
Hospital-Based Nurse Sample 

 

4.1 Introduction 

This chapter provides details of the research approach and methodology used in Study 

One. Information is provided about the procedures used to collect and analyse the data, 

the background of the sample and the scales that were used to measure the new model’s 

constructs.  

4.2 The Hospital-Based Nurse Sample (Sample 1) 

Nursing was chosen as an occupation in which to study emotional labour for a variety 

of reasons. Glomb et al. (2004) found nurses were fifth highest of 560 occupations in 

terms of their emotional labour (EL) demands, making them suitable for the study of 

emotional labour. Steinberg and Figart (1999a) also found nurses experienced 

significantly higher emotional demands and emotional labour than did managers, 

further supporting the appropriateness of examining emotional labour in a nursing 

context.  

Many emotional labour researchers have investigated nurses’ emotional labour 

(Diefendorff et al. 2011; Huynh, Alderson & Thompson 2008; Mann & Cowburn 2005; 

Naring et al. 2006; Yang & Chang 2008; Zammuner & Galli 2005a; Zerbe 2000) and 
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there have been books specifically dedicated to the study of emotional labour in the 

nursing profession (Smith 1992; Theodosius 2008). These preliminary studies provided 

a good foundation for the current project, as many of the issues of emotional labour in 

nursing have been examined in this prior research. The data for Study One were 

obtained from nurses employed in a large private hospital. The population included 

enrolled nurses, registered nurses and nurse managers who were in direct daily contact 

with patients. As the hospital has two locations, respondents were obtained from both 

sites. 

4.3 The Measures Used for Study One 

A paper-and-pencil questionnaire was used to collect the data. The questionnaire 

included items that measured emotional job demands (variety, frequency, intensity), 

workload, affect (positive and negative), supervisory support, emotional labour (surface 

acting and deep acting), emotion work (surface acting and deep acting), genuine 

expression, emotional dissonance, burnout (emotional exhaustion, depersonalisation, 

personal accomplishment), and job satisfaction (intrinsic and extrinsic). Established 

scales were used to collect the data for all of the variables. Demographic and other 

background information was also collected. Each of the scales included in the model is 

discussed in detail in subsequent sections and all of the items included in the 

questionnaire can be seen in Appendix A.  

4.3.1 Workload 

Workload was measured using three items taken from Martin and Wall (1989). The 

items were measured on a five-point scale with the following anchors: (1) to no extent, 

(2) little extent, (3) some extent, (4) great extent, and (5) very great extent. The lead 

question for each item was: “When working on an average day at work, to what extent 
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do you find yourself...” An example item is “under constant pressure to do work on 

time?” 

4.3.2 Emotional Job Demands 

Emotional Job Demands were measured using nine items taken from Brotheridge and 

Lee’s (2002, 2003) and Erickson and Ritter’s (2001) research (three items were used to 

measure each factor). All of the items were measured on a five-point scale with the 

following anchors: (1) never, (2) rarely, (3) sometimes, (4) often, and (5) always. Each 

item was preceded by the question: “In order to do your job effectively on an average 

day, how often do you do the following things?” Some example items can be seen in 

Table 4-1. 

Table 4-1: Example Items Measuring Emotional Job Demands 

Subscale Example item 

Frequency Display specific emotions required by my job? 

Variety Display many different kind of emotions? 

Intensity Express intense emotions? 

 

4.3.3 Positive and Negative Affect Scale 

Positive and negative affect were measured using the twenty-item PANAS scale 

developed by Watson et al. (1988). All of the items were measured on a five-point scale 

that ranged from very slightly or not at all (1) to extremely (5). Each item was preceded 

by the lead question: “Indicate to what extent you generally feel this way, that is, how 

you feel on average…” An example items is: “Interested.” 
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4.3.4 Social Support 

Supervisory support was measured using the four-item scale developed by Caplan et al. 

(1975). This scale measures the instrumental and emotional support available to 

employees from their immediate supervisor. The items were all measured using a 7-

point scale that ranged from strongly disagree (1) to strongly agree (7). An example item 

is: “My supervisor can be relied on when things get tough at work.”  

4.3.5 Emotional Dissonance 

Emotional dissonance was measured using the three-item scale developed by Morris 

and Feldman (1996b). All of the items were preceded by the question: “In order to do 

your job effectively on an average day, how often do you do the following things?” An 

example item is: “When I work with patients/clients the way I act and speak often 

doesn’t match what I really feel.” All of the items were measured on a five-point scale 

that ranged from never (1) to always (5).  

4.3.6 Emotional Labour 

Emotional Labour was measured by examining respondents’ surface acting and deep 

acting. These items were obtained from Brotheridge and Lee’s (2002, 2003) Emotional 

Labour Scale and from Grandey’s (1999) research. Each item was preceded by the 

question: “In order to do your job effectively on an average day, how often do you do 

the following things?” An example item for surface acting is: “Put on a ‘show’ or 

‘performance’ around the patients?” An example of a deep acting item is: “Try to 

actually experience the emotions that I must show to patients?” All of the items were 

measured on a five-point scale that ranged from never (1) to always (5). Eight items 

were used to measure surface acting and four items were used to measure deep acting.  
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4.3.7 Emotion Work 

Emotion work was also measured by asking respondents about their surface acting and 

deep acting, although, in this case, respondents were asked about these behaviours in 

their interactions with their co-workers. The emotion work (surface and deep acting) 

scale was adapted from the emotional labour scale developed by Brotheridge and Lee 

(2002, 2003), with some additional items taken from Grandey’s (1999) research. As 

these original scales related to emotional labour, rather than to emotion work, the terms 

‘patients’ or ‘clients’ were replaced with ‘co-workers’ in the emotion work scale, 

reflecting the employee-to-employee relationships that were of interest in this case. 

Each item started with the question: “In order to do your job effectively on an average 

day, how often do you do the following things?” An example item of surface acting is: 

“Just pretend to have the emotions I need to display towards co-workers” while an 

example of deep acting is: “Make an effort to actually feel the emotions that I need to 

display towards co-workers.” Eight items were used to measure surface acting and four 

items were used to measure deep acting. These items were also measured on a five-

point scale that ranged from never (1) to always (5). 

4.3.8 Genuine Expression 

The three items used to measure genuine expression were obtained from Grandey 

(1999) and Erickson and Ritter (2001). Each item was preceded by the question: “In 

order to do your job effectively on an average day, how often do you do the following 

things?” Items referred to interactions with patients/clients. An example item is: “React 

to patients’ emotions naturally and easily?” The three items were measured on a five-

point scale that ranged from never (1) to always (5).  
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4.3.9 Job Satisfaction 

Job satisfaction was measured using Warr et al.’s (1979) two-factor (intrinsic job 

satisfaction and extrinsic job satisfaction) 15-item scale. The items were measured on a 

seven-point scale that ranged from extremely dissatisfied (1) to extremely satisfied (7). 

An example question for intrinsic job satisfaction was “Overall how satisfied or 

dissatisfied are you with the amount of variety in your job?” An example item for 

extrinsic job satisfaction was “Overall how satisfied or dissatisfied are you with your 

rate of pay?” 

4.3.10 Burnout 

Burnout was measured using Maslach and Jackson’s (1981) three-factor (emotional 

exhaustion, depersonalisation and personal accomplishment) 22-item scale. All of the 

items were measured on a seven-point scale that ranged from never occurs (0) to occurs 

every day (6). An example item for emotional exhaustion is: “I feel like I’m at the end of 

my rope.” An example item for depersonalisation is: “I feel I treat some patients or co-

workers as if they were impersonal objects.” An example item for personal 

accomplishment is: “I feel exhilarated after working closely with my patients or co-

workers.”  

4.4 Data Collection Procedure – The Hospital-Based Nurse Sample 

Questionnaires were distributed through nurse managers in the two hospitals’ primary 

service areas. The researcher attended several nurse manager meetings to discuss the 

research project and to answer questions. At the last of the meetings, questionnaires 

were provided to the nurse managers, who distributed them to staff in their wards. 

Additional questionnaires were left in the staff room. Potential respondents were 
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assured that all responses would remain confidential and were asked to complete the 

questionnaire during work time and to place the completed form in the drop boxes 

provided in their staff room. The drop boxes, with completed surveys, were collected 

from the hospital by the researcher. 

One thousand one hundred surveys were distributed across the two hospitals and 332 

completed surveys were returned, providing a response rate of 31 percent. Several items 

were included to obtain demographic and background information about the 

respondents and the results obtained can be seen in Table 4-2. 

Table 4-2: Background Data for the Two Nurse Samples 

Background  

Variables 

Hospital-Based  

Nurses 

Background 

Variables 

Hospital-Based  

Nurses 

 (n = 332)  (n = 332) 

 Count %  Count % 

Nursing Category   Employment Type   

Enrolled  19 6 Full-time 102 30 

Registered 199 60 Part-time 198 60 

Clinical Nurse 67 20 Casual 22 7 

Nurse Manager 12 4 Missing 10 3 

Other 24 7 Education   

Missing 11 3 High school 26 8 

Age   Certificate      8 2 

< 24 years 26 8 Diploma 50 15 

25-34 years 59 18 Advanced Diploma 11 3 

35-44 years 105 32 Bachelors  131 40 

45-54 years 104 31 Graduate Qualifications 79 24 

> 55 years 27 8 Other 15 4 

Missing 11 3 Missing 12 4 
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These questions asked about respondents’ age, highest education level attained, tenure 

with their organisation, tenure as a nurse, nurse type (enrolled, registered, manager), 

primary service area, hours worked per week, and employment status (full-time, part-

time, casual). As can be seen in the Table, registered nurses (including clinical nurses) 

made up 81 per cent of the sample, most respondents worked part-time, had a 

bachelor’s degree or higher and were aged between 35 and 54 years. 

4.5 Data Analysis Procedures 

After collecting the questionnaires, the data were inputted into an IBM SPSS data file by 

professional data coding staff. The analysis of these data was undertaken in four stages. 

In stage one, a preliminary analysis of the data took place in terms of screening the data 

for errors and cleaning where needed. Stage two involved testing the variables’ 

measurement properties in terms of their reliability and validity and refining the scales 

to ensure they had acceptable measurement properties. In stage three, the measurement 

model, with the refined variables, was assessed. Finally, in stage four, the new structural 

workplace emotion regulation model was estimated using the refined variables from the 

previous data analysis stages. The procedures used in each of the four stages are 

discussed in detail in subsequent sections. 

4.5.1 Preliminary Analysis of the Data 

As already noted, the data were initially screened for data entry errors. Outliers and the 

assumptions that underlie structural equation modelling (SEM) were also assessed prior 

to undertaking the multivariate analysis. The IBM SPSS version 19.0 software (SPSS Inc 

2010) was used to conduct some of the analyses. An audit technique was used to 

determine the accuracy of the data entry. Twenty percent of the questionnaires were 

randomly selected (i.e. 67 surveys) and the original questionnaires were compared with 
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the entered data. A decision was made before starting the process that if any survey 

contained one data entry error, data from that questionnaire would be re-entered.  

The dataset had a small number of missing values, representing less than five percent of 

the data. As the missing data were randomly scattered and the responses from the cases 

containing missing values were not different from the majority of responses on other 

variables, the expectation-maximisation (EM) method was used to substitute values for 

the missing data. This technique is more accurate than simple mean replacement, as the 

inputted values created by the EM method are determined based on a correlation matrix 

and the type of distribution selected (Tabachnick & Fidell 2007).  

An analysis was then undertaken to assess each item prior to exploring the 

measurement properties of the various variables. Descriptive statistics were computed 

for each item, including the mean, median, mode, standard deviation, kurtosis, skewness 

and normality (which can be seen in Appendix B). As multivariate normality was 

assessed at the variable level, only items with extreme deviations from normality were 

removed at this stage. The main assumptions of SEM include the use of continuous 

data and multivariate normality (Kaplan 2000). The former assumption relates to the 

project’s design and the latter to the data itself. The assumption of multivariate 

normality was tested at the variable level and is discussed at the start of Chapter Six 

(section 6.3).  

The presence of univariate and multivariate outliers were also examined at a variable 

level. This assessment occurred during the testing of the measurement model which 

included all variables. The Mahalanobis distance was used to identify multivariate 

outliers. Other SEM assumptions include linearity and a lack of multicollinearity. Similar 

to the identification of outliers, these assumptions could not be tested until the one-

factor congeneric models and the measurement model were estimated. Therefore, these 
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SEM assumptions are addressed in subsequent sections and discussed at the start of 

Chapter Six (section 6.3).  

4.5.2 Validating the Measures  

A series of analyses were undertaken to examine the suitability of the measures included 

in the new model. Jöreskog (1993) recommended a process in which the variables are 

tested separately, after which the measurement model is examined (stage three) and, 

lastly, the structural model is tested (stage four) and confirmed across two samples 

(Study Two). Unidimensionality was first assessed using confirmatory factor analysis for 

each variable (i.e. estimating one factor congeneric models), as this method allowed the 

various measures to be refined. The IBM SPSS Amos structural equation modelling 

(SEM) software (Arbuckle 2010) was used to estimate the various confirmatory factor 

analyses (CFAs). Construct reliability was then tested, followed by an assessment of 

convergent and discriminant validity to ensure each of the variables had acceptable 

measurement properties.  

4.5.2.1 Unidimensionality  

A one-factor congeneric model was estimated for each variable to assess the fit of the 

observed data to the corresponding underlying latent variables. Within this process, 

items that did not have high loadings (above an absolute value of 0.50) (Hair, Black, 

Babin & Anderson 2010) and/or had highly correlated error variances were removed 

sequentially. Items with loadings below 0.50 were removed first. When two or more 

items had loadings below 0.50, the item with the lowest loading was removed first. 

Once the items with loadings below 0.50 were removed, model fit was assessed. If an 

acceptable fit was not achieved, error variances were examined. If there were 

correlations that reduced goodness of fit, as suggested by the model’s modification 

indexes (MIs), the item in the correlated pair with the lower path coefficient was 
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removed. For the scales that were reduced to three items and, therefore, had zero 

degrees of freedom, the degrees of freedom were increased by fixing the two error 

variances that were closest in value to be equal in order to examine the model’s fit.  

4.5.2.1.1 The Chi-square Statistic and the Normed Chi-square Statistic (χ2) 

The goodness of fit for each measure was tested using the chi-square statistic. A model 

is said to have an acceptable fit with observed data when the associated chi-square 

statistic is not significant. However, as this statistic is influenced by sample size (Bentler 

& Bonett 1980), the ratio of the chi-square statistic to the degrees of freedom (i.e. the 

normed chi-square statistic) was also examined. A model with a chi-square statistic to 

degrees of freedom ratio of less than 3.0 is said to have a good fit (Hair et al. 2010).  

4.5.2.1.2 The Comparative Fit Index (CFI) 

The CFI, developed by Bentler (1990), is an incremental fit index that compares fit 

across alternative models. The research model is compared to the baseline or null 

model, which assumes all variables are unrelated. The CFI is normed with values 

ranging from zero to 1.00. A value greater than 0.90 and, ideally, above 0.95 indicates 

good fit (Hair et al. 2010; Hu & Bentler 1999; Kaplan 2000; Tabachnick & Fidell 2007). 

4.5.2.1.3 The Tucker-Lewis Index (TLI) 

The TLI, developed by Tucker and Lewis (1973), is an incremental fit index. It is similar 

to the CFI and is used to compare the fit of a model with a baseline or null model. 

While the TLI’s maximum value may exceed 1.00, it should approach 1.00 and, ideally, 

should be above 0.95 (Hair et al. 2010; Hu & Bentler 1999).  
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4.5.2.1.4 The Goodness of Fit (GFI) and Adjusted Goodness of Fit (AGFI) 

The GFI and AGFI are absolute fit indexes. The GFI compares the predicted and 

actual squared residual values in the model. The AGFI is the GFI adjusted for the 

sample size in the model. The GFI and AGFI values, which range between zero and 

1.00, should be close to 1.00 and a value equal or greater than 0.90 suggests a good 

fitting model (Hair et al. 2010; Hu & Bentler 1999).  

4.5.2.1.5 The Root Mean Square Error of Approximation (RMSEA) 

The RMSEA is relatively unaffected by sample size and, unlike other indices, has a 

known distribution. Consequently, models can be tested on the basis of confidence 

intervals (CIs). Point estimates of 0.05 or less indicate a good fit, while values 

approaching 0.08 are reasonable (Hair et al. 2010). RMSEA values above 0.10 suggest a 

poor fitting model (Browne & Cudeck 1993). Point estimates, however, cannot capture 

the imprecision in estimating this fit (MacCallum, Browne and Sugawara 1996). These 

researchers presented a framework for evaluating model fit based on confidence 

intervals. When the CI of the RMSEA is below 0.05, a decision can be made to reject 

the hypothesis of “not-close fit” but not the hypothesis of “close fit.” By contrast, when 

the entire CI interval is above 0.05, the hypothesis of “close fit” is rejected, but not the 

hypothesis of “not-close fit.” When the CI “straddles” 0.05, the decision is more 

ambiguous, as neither the “close fit” hypothesis nor the “not-close fit” hypothesis can 

be rejected (i.e. both are plausible).  

4.5.2.2 Construct Reliability 

Construct reliability is the internal consistency of a construct and measures how well 

items relate to a common latent variable (Fornell & Larcker 1981). Stronger reliability 

suggests better agreement between the items. Reliability is often assessed through 
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Cronbach’s alpha. However, this is influenced by sample size, as larger samples yield 

higher alpha values, but not necessarily more reliable scales. Construct reliability, which 

uses output from confirmatory factor analyses and, in particular, factor loadings and 

error variances, is a more rigorous test of reliability than Cronbach’s alpha (Hair et al. 

2010).  

The formula for construct reliability (CR) is presented below, where ∑
=

n

i
i

1

2)( λ  is the sum 

of the factor loadings squared and )(
1
∑
=

n

i
iδ  is the sum of the error variances: 

𝐶𝑅 =
∑
=

n

i
i

1

2)( λ

∑
=

n

i
i

1

2)( λ +  )(
1
∑
=

n

i
iδ  

 

A construct is generally said to be reliable (i.e. internally consistent) when its construct 

reliability is greater than 0.70, although a value between 0.60 and 0.70 may be acceptable 

if other indicators are good (Hair et al. 2010).  

4.5.2.3 Convergent Validity 

Convergent validity refers to the similarity of the different measures of a variable and 

suggests a set of items that measure a particular variable should be highly correlated. 

Discriminant validity refers to the degree to which a scale differs from other scales that 

are related, but are theoretically different (Hair et al. 2010). Several methods can be used 

to examine convergent validity. The present study examined convergent validity by:  

1) Comparing goodness of fit indices with benchmark values. 

2) Assessing the factor loadings and the significance of the t-statistics associated 

with these loadings.  

3) Using Fornell and Larcker’s (1981) method to see whether the average variance 

extracted (AVE) score for each variable was at least 0.50.  
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4.5.2.4 Discriminant Validity 

Discriminant validity was also tested through Fornell and Larcker’s (1981) method. The 

various variables’ AVE scores were compared with their shared variance (or the squared 

correlation between them). The variables’ AVE scores, which are a measure of the 

information in a variable, should be greater than the shared variance between relevant 

variables if discriminant validity is to be assumed. 

4.5.3 Assessing the Measurement Model 

The measurement model was estimated using Anderson and Gerbing’s (1998) approach. 

The IBM SPSS Amos SEM program (Arbuckle 2010) was also used to estimate the 

measurement model. The estimated measurement model included all of the variables (as 

latent variables with their indicator items), together with the covariances between the 

variables. Given the large number of latent variables and indicator items, it was decided 

to use the partial disaggregation approach to estimate the model (Bagozzi & Edwards 

1998; Bagozzi & Heatherton 1994). The partial disaggregation approach reduces the 

complexity of estimating the measurement model and its associated measurement error, 

thus improving stability and reducing the required sample size. In the partial 

disaggregation approach, the various indicator items that are used to measure a latent 

variable are randomly grouped into two indicators, reducing the degrees of freedom 

needed to estimate the structural model, while retaining the “multiple measure approach 

to structural equation modeling” (Sweeney & Soutar 2001, p. 218).  

The measurement model was estimated by including all of the structural variables and 

allowing each variable to covary with all of the other variables. If the data do not fit the 

measurement model, the lack of model fit may be attributed to measurement error 

(Anderson & Gerbing 1998). The chi-square and normed chi-square statistics that were 

used to assess the measurement properties of each variable in stage two, together with 
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the additional indices that were discussed in section 4.5.2.1, were used to assess the fit 

of the measurement model.  

4.5.4 Estimating the Structural Model 

A new workplace emotion regulation model was suggested in Chapter Three. After 

completing stages one to three of the data analysis, the refined model was estimated 

using structural equation modelling procedures. The IBM SPSS Amos 19.0 SEM 

program (Arbuckle 2010) was again used to estimate the structural model. Due to its 

complexity, the proposed model was tested as two separate models. While the 

antecedent variables remained the same for the each of the models, the outcome 

variables were assessed separately to reduce potential problems of multicollinearity and 

to retain order within the various estimated models. The first model included the three 

burnout dimensions (emotional exhaustion, depersonalisation and personal 

accomplishment), while the second model included job satisfaction. The fit indices that 

were used in the assessment of the measurement model were again used to determine 

model fit. In assessing the structural modelling results, consideration was given to: 

1. Model fit. 

2. Whether the suggested hypotheses were supported. 

3. The estimated total effects (both direct and indirect). 

4. The variance in the endogenous variables explained by the estimated model.  

 

4.5.4.1 Model Fit 

The proposed models with their hypothesised paths were estimated and the estimated 

models’ fit indices were then examined. An iterative approach was used, in which non-

significant paths were identified and removed sequentially, starting with the path with 
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the smallest standardised coefficient. At each stage, the model was re-estimated to see 

whether the data fitted the model. Modification index (MI) values were also considered 

and changes were made to the model, where appropriate, after ensuring these post hoc 

changes aligned with prior research. This process was continued until a good model fit 

was achieved.  

4.5.4.2 Assessing the Hypotheses 

After estimating the final model through this iterative process, the hypotheses were 

considered to see whether they were supported. In particular, the path coefficients were 

assessed in terms of their sign (positive or negative), significance and size.  

4.5.4.3 Direct and Indirect Effects 

Direct and indirect effects were examined to determine the influence the antecedent 

variables had on the other variables in the model. This was especially of interest in the 

current project as one of its main objectives was to see whether emotion work was a 

unique construct and whether its inclusion provided an increased understanding of the 

other constructs in the new model.  

4.5.4.4 Explained Variance 

Finally, squared multiple correlations were considered to determine the proportion of 

the endogenous variables’ variances explained by the suggested model. This enabled an 

assessment to be made of the usefulness of the model in predicting the various 

outcomes of interest. 
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4.6 Conclusions 

In this chapter, the methodology used in Study One was discussed in detail. In 

particular, summary information about the sample, the measures used to collect the 

data, the data collection procedures used to obtain the hospital nursing data and the 

data analysis procedures used were discussed. The results for Study One are presented 

in the following two chapters. In Chapter Five, the results of the preliminary data 

analysis are discussed and the measurement properties for each of the model’s variables 

are presented. In Chapter Six, the results obtained through the estimation of the 

measurement and structural models are presented.  
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Chapter 5 Study One- An Assessment of 
the Measurement Properties of the 
Constructs for the Hospital-Based 
Nurse Sample 

 

5.1 Introduction 

The purpose of the present chapter is to present the results of the preliminary data 

analysis and information about the validation of the measures that were used in Study 

One. The refined measures from this chapter were used to test the measurement and 

structural models. The results obtained from the testing of the full measurement model, 

and the refinement of the structural models, are presented in Chapter Six.  

5.2 A Preliminary Analysis of the Data: Data Cleaning and Assumption 
Testing 

As was noted in Chapter Four, the data for Study One were obtained from a hospital-

based nurse sample. In total, 332 responses were obtained, all of which were coded into 

an IBM SPSS dataset by professional data entry operators. The data were initially 

screened for data entry errors and outliers and the assumptions that underlie SEM were 

tested prior to this analysis being undertaken. An inspection of the frequencies for each 

item suggested there were some inaccuracies in terms of the data entry (for example 

where a ‘55’ was recorded instead of ‘5’). In cases where data entry errors occurred, the 
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original questionnaires were examined and the correct data were re-entered. There were 

15 such instances of data entry errors, but it was difficult to determine if there were 

other data entry problems (e.g. the wrong value had been entered). Consequently, an 

audit technique was used to determine the accuracy of the data. Twenty per cent of the 

questionnaires were randomly selected (i.e. 67 surveys) and the original questionnaires 

were compared with the entered data. A decision was made before starting the process 

that if any case contained one data entry error, the full data set would be re-entered for 

that case. As no errors where found during the audit process, data errors were not 

considered to be an issue in the present study.  

The dataset had a small number of missing values (less than five per cent of the data). 

As was noted in the previous chapter, the missing data were randomly scattered and the 

responses from the cases containing missing values were not different to most 

responses on other variables, the expectation-maximisation (EM) method was used to 

substitute values for the missing data.  

An item analysis was undertaken to assess each item prior to exploring the 

measurement properties of the various variables (see Appendix B). Six of the 105 items 

used to measure the various variables had values well beyond the accepted range for 

normality and could be considered extremely nonnormal. Five of the six non-normal 

items formed part of the negative affect dimension of the positive affect negative affect 

scale (PANAS). The other non-normal item measured part of the depersonalisation 

dimension on the burnout scale. Although SEM is robust to deviations from normality, 

these variables were extremely non-normal and were removed from the subsequent 

analysis.  
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5.3 Examining the Measurement Properties of Each Construct 

The purpose of this stage of the data analysis was to test the measurement properties of 

the various variables included in the study, prior to testing the measurement model and 

structural models (Chapter Six). The IBM SPSS version 19.0 software (SPSS Inc 2010) 

was used to undertake some of the analyses reported in this chapter, while the IBM 

SPSS AMOS package (Arbuckle 2010) was used to estimate the various confirmatory 

factor analyses (CFAs) discussed in this chapter.  

A series of analyses were undertaken to examine the suitability of the measures included 

in the model. Joreskog (1993) recommended a process in which the variables are tested 

separately, after which the full measurement model is examined and, lastly, the 

structural model is tested and confirmed across two samples. Consequently, a series of 

confirmatory factor analyses were used to refine the various measures and to determine 

their unidimensionality. Construct reliability was then checked, after which convergent 

and discriminant validity were assessed to ensure each of the variables had acceptable 

measurement properties. The present analysis:  

1. Determined the fit of the one-factor congeneric models for each variable. 

2. Computed the construct reliabilities of each of the variables. 

3. Determined the convergent validities of each of the variables. 

4. Determined the discriminant validities of each of the variables. 
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5.4 The Confirmatory Factor Analyses for Sample One 

As already noted, a one-factor congeneric model was estimated for each variable to 

assess the fit of the observed items to their suggested underlying latent variables. The 

assessment of fit was discussed at length in Chapter Four (see section 4.5.2). The criteria 

used to assess the fit of these one-factor congeneric models were: 

• High item loadings (above 0.50) (Hair et al. 2010). 

• Error variances that were not highly correlated 

• A non-significant chi-squared statistic or a chi-square statistic to degrees of 

freedom ratio (normed chi-squared statistic) of less than 3.0 (Hair et al. 2010) 

The next section presents the results obtained for each of the confirmatory factor 

analyses undertaken for the variables included in the new model.  

 

5.4.1 Emotional Job Demands 

The three emotional job demands scale dimensions (variety, intensity and frequency of 

emotional display) (Brotheridge & Lee 2002, 2003; Erickson & Ritter 2001) were 

measured, each of which had three items. The results of these confirmatory factor 

analyses can be seen in Table 5-1. As the sub-scales had only three items each (and 

therefore had zero degrees of freedom), the degrees of freedom were increased in order 

to better examine the model’s fit by fixing the two error variances that were closest in 

value to be equal. The three subscales fitted the data well, as can be seen by the non-

significant chi-square statistics. Consequently, the sub-scales were used in subsequent 

analyses.  
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Table 5-1: The Job Demands Dimensions 

Variable χ2 df χ2/df 

Variety (3 items) 2.42 (p>0.05) 1 2.42 

Frequency (3 items) 0.15 (p>0.05) 1 0.15 

Intensity (3 items) 2.25 (p>0.05) 1 2.25 

5.4.2 Workload 

The workload scale contains three items (Martin & Wall 1989). As the scale had only 

three items each (and therefore had zero degrees of freedom), the degrees of freedom 

were again increased in order to better examine the model’s fit by fixing the two error 

variances that were closest in value to be equal. The three items were a good fit for the 

data, as can be seen in Table 5-2. Consequently, the scale was included in subsequent 

analyses. 

Table 5-2: The Workload Scale 

Variable χ2 df χ2/df 

Workload (3 items) 0.13 (p>0.05) 1 0.13 

 

5.4.3 Positive and Negative Affect 

Affect was measured using the positive affect and negative affect scale (PANAS), each 

of which contained ten items (Watson et al. 1988). However, as was noted earlier, five 

items were removed from the negative affect scale as responses to these items were 

extremely non-normal. Initially, neither scale fitted the data well, as can be seen in Table 

5-3, as the chi-squared statistic was statistically significant well beyond the 1% level for 

each scale. Consequently, the scales were refined using the procedures outlined in 

Section 4.5.2.1. Items that did not have high loadings (above 0.50) and/or items with 

highly correlated error variances were removed sequentially until a good fit was 
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achieved for each variable. After applying this refining process, an acceptable four-item 

positive affect scale was found. Consequently, the positive affect scale was used in 

subsequent analyses. 

The negative affect scale was reduced to three items (and therefore had zero degrees of 

freedom). The degrees of freedom were increased in order to better examine the 

model’s fit by fixing the two error variances that were closest in value to be equal. The 

chi-square statistic to degrees of freedom value in this case was 4.66, which was above 

the accepted level of 3.0. As a result, it was decided to exclude the negative affect scale 

from subsequent analysis. 

Table 5-3: The Positive and Negative Affect Scales 

Variable Model χ2 Df χ2/df 

     Positive Affect 

 

Original Model (10-items) 213.81 (p<0.01) 35 6.11 

Final Model (4-items) 5.48 (p>0.05) 2 2.74 

Negative Affect 

 

Original Model (10-items) 331.27 (p<0.01) 35 9.46 

Final Model (3-items) 4.66 (p>0.01) 1 4.66 

5.4.4 Emotional Labour 

The emotional labour scale had two factors (surface acting and deep acting) 

(Brotheridge & Lee 2002, 2003; Grandey 1999). As can be seen in Table 5-4, the initial 

subscales, in which eight items measured surface acting and four items measured deep 

acting, did not fit the data well, as the chi-squared statistic for each scale was statistically 

significant beyond the 1% level. However, as can be seen in the Table, the revision 

process found an acceptable four-item surface acting scale and an acceptable three-item 

deep acting scale. Consequently, the two scales were used in subsequent analyses. 
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Table 5-4: The Emotional Labour Scales 

Variable Model χ2 Df χ2/df 

     Surface Acting 

 

Original Model (8-items) 154.94 (p<0.01) 20 7.75 

Final Model (4-items) 3.24 (p>0.05) 2 1.62 

Deep Acting 

 

Original Model (4-items) 31.59 (p<0.01) 2 15.80 

Final Model (3-items) 0.47 (p>0.05) 1 0.47 

 

5.4.5 Emotion Work 

The scales measuring emotion work (surface acting and deep acting) were developed as 

part of the present study. The items used to measure emotion work were adapted from 

the emotional labour items whereby respondents were asked about their interactions 

with co-workers, rather than their interactions with clients. Thus, the original emotional 

labour scales had eight surface acting items and four deep acting items, which reflected 

the items in the emotion work surface acting and the deep acting scales. As can be seen 

in Table 5-5, these scales did not fit the data well, as the chi-squared statistics were 

statistically significant beyond the 1% level for both scales. After refining the scales, the 

emotion work surface acting variable formed an acceptable three-item scale and was 

used in subsequent analyses. For emotion work deep acting, the ratio of the chi-square 

statistic to degrees of freedom was above the 3.0 benchmark. Thus, it was decided the 

emotion work deep acting scale should not be used in subsequent analyses.  

Table 5-5: The Emotion Work Scales 

Variable Model χ2 df χ2/df 

Surface Acting 

 

Original Model (8-items) 121.64 (p<0.01) 20 6.08 

Final Model (3-items) 0.18 (p>0.05) 1 0.18 

Deep Acting 

 

Original Model (4-items) 43.32 (p<0.01) 2 21.66 

Final Model (3-items) 3.45 (p>0.05) 1 3.45 
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5.4.6 Emotional Dissonance 

Emotional dissonance was measured using a three-item scale developed by Morris and 

Feldman (1996b). The scale was a good fit for the data in this case, as can be seen in 

Table 5-6. Consequently, the scale was used in subsequent analyses. 

Table 5-6: The Emotional Dissonance Scale 

Variable χ2 df χ2/df 

Emotional Dissonance (3 items) 2.02 (p>0.05) 1 2.02 

5.4.7 Genuine Expression 

Genuine expression was also measured through a three item scale, combining items 

suggested by Grandey (1999) and Erickson and Ritter (2001). The three items were also 

a good fit for the data, as can be seen in Table 5-7. Consequently, the scale was used in 

subsequent analyses. 

Table 5-7: The Genuine Expression Scale 

Variable χ2 df χ2/df 

Genuine Expression (3 items) 0.00 (p>0.05) 1 0.00 

5.4.8 Supervisory Support 

Supervisory support was measured by the four-item scale suggested by Caplan et al. 

(1975). These items were also a good fit for the data, as can be seen in Table 5-8. 

Consequently, the scale was used in subsequent analyses.  

Table 5-8: The Supervisory Support Scale 

Variable χ2 df χ2/df 

Supervisory Support (4 items) 3.15 (p>0.05) 2 1.57 
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5.4.9 Burnout 

Burnout was measured through the emotional exhaustion, depersonalisation and 

personal accomplishment subscales suggested by Maslach and Jackson (1981). Nine 

items measured emotional exhaustion, five items measured depersonalisation and eight 

items measured personal accomplishment. In the preliminary data analysis, one item 

was removed from the depersonalisation scale due to its non-normality. Therefore, only 

four items were included in the depersonalisation subscale. As can be seen in Table 5-9, 

the confirmatory factor analysis found a good fit to the data for the depersonalisation 

dimension. However, the other two dimensions did not fit well, as the chi-squared 

statistic for each of these two dimensions was statistically significant beyond the 1% 

level. The nine-item emotional exhaustion scale was reduced to a 3-item scale, which 

fitted the data well, while the personal accomplishment scale was reduced to an 

acceptable 4-item scale. Consequently, the three sub-scales were used in subsequent 

analyses. 

 

Table 5-9: The Emotional Exhaustion, Depersonalisation and Personal Accomplishment 

Burnout Subscales 

Variable Model χ2 df χ2/df 

Emotional Exhaustion 

 

Original Model (9-items) 279.10 (p<0.01) 27 10.34 

Final Model (3-items) 0.65 (p>0.05) 1 0.65 

Depersonalisation 4-items 5.98 (p>0.05) 2 2.99 

    Personal 
Accomplishment 

Original Model (8-items) 181.37 (p<0.01) 20 9.07 

 Final Model (4-items) 4.08 (p>0.05) 2 2.04 
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5.4.10 Job Satisfaction 

The job satisfaction scale that was used in the present study had intrinsic and extrinsic 

dimensions (Warr et al. 1979). However, as can be seen in Table 5-10, neither scale 

fitted the data well, as the chi-squared statistic for each scale was statistically significant 

beyond the 1% level. As can also be seen in Table 5-10 intrinsic job satisfaction was 

reduced to an acceptable four-item scale that fitted the data well, while the extrinsic job 

satisfaction scale was reduced to an acceptable three-item scale that fitted the data well. 

Consequently, the two sub-scales were used in subsequent analyses. 

Table 5-10: The Job Satisfaction Scales 

Variable Model χ2 df χ2/df 

Intrinsic Job Satisfaction Original Model (7-items) 93.29  (p<0.01) 14 6.66 

 Final Model (4-items) 1.35 (p>0.05) 2 0.68 

Extrinsic Job Satisfaction 

 

Original Model (8-items) 130.83 (p<0.01) 20 6.54 

Final Model (3-items) 1.71 (p>0.05) 1 1.71 

 

The preceding analyses found that all but two of the variables had acceptable fit. 

Consequently, while the poor fitting scales (emotion work deep acting and negative 

affect) were not used in the subsequent analysis, all of the other variables were retained 

at this stage.  

As is clear in Table 5-1 to Table 5-10, not all of the items were retained in the attempt 

to find acceptable one-factor congeneric models. The removal of a large number of 

items from some of the scales was a concern, as this may change the nature of the 

variable being measured. One way to test this concern is to correlate a composite 

variable that includes the original set of items from the survey with a composite variable 

that includes the reduced set of items (Thomas, Soutar & Ryan 2001). A high 
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correlation between the original and refined composite variables suggests the 

refinement process has not resulted in a substantial loss of information or a change in 

the nature of the measured variable.  

These correlations were computed for the scales for which there had been a reduction 

in the number of items and the results obtained can be seen in Table 5-11. All but one 

of the correlations exceeded 0.90 and all exceeded 0.80, suggesting the refined scales did 

not lose a great deal of information; nor did they change the nature of the variables. All 

of the correlations were statistically significant well beyond the 1% level, providing 

further support for the suggestion that most of the information in the original scales 

had been retained in the refined scales. 

Table 5-11: Correlations between the Original and Refined Variables in Sample One 

Variable Correlation Variable Correlation 

Positive Affect 0.93 Emotional Exhaustion 0.92 

EL Surface Acting 0.96 Depersonalisation 0.94 

EL Deep Acting 0.96 Personal Accomplishment 0.92 

EW Surface Acting 0.94 Intrinsic Job Satisfaction 0.95 

  Extrinsic Job Satisfaction 0.89 

Note: all of the correlations are significant well beyond the 0.01 level.                                               
EL= emotional labour, EW= emotion work.  

5.5 Construct Reliability 

Construct reliability scores were computed for each of the retained scales and the results 

obtained can be seen in Table 5-12. Values of 0.70 or greater suggest a scale has internal 

consistency and, thus, construct reliability. As can be seen in the table, all of the 

variables had good reliability with the exception of intensity, emotional dissonance and 

genuine expression. As the construct reliability value for emotional dissonance (0.68) 
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was only marginally lower than the 0.70 criterion, it was retained for further analyses. 

The construct reliability values for intensity and genuine expression were well below the 

suggested criterion and these variables were excluded from subsequent analysis.  

Table 5-12: Construct Reliability Scores for each Variable in Sample One 

Variable Construct 
Reliability 

Variable Construct 
Reliability 

Variety 0.86 Emotional Labour Surface 
Acting 

0.87 

Frequency 0.78 Emotional Labour Deep 
Acting 

0.86 

Intensity 0.52 Emotion Work Surface Acting 0.82 

Positive Affect 0.87 Emotional Exhaustion 0.90 

Emotional Dissonance 0.68 Depersonalisation 0.84 

Supervisory Support 0.93 Personal Accomplishment 0.83 

Genuine Expression 0.59 Intrinsic Job Satisfaction 0.84 

Workload 0.88 Extrinsic Job Satisfaction 0.83 

5.6 Convergent and Discriminant Validity 

Convergent validity refers to the similarity between different measures of a variable and 

can be seen when a set of items that measure a particular variable are highly correlated. 

Discriminant validity refers to the degree to which a scale differs from other scales that 

are related, but theoretically different (Hair et al. 2010). As was noted in the previous 

chapter, several methods can be used to examine convergent and discriminant validity.  

The present study tested convergent validity by:  

1) Looking at the relevant loadings and the significance of the t-statistics associated 

with these loadings.  
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2) Using Fornell and Larcker’s (1981) method to see whether a scale’s average 

variance extracted (AVE) score was at least 0.50.  

Discriminant validity was also tested through Fornell and Larcker’s (1981) method. The 

various variables’ AVE scores were compared with their shared variance (or the squared 

correlation between them). The variables’ AVE scores, which are a measure of the 

information in that variable, should be greater than the shared variance between 

relevant variables if discriminant validity is to be assumed. 

5.6.1 Convergent Validity 

Convergent validity was examined initially by looking at the size and statistical 

significance of the items’ loadings. All of the loadings were statistically significant well 

beyond the 1% level and only one of the variables (emotional dissonance) had factor 

loadings that were below 0.50, supporting their convergent validity. Lastly, the average 

variance extracted (AVE) scores shown in Table 5-13 were calculated for each variable.  

Table 5-13: Average Variance Extracted Scores for the Remaining Variables 

Variable AVE Variable AVE 

Variety 0.67 Emotional Labour Deep 
Acting 

0.67 

Frequency 0.55 Emotion Work Surface Acting 0.60 

Positive Affect 0.62 Emotional Exhaustion 0.76 

Emotional Dissonance 0.45 Depersonalisation 0.57 

Supervisory Support 0.76 Personal Accomplishment 0.55 

Workload 0.71 Intrinsic Job Satisfaction 0.57 

Emotional Labour Surface 
Acting 

0.63 Extrinsic Job Satisfaction 0.62 

Note: AVE= average variance extracted.  
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An AVE score should be at least 0.50 as, if it is less, “the variance due to measurement 

error is larger than the variance captured by the variable and the validity of the 

individual indicators as well as the variable is questionable” (Fornell & Larcker 1981,   p. 

46). One variable had an AVE score less than 0.50, although it was not less than 0.45, 

supporting the convergent validity of the retained variables. 

5.6.2 Discriminant Validity 

As was noted earlier, discriminant validity between the various variables was assessed by 

comparing their AVE scores with their squared correlations. If the minimum AVE 

score for a pair of variables is greater than their shared variance (i.e. the squared 

correlation between the pair of variables), discriminant validity can be assumed (Fornell 

& Larcker 1981). The variables’ AVE scores and the squared correlations can be seen in 

Table 5-14.  

Table 5-14 AVE Scores and Square Correlations for the Remaining Variables 

Variables AVE 2 3 4 5 6 7 8 9 10 11 12 13 14 

1. Variety 0.67 .15 .07 .00 .05 .01 .00 .00 .00 .01 .00 .01 .02 .01 

2. Frequency 0.55  .02 .05 .21 .05 .04 .00 .01 .01 .00 .06 .01 .00 

3. Positive Affect 0.62   .14 .01 .09 .08 .07 .01 .02 .10 .16 .22 .09 

4. EL Surface Acting 0.63    .07 .44 .48* .04 .08 .08 .17 .04 .06 .08 

5. EL Deep Acting 0.67     .06 .03 .00 .05 .02 .00 .03 .00 .00 

6. EW Surface Acting 0.60      .33 .04 .08 .10 .14 .03 .08 .08 

7. Emotional Dissonance 0.45       .03 .04 .07 .15 .04 .09 .10 

8. Supervisory Support 0.76        .06 .08 .07 .01 .33 .21 

9. Workload 0.71         .38 .04 .00 .06 .12 

10. Emotional Exhaustion 0.76          .17 .00 .08 .19 

11. Depersonalisation 0.57           .11 .10 .12 

12. Personal 
Accomplishment 

0.55            .05 .01 

13. Intrinsic Job 
Satisfaction 

0.57             .37 

14. Extrinsic Job 
Satisfaction 

0.62                           

Note: AVE= average variance extracted. * indicates where the squared correlations between pairs of 
variables is higher than the AVE score for an individual variable EL= emotional labour, EW= emotion 
work.  
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As can be seen in the table, there was only one pair of variables that was cause for 

concern, as all other squared correlations were less than the AVE scores for any of the 

relevant variable pairs. For emotional dissonance and emotional labour surface acting 

the shared variance (squared correlation) was 0.48. However, the AVE scores for these 

variables (0.45 and 0.63 respectively) showed the AVE score for emotional dissonance 

was below the shared variance. As this was only a marginal difference, the emotional 

dissonance variable was retained for further analysis. As all other variables had AVE 

scores that were considerably higher than the relevant squared correlations, discriminant 

validity was assumed for each of the variables. Consequently, all of these variables 

seemed to have good measurement properties and were used in the subsequent analysis.   

5.6.3 Summary 

As can be seen in Table 5-15, if a variable did not meet the criterion of a particular test, 

it was excluded from subsequent analysis. As a result of this rigorous testing process, it 

was found that four of the variables did not meet minimum criteria to be considered 

reliable and valid measures (negative affect, emotion work deep acting, intensity, and 

genuine expression). In particular, the negative affect and emotion work deep acting 

scales did not demonstrate unidimensionality, while the intensity and genuine 

expression scales failed to meet the minimum criteria for reliability. The removal of 

these variables meant that hypotheses relating to these variables were not tested (i.e. 

Hypotheses 1b, 1c, 2c, 5c, 6c, 7c, 8c, 8e, 9a-c, 10c, 11b, 11c, 14b, 14c). In the next 

section the descriptive statistics for the retained scales are discussed.  
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Table 5-15: A Summary of the Variables’ Measurement Properties 

Variable Unidimensionality Construct 
Reliability 

Convergent 
Validity 

Discriminant 
Validity 

Variety     

Frequency     

Intensity  X   

Positive Affect     

Negative Affect X    

EL Surface Acting     

EL Deep Acting     

EW Surface Acting     

EW Deep Acting X    

Emotional 
Dissonance 

    

Genuine Expression  X   

Supervisory Support     

Workload     

Emotional 
Exhaustion 

    

Depersonalisation     

Personal 
Accomplishment 

    

Intrinsic Job 
Satisfaction 

    

Extrinsic Job 
Satisfaction 

    

Note: EL= emotional labour, EW= emotion work.  
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5.7 Descriptive Statistics for the Retained Variables 

Descriptive statistics for the revised scales can be seen in Table 5-16. The means for the 

emotional job demand variables (variety and frequency) were moderate, suggesting 

these aspects were ‘sometimes’ required by the nurses to do their job effectively. The 

low standard deviations indicated general agreement within the nursing group.  

Table 5-16: Means and Standard Deviations for the Retained Variables 

Variable Sample 1 

 Mean SD 

Variety 3.00 0.81 

Frequency 3.38 0.73 

Positive Affect 3.62 0.80 

EL Surface Acting 2.56 0.84 

EL Deep Acting 2.97 0.96 

EW Surface Acting 2.51 0.83 

Emotional Dissonance 2.58 0.69 

Supervisory Support 4.94 1.67 

Workload 3.55 0.97 

Emotional Exhaustion 3.27 1.59 

Depersonalisation 4.36 0.95 

Personal Accomplishment 4.19 0.91 

Intrinsic Job Satisfaction 4.34 1.23 

Extrinsic Job Satisfaction 4.25 1.24 

Note: EL= emotional labour, EW= emotion work. SD= standard deviation. 

The nurses reported ‘moderate’ to ‘quite a bit’ of positive affect, with the small standard 

deviation indicating general agreement across the sample. There were moderate levels of 

emotional labour in terms of surface and deep acting. The standard deviations were 

around one, indicating reasonable variation in the data. There were also moderate levels 
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of emotion work surface acting. The moderate standard deviations indicated there was 

some variation of responses within the group. Moderate levels of emotional dissonance 

were reported and the small standard deviations showed there was general agreement 

about this issue. Nurses reported ‘slight’ to ‘moderate’ supervisory support. However, 

the standard deviation indicated there was considerable variation in the responses to 

this variable. 

Responses to the three dimensions of burnout varied, as can be seen in the variables’ 

standard deviations. Nurses reported low to moderate levels of emotional exhaustion, 

and moderate levels of depersonalisation and personal accomplishment. Finally, the 

nurses reported moderate intrinsic and extrinsic job satisfaction, although the standard 

deviations suggested there was considerable variation in the responses to these items.  

 

5.8 Results for Testing the Hypotheses 

Three hypotheses, with parts, were tested through the analyses discussed in this chapter. 

These hypotheses are presented in Table 5-17. As can be seen in the Table, the three 

hypotheses were supported. The results for the remaining hypotheses (hypothesis 4 to 

hypothesis 19) are presented in subsequent chapters. 
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Table 5-17: Hypotheses Relating to the Variables’ Measurement Properties  

The Revised Hypothesised Relationships * Findings 

H1 Employees will engage in (a) emotion work surface acting 
when interacting with co-workers.  

H1a supported 

H2 Employees will engage in (a) emotional labour surface acting 
and (b) emotional labour deep acting when interacting with 
clients. 

H2a and H2b 
supported 

H3 Emotional labour strategies (surface and deep acting) are 
distinct from emotion work strategies (surface and deep 
acting). 

H3 supported 

Note: * Some hypotheses were deleted during the measurement and model refinement 
process. Only the retained hypotheses are shown in the Table. H3 was also tested in 
relation to differential relationships for EL and EW (see section 10.17.3). 

5.9 A Revised Model 

As was noted earlier, four of the variables that were initially included in the study did 

not meet all of the desired measurement criteria and were excluded from further 

analysis. As a result of their exclusion, the suggested structural models were revised, as 

can be seen in Figure 5-1 and Figure 5-2.  

 
Figure 5-1: A Revised Model of Workplace Emotion Regulation (Burnout) 
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Figure 5-2: A Revised Model of Workplace Emotion Regulation (Job Satisfaction) 

 

5.10 Conclusions 

The measurement properties of the variables that were included in Study One were 

examined and the results obtained through this process were outlined in the present 

chapter. The variables were tested for unidimensionality, construct reliability, construct 

validity and discriminant validity. Some of the variables did not meet the minimum 

criteria and were excluded from further analysis. The results obtained from estimating 

the revised model are discussed in the next chapter.  
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Chapter 6 Study One - An Assessment 
of the Measurement Model and the 
Structural Model for the Hospital -
Based Nurse Sample 

 

6.1 Introduction 

As was noted in Chapter Five, the variables’ measurement properties were assessed. As 

a result, four variables were removed from further analysis (negative affect, emotion 

work deep acting, genuine expression and intensity). The results discussed in this 

chapter came from testing the data’s multivariate assumptions and estimating the 

measurement model and the revised structural model using the refined measures 

reported in Chapter Five.  

6.2 Testing some Multivariate Assumptions 

The Mahalanobis distance was used to identify multivariate outliers (Tabachnick & 

Fidell 2007). Mahalanobis distance scores, which measure the multivariate distance from 

the overall grand mean, were computed for each respondent. In this case, a large 

distance suggests an observation may be a multivariate outlier. Only one outlier was 

found and this observation was removed before any subsequent analysis was 

undertaken. This respondent had little or no variation in their responses (i.e. responded 

with a ‘1’ for all questions) and may not have correctly read the instructions or did not 
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take the time to complete the survey thoughtfully. As a consequence of these changes, 

this sample (Sample One) had 331 useable responses. 

An analysis was undertaken to determine the normality and kurtosis of each aggregated 

item (see Appendix C). Items were assessed for kurtosis, skewness and all items were 

assessed for multivariate normality. Table C-1 in Appendix C shows the skewness and 

kurtosis associated with each item. Univariate skewness values range from 0.038 to 

1.077 and univariate kurtosis values range from -0.865 to 1.098. Mardia’s (1970) 

coefficient of multivariate kurtosis value of 75.42 (and a critical ratio of 16.74) suggested 

the data were not multivariate normal.  

To address the multivariate nonnormality of the data; an assumption that, in practice, 

most data fail to meet (Byrne 2001; West, Finch & Curran 1995), bootstrapping was 

used in this study. In particular, the Bollen-Stine bootstrap (Bollen & Stine 1993) was 

used to test model fit, adjusting for the lack of multivariate normality. This technique 

provides a p-value for the chi-square statistic which is adjusted for the distributional 

misspecification in the model.  

6.3 The Measurement Model 

The measurement model was assessed using Anderson and Gerbing’s (1998) approach. 

The measurement model includes all of the variables (as latent constructs with their 

indicator items), together with the covariances between the variables. Given the large 

number of latent variables and indicator items, it was decided to use the partial 

disaggregation approach, which was discussed at length in Chapter Four (section 4.5.3), 

to estimate the model (Bagozzi & Edwards 1998; Bagozzi & Heatherton 1994). If the 

data do not fit the measurement model, the lack of model fit may be attributed to 

measurement error (Anderson & Gerbing 1998).  
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The measurement model had an acceptable fit to the data. While the chi-square statistic 

(χ2 = 429.86, df = 259) was statistically significant at the 1% level, and the AGFI 

suggested a marginal fit (0.88), the other fit statistics were acceptable. The normed chi-

square statistic (i.e. the ratio of the chi-square statistic to degrees of freedom) of 1.66 

was well below the suggested maximum criteria of 3.00 (Hair et al. 2010), suggesting a 

good fit, while the CFI (0.97), the TLI (0.95) and the GFI (0.92) all suggested a good fit, 

as did the RMSEA (0.05; 90% confidence interval 0.04-0.05). Overall, it seemed that the 

measurement model fitted the data obtained from the first nurse sample and that the 

suggested structural model could be examined. 

6.4 Testing the Revised Structural Models  

A workplace emotion regulation model was suggested in Chapter Three, which was 

refined in Chapter Five as a result of the assessment of the measurement properties of 

the model’s variables. The revised models, which were shown in Figure 5-1 and Figure 

5-2, were estimated through SEM procedures and the results obtained are outlined in 

subsequent sections of this chapter. The revised model includes a number of 

antecedents (e.g. supervisory support and positive affect), a mediator (e.g. emotional 

dissonance) and some outcomes (e.g. job satisfaction and burnout). The models’ 

goodness of fit was determined by considering the chi-squared statistic and other 

goodness of fit indices. The hypotheses were assessed by considering the significance 

and size of the path coefficients. In addition, total effects (including the direct and 

indirect effects) of each of the variables were considered, together with the proportion 

of the variance explained in each of the endogenous variables, which was assessed by 

examining these variables’ squared multiple correlations.  
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Due to the complexity of the proposed model, the outcome variables (job satisfaction 

and burnout) were assessed separately to reduce potential problems of multicollinearity 

and to retain order within the various estimated models. The first model included the 

three burnout dimensions (emotional exhaustion, depersonalisation and personal 

accomplishment), while the second model included the two job satisfaction dimensions 

(intrinsic and extrinsic job satisfaction). As can be seen in Table 6-1, twelve hypotheses 

were tested in the revised burnout model.  
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Table 6-1: Hypotheses Relating to the Revised Burnout Model 

Revised Hypothesised Relationships 

H5 Workload is positively related to (a) emotional labour surface acting, and (b) 
emotion work surface acting. 

H6 Emotional job demands of (a) variety and (b) frequency are positively related to 
emotional labour surface acting. 

H7 Emotional job demands of (a) variety and (b) frequency are positively related to 
emotional labour deep acting. 

H8 Positive affect is negatively related to (a) emotional labour surface acting, and (b) 
emotion work surface acting, and is positively related to (d) emotional labour deep 
acting, when the required expression of emotion is positive. 

H10 Supervisory support is negatively related to (a) emotional labour surface acting 
and (b) emotion work surface acting.   

H11 It is hypothesised (a) emotional labour deep acting is positively related to personal 
accomplishment. 

H12 It is hypothesised (a) emotional labour surface acting and (b) emotion work 
surface acting are positively related to emotional exhaustion. 

H13 It is hypothesised (a) emotional labour surface acting and (b) emotion work 
surface acting are positively related to depersonalisation. 

H16 It is hypothesised that (a) emotional labour surface acting, and (b) emotion work 
surface acting, will positively predict emotional dissonance. 

H17 Emotional dissonance positively influences (a) emotional exhaustion and (b) 
depersonalisation. 

H18 Emotional dissonance mediates the relationships between (a) emotional labour 
surface acting and emotional exhaustion and (b) emotion work surface acting and 
emotional exhaustion. 

H19 Emotional dissonance mediates the relationships between (a) emotional labour 
surface acting and depersonalisation and (b) emotion work surface acting and 
depersonalisation. 
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6.5 Testing the Impact of Emotion Regulation Strategies on Burnout 

As was noted earlier, the revised model was initially tested with burnout as the outcome 

variable. The structural model tested in this section, which was implied by the twelve 

hypotheses shown in Table 6-1, can be seen in Figure 6-1.  

 
Figure 6-1: An Emotion Regulation and Burnout Model 

 

It should be noted that, in this model, a path was included from emotional labour 

surface acting to emotional labour deep acting as, from a theoretical point of view, an 

employee who engages in deep acting behaviour may also take advantage of surface 

acting behaviour (Brotheridge 1999; Grandey 2003). A path was also included from 

emotional labour surface acting to emotion work surface acting, since employees who 

perform emotional labour in the form of surface acting for their clients are also likely to 

use this strategy in interactions with their co-workers.  

Additionally, paths were included between the burnout dimensions, as these variables 

are related and, thus, are likely to be predictive of each other. In particular, a path was 
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included from emotional exhaustion to depersonalisation, as past research has suggested 

the greater an employee’s emotional exhaustion, the greater would be their feeling of 

depersonalisation (Leiter & Maslach 1988; Leiter 1988). A path was also included from 

depersonalisation to personal accomplishment, as past research has suggested the 

greater an employee’s feeling of depersonalisation the lower is that employee’s feelings 

of personal accomplishment (Leiter & Maslach 1988; Leiter 1988).  

6.5.1 Model Fit 

When the model was first estimated, the initial results suggested the model only 

marginally fitted the data (χ2=576.96 (222 df), p<0.01, χ2/df= 2.60, CFI=0.92, 

TLI=0.90, GFI=0.89, AGFI=0.85, RMSEA=0.07, with 90% confidence interval 

ranging from 0.06 to 0.08). A closer inspection of the output suggested the model 

included several variables that did not have statistically significant paths and there were 

other insignificant paths that could be removed to improve the model’s fit. In order to 

do this, non-significant path coefficients between variables were assessed. An iterative 

approach was used in which variables with only non-significant paths were identified. 

The paths from these exogenous variables were removed, after which other non-

significant paths, starting with the path with the smallest standardised coefficient, were 

removed in an iterative fashion. At each stage, the model was re-estimated and all of the 

paths were assessed to see whether they were statistically significant. As a result of these 

changes, the path from positive affect to deep acting was removed. In addition, two of 

exogenous variables were removed (i.e. variety and supervisory support), as none of the 

paths from these variables were statistically significant.  

The modification indices were also considered. They suggested the model could be 

improved by including three additional paths. After ensuring the paths could be justified 

theoretically, a direct path was added from workload to emotional exhaustion, which 
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suggested the greater an employee’s work demands, the greater is the likelihood that the 

employee would experience higher emotional exhaustion, a proposition supported by 

previous research (Naring et al. 2006; Naring & van Droffelaar 2007; Pugliesi 1999). A 

direct path was also added from workload to emotional labour deep acting, suggesting 

the greater an employee’s work demands, the more likely the need to engage in 

emotional labour deep acting to express organisationally-desired emotions during 

customer interactions. A third direct path was added from positive affect to personal 

accomplishment implying that an employee with high positive affect will feel a greater 

sense of personal accomplishment due to their positive mind-set, a finding supported 

by prior research (Zammuner & Galli 2005b). These modifications led to a revised 

model, shown in Figure 6-2, that had a good fit to the data (χ2=271.89 (150 df), p<0.01, 

χ2/df= 1.81, CFI=0.97, TLI=0.96, GFI=0.93, AGFI=0.90, RMSEA=0.05 with 90% 

confidence interval 0.04-0.06).  

 

Figure 6-2: A Revised Burnout Model 
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6.5.2 Structural Path Coefficients  

The model suggests positive affect is negatively related to emotional labour surface 

acting (standardised coefficient = -0.48, p<0.01), providing support for hypothesis 8a. 

A person with a positive disposition is less likely to engage in surface acting when 

interacting with clients. Interestingly, positive affect was not significantly related to 

emotion work surface acting (standardised coefficient = -0.02, p>0.05), nor to 

emotional labour deep acting. Consequently, hypothesis 8b and hypothesis 8d were not 

supported. The path linking positive affect and personal accomplishment was positive 

and statistically significant (standardised coefficient = 0.39, p<0.05), suggesting a person 

with a positive disposition is more likely to experience a sense of personal 

accomplishment.  

A statistically significant positive path was found between workload and emotional 

labour surface acting (standardised coefficient = 0.23, p<0.01). This suggests higher 

workloads result in more emotional labour surface acting, providing support for 

hypothesis 5a. However, hypothesis 5b was not supported, as the path between 

workload and emotion work surface acting was not statistically significant. The path 

from workload to emotional labour deep acting was statistically significant (standardised 

coefficient = 0.14, p<0.05), suggesting higher work demands result in employees 

engaging in more emotional labour deep acting. 

The ‘frequency’ variable was positively related to emotional labour surface acting 

(standardised coefficient = 0.37, p<0.01) and positively related to emotional labour 

deep acting (standardised coefficient = 0.55, p<0.01), providing support for hypothesis 

6b and hypothesis 7b. It seems the more frequent the emotional display, the greater are 

employees’ emotional labour surface acting and deep acting behaviours. The hypotheses 

relating to the relationships for variety with emotional labour surface acting (6a) and 
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variety with emotional labour deep acting (7a) were not supported, as these paths were 

not statistically significant. It seems that none of the antecedents were good predictors 

of emotion work surface acting. However, the relationships that were added to the 

model were statistically significant. Emotional labour surface acting positively 

influenced emotion work surface acting (standardised coefficient = 0.78, p<0.01), while 

the path from emotional labour surface acting to emotional labour deep acting 

(standardised coefficient = 0.14, p<0.05) was also statistically significant at the 5% 

significance level, suggesting employees who engage in surface acting during customer 

interactions also engage in deep acting. 

Emotional labour surface acting (standardised coefficient = 0.59, p<0.01) and emotion 

work surface acting (standardised coefficient = 0.38, p<0.01) were positively related to 

emotional dissonance, providing support for hypothesis 16a and hypothesis 16b. In 

turn, emotional dissonance was positively related to emotional exhaustion (standardised 

coefficient = 0.21, p<0.01) and depersonalisation (standardised coefficient = 0.43, 

p<0.01), supporting hypothesis 17a and hypothesis 17b. Finally, emotional exhaustion 

was positively related to depersonalisation (standardised coefficient = 0.30, p<0.01) and 

depersonalisation was negatively related to personal accomplishment (standardised 

coefficient = -0.27, p<0.01). While these relationships were not hypothesised in the 

initial model, their inclusion was supported by previous research (Leiter & Maslach 

1988; Leiter 1988).  

6.5.3 An Assessment of Total Effects, Direct Effects and Indirect Effects 

The direct and indirect effects of the model’s variables were also examined in order to 

better understand the total effects the predictor variables had on the model’s 

endogenous variables. The standardised total effects, standardised direct effects and 

standardised indirect effects can be seen in Table 6-2.  The standardised direct effects 
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suggested emotional labour surface acting was a strong predictor of emotion work 

surface acting (0.78), while positive affect had a small standardised direct effect on 

emotion work surface acting (-0.02). Interestingly, the standardised indirect effects 

suggested other variables also influenced emotion work surface acting, through their 

relationship with emotional labour surface acting. These variables included positive 

affect (-0.37), frequency (0.29), and workload (0.18).  
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Table 6-2 Standardised Total, Direct, and Indirect Effects- Burnout 

 PAff Freq Work ELSA EWSA ED EE De ELDA 

Total Effects          

ELSA -.48 .37 .23       

EWSA -.40 .29 .18 .78      

ED -.43 .32 .20 .89 .38     

EE -.09 .07 .66 .19 .08 .21    

De -.21 .16 .29 .44 .19 .49 .30   

ELDA -.07 .60 .17 .14      

PAcc .43 .10 -.04 -.08 -.05 -.13 -.08 -.27 .24 

Direct Effects          

ELSA -.48 .37 .23       

EWSA -.02   .78      

ED    .59 .38     

EE   .62   .21    

De      .43 .30   

ELDA  .55 .14 .14      

PAcc .39       -.27 .24 

Indirect Effects          

ELSA          

EWSA -.37 .29 .18       

ED -.43 .32 .20 .29      

EE -.09 .07 .04 .19 .08     

De -.21 .16 .29 .44 .19 .06    

ELDA -.07 .05 .03       

PAcc .04 .10 -.04 -.08 -.05 -.13 -.08   

Note: PAff= positive affect, Freq= frequency, Work= workload, ELSA= emotional labour 
surface acting, EWSA= emotion work surface acting, ED= emotional dissonance, EE= 
emotional exhaustion, De= depersonalisation, ELDA= emotional labour deep acting, PAcc= 
personal accomplishment. 

There were direct effects on emotional dissonance from emotional labour surface acting 

(0.59) and emotion work surface acting (0.38), further supporting hypothesis 16a and 

hypothesis 16b. There were also other related variables, as can be seen in the indirect 

 184 



effects, which included positive affect (-0.43), frequency (0.32), workload (0.20), and 

emotional labour surface acting (0.29).  

Depersonalisation was also influenced by a number of variables. Emotional dissonance 

(0.43) and emotional exhaustion (0.30) had strong direct effects, while positive affect    

(-0.21), frequency (0.16), workload (0.29), emotional labour surface acting (0.44), 

emotion work surface acting (0.19) and emotional dissonance (0.06) had indirect effects. 

The positive relationships found for emotional labour surface acting and emotion work 

surface acting predicting depersonalisation provide support for hypotheses 13a and 13b 

respectively. Two direct effects were found for emotional exhaustion (workload (0.62) 

and emotional dissonance (0.21)), while the main indirect effect was with emotional 

labour surface acting (0.19), providing support for hypothesis 12a. The direct effects for 

personal accomplishment were with positive affect (0.39) and emotional labour deep 

acting (0.24), supporting hypothesis 11a, and depersonalisation (-0.27). 

6.5.4 An Assessment of Mediation 

Hypothesis 12, hypothesis 13, hypothesis 18 and hypothesis 19 related to the mediating 

roles played by emotional dissonance. As can be seen in the refined model (Figure 6-2), 

emotional dissonance was expected to mediate the relationships between emotional 

labour surface acting and emotion work surface acting and the two burnout aspects of 

interest (emotional exhaustion and depersonalisation). In the previous section it was 

shown that emotional labour surface acting had a small standardised total effect (0.19) 

on emotional exhaustion, as did emotion work surface acting (0.08). The standardised 

total effect emotional labour surface acting had on depersonalisation was higher (0.44), 

as was the total effect emotion work surface acting had on depersonalisation (0.19). It 

seems there is some evidence that emotional dissonance plays a mediating role in the 

present research context. 
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The bootstrapping approach suggested by Shrout and Bolger (2002) was used to further 

examine this issue. This approach involved the estimation of mean indirect effects by 

estimating the model a number of times using bootstrapped samples. As these mean 

effects are obtained from a number of samples, bootstrapped standard errors can be 

estimated, allowing an estimation of the significance of the obtained effects. The IBM 

SPSS Amos 19.0 structural equation modelling software package (Arbuckle 2010) was 

used to obtain the required bootstrapping results. One thousand bootstrap samples 

were drawn with replacement to obtain bias-corrected confidence intervals, as suggested 

by Shrout and Bolger (2002). This method has greater power than Baron and Kenny’s 

(1986) four step approach, or Sobel’s (1982) test and is not adversely influenced by non-

normality, which can be problematic when testing for mediation (Shrout & Bolger 2002; 

Williams, Vandenberg & Edwards 2009).  

The indirect effects for emotional exhaustion had a 95% confidence interval that ranged 

from 0.10 to 0.27 for emotional labour surface acting and from 0.03 to 0.17 for emotion 

work surface acting. As the model had multiple potential mediators for these 

relationships, and the IBM SPSS Amos program only provides total indirect effects, 

these confidence intervals relate to the total indirect effects. The model was re-run after 

the alternate mediation paths were constrained to be equal to zero in order to test the 

mediation of emotional dissonance on the particular relationship of interest, which is 

one of many methods suggested to overcome the problem of multiple mediator models 

(Preacher & Hayes 2008). The indirect effects for emotional exhaustion had a 95% 

confidence interval that ranged from 0.07 to 0.19 for emotional labour surface acting. 

The results for emotion work surface acting remain unchanged, as this was a simple 

mediation with no alternative mediation paths to emotional exhaustion. 
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As neither of the intervals contained zero, it can be concluded that emotional 

dissonance was shown to mediate the relationship between emotional labour surface 

acting and emotional exhaustion and also the relationship between emotion work 

surface acting and emotional exhaustion, supporting hypothesis 18a and hypothesis 18b. 

The indirect effects for depersonalisation had a 95% confidence interval that ranged 

from 0.33 to 0.56 for emotional labour surface acting and from 0.07 to 0.34 for emotion 

work surface acting. Again, multiple potential mediation models existed and the 

multiple paths were constrained in order to identify the mediation effect of emotional 

dissonance on the relationships of interest. The indirect effects for depersonalisation 

had a 95% confidence interval that ranged from 0.18 to 0.41 for emotional labour 

surface acting and from 0.11 to 0.31 for emotion work surface acting. As neither of the 

intervals contained zero, it seems emotional dissonance mediated the relationship 

between emotional labour surface acting and depersonalisation and also the relationship 

between emotion work surface acting and depersonalisation, supporting hypothesis 19a 

and hypothesis 19b.  

6.5.5 The Variance Explained 

The proportions of the variance in the endogenous variables that were explained by the 

estimated model were also examined. Thirty nine percent of the variation in emotional 

labour surface acting was explained by its antecedent variables (frequency, positive 

affect and workload), 41% of the variation in emotional labour deep acting was 

explained by frequency, workload and emotional labour surface acting and 62% of the 

variation in emotion work surface acting was explained by positive affect and emotional 

labour surface acting. Most of the variation in emotional dissonance (85%) was 

accounted for by its antecedent variables, 50% of the variation in emotional exhaustion 
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was explained, 38% of the variation in depersonalisation was explained and 31% of the 

variation in personal accomplishment was explained by the model.  

6.5.6 A Summary of the Hypotheses and the Findings Relating to Burnout 

The size, direction and significance of the standardised path coefficients (the structural 

weights), together with the total (direct and indirect) effects, were used to see whether 

the suggested relationships were supported. A summary of the relevant hypotheses, 

together with the findings, can be seen in Table 6-3. Some of the hypotheses could not 

be tested as the measures did not have acceptable measurement properties and, 

consequently, were not included in the revised model.  
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Table 6-3: Hypotheses Tested in the Structural Model Predicting Burnout 

Revised Hypothesised Relationships Findings 

H5 Workload is positively related to (a) emotional labour 
surface acting, and (b) emotion work surface acting. 

H5a supported. 
H5b not 
supported. 

H6 Emotional job demands of (a) variety and (b) frequency are 
positively related to emotional labour surface acting. 

H6a not 
supported. H6b 
supported.  

H7 Emotional job demands of (a) variety and (b) frequency are 
positively related to emotional labour deep acting. 

H7a not 
supported. H7b 
supported. 

H8 Positive affect is negatively related to (a) emotional labour 
surface acting, and (b) emotion work surface acting, and is 
positively related to (d) emotional labour deep acting, when 
the required expression of emotion is positive. 

H8a supported. 
H8b and H8d not 
supported. 

H10 Supervisory support is negatively related to (a) emotional 
labour surface acting and (b) emotion work surface acting.   

H10a and H10b 
not supported. 

H11 It is hypothesised (a) emotional labour deep acting is 
positively related to personal accomplishment. 

H11a supported. 

H12 It is hypothesised (a) emotional labour surface acting and (b) 
emotion work surface acting are positively related to 
emotional exhaustion. 

H12a and H12b 
supported. 

H13 It is hypothesised (a) emotional labour surface acting and (b) 
emotion work surface acting are positively related to 
depersonalisation. 

H13a and H13b 
supported. 

H16 It is hypothesised that (a) emotional labour surface acting, 
and (b) emotion work surface acting, will positively predict 
emotional dissonance. 

H16a and H16b 
supported. 

H17 Emotional dissonance positively influences (a) emotional 
exhaustion and (b) depersonalisation. 

H17a and H17b 
supported. 

H18 Emotional dissonance mediates the relationships between (a) 
emotional labour surface acting and emotional exhaustion 
and (b) emotion work surface acting and emotional 
exhaustion. 

H18a and H18b 
supported. 

H19 Emotional dissonance mediates the relationships between (a) 
emotional labour surface acting and depersonalisation and (b) 
emotion work surface acting and depersonalisation. 

H19a and H19b 
supported. 
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6.6 Testing the Impact Emotion Regulation Strategies have on Job 
Satisfaction 

The revised job satisfaction model, with its intrinsic and extrinsic job satisfaction 

dimensions, can be seen in Figure 6-3. It should be noted that, in this model, in a similar 

way to the burnout model, paths were included from emotional labour surface acting to 

emotional labour deep acting and from emotional labour surface acting to emotion 

work surface acting. The explanation for their inclusion was discussed earlier in this 

chapter when the burnout model was outlined. A path was added from intrinsic job 

satisfaction to extrinsic job satisfaction. This suggested the two job satisfaction facets 

are related and, in particular, the greater an employee’s satisfaction with intrinsic job 

aspects, the greater that employee’s satisfaction with extrinsic job aspects. As can be 

seen in Table 6-4, two additional hypotheses, which are discussed subsequently, were 

included in the revised job satisfaction model.  

 
Figure 6-3: A Model of Emotion Regulation and Job Satisfaction 
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Table 6-4: Hypotheses Relating to the Revised Job Satisfaction Model 

Revised Hypothesised Relationships 

H14 It is hypothesised (a) emotional labour deep acting is positively related to 
intrinsic job satisfaction. 

H15 It is hypothesised (a) emotional labour surface acting, and (b) emotion work 
surface acting, are positively related to extrinsic job satisfaction. 

Note: Some hypotheses were deleted during the measurement and model refinement 
process. Only the retained hypotheses are shown in the Table. 

6.6.1 Model Fit 

The initial results suggested the model only marginally fitted the data (χ2=505.28 (179 

df), p>0.01, χ2/df= 2.82, CFI=0.92, TLI=0.90, GFI=0.90, AGFI=0.85, RMSEA=0.07 

with 90% confidence interval 0.07-0.08). A closer inspection of the output suggested 

the model had several variables and paths that could be removed to improve the model 

fit. The same iterative procedure that had been used to improve the burnout model’s fit 

was also used in this case. During the refinement process, the exogenous variables’ 

relationships from the burnout model and the other variables common to both models 

were used as a starting point for refining the job satisfaction model. 

Non-significant path coefficients between the model’s various variables were assessed. 

The paths and variables that were removed in the burnout model were removed in this 

case. Thus, the path from positive affect to deep acting was removed. In addition, two 

of the exogenous variables were removed (i.e. variety and supervisory support), as none 

of the paths from these variables were statistically significant. In line with the burnout 

model, a direct path was added from workload to emotional labour deep acting. As a 

result of these changes, the model was no longer identified as there were four paths 

predicting extrinsic job satisfaction and only three exogenous variables. As the initial 

model suggested there was a very weak relationship between emotion work surface 
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acting and extrinsic job satisfaction, this path was removed to ensure the model was 

identified.  

After these initial changes were performed, the model fit improved, but was still only a 

marginal fit to the data (χ2=291.65 (118 df), p>0.01, χ2/df= 2.47, CFI=0.94, TLI=0.93, 

GFI=0.92, AGFI=0.88, RMSEA=0.07 with 90% confidence interval 0.06-0.08). 

Consequently, modification indices were examined to see whether sensible changes 

could be made. The model was improved by including additional paths from emotional 

dissonance to intrinsic job satisfaction and extrinsic job satisfaction. This modification 

resulted in the model, which can be seen in Figure 6-4, having an acceptable fit to the 

data (χ2=245.76 (117 df), p<0.01, χ2/df= 2.10, CFI=0.96, TLI=0.95, GFI=0.93, 

AGFI=0.90, RMSEA=0.06 with 90% confidence interval 0.05-0.07).  

 
Figure 6-4: The Revised Job Satisfaction Model 

 

6.6.2 The Structural Path Coefficients  

As was expected, the same relationships between the exogenous variables with emotion 

work surface acting, emotional labour surface acting and emotional labour deep acting 
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that were found in the burnout model were also found in the job satisfaction model. 

Consequently, this discussion is not repeated here. Further, the relationships between 

emotional labour surface acting and emotional labour deep acting and emotion work 

surface acting were the same as those that were found in the burnout model and, 

consequently, this discussion is not repeated here. Finally, the relationships between 

emotion work surface acting and emotional dissonance, and emotional labour surface 

acting predicting emotional dissonance were the same as those found with the burnout 

model and this discussion is not repeated here.  

A statistically significant positive path was found between emotional labour deep acting 

and intrinsic job satisfaction (standardised coefficient = 0.17, p<0.01). This suggests 

higher levels of emotional labour deep acting lead to higher intrinsic job satisfaction, 

providing support for hypothesis 14a. However, a number of the hypotheses were not 

supported. In particular: 

• Hypothesis 15a was not supported, as the path between emotional labour 

surface acting and extrinsic job satisfaction was not statistically significant 

(standardised coefficient = 0.06, p>0.05).  

• Hypothesis 15b was not supported, as the path from emotion work surface 

acting and extrinsic job satisfaction was not found to be statistically significant 

and was removed during the model refinement process. 
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6.6.3 An Assessment of Total Effects, Direct Effects and Indirect Effects 

The direct and indirect effects were also examined in order to better understand the 

impact the predictor variables had on the model’s various endogenous variables. The 

standardised total effects, standardised direct effects, and standardised indirect effects 

can be seen in Table 6-5.  

As shown by the standardised direct effects, emotional labour surface acting was a weak 

predictor of extrinsic job satisfaction (0.06). However, for the standardised indirect 

effects, emotional labour surface acting did impact on extrinsic job satisfaction (-0.37) 

and on intrinsic job satisfaction (-0.44), providing support for hypothesis 15a. Another 

interesting finding related to emotional dissonance, which impacted on extrinsic job 

satisfaction, as can be seen in its direct effect (-0.21) and indirect effect (-0.31).  

 

 

 

 

 

 

 

 

 

 

 194 



Table 6-5: Standardised Total, Direct, and Indirect Effects- Job Satisfaction 

 PAff Freq Work ELSA EWSA ED ELDA IJS EJS 

Total Effects          

ELSA -.48 .36 .24       

EWSA -.39 .28 .19 .78      

ED -.43 .32 .21 .88 .37     

ELDA -.07 .60 .16 .15      

IJS .18 -.05 -.07 -.37 -.17 -.46 .17   

EJS .18 -.08 -.08 -.38 -.19 -.52 .11 .67  

Direct Effects          

ELSA -.48 .36 .24       

EWSA -.02   .78      

ED    .59 .37     

ELDA  .55 .13 .15      

IJS      -.46 .17   

EJS    .06  -.21  .67  

Indirect Effects          

ELSA          

EWSA -.37 .28 .19       

ED -.43 .32 .21 .29      

ELDA -.07 .05 .04       

IJS .18 -.05 -.07 -.37 -.17     

EJS .18 -.08 -.08 -.44 -.19 -.31 .11   

Note: PAff= positive affect, Freq= frequency, Work= workload, ELSA= emotional labour 
surface acting, EWSA= emotion work surface acting, ED= emotional dissonance, ELDA= 
emotional labour deep acting, IJS= intrinsic job satisfaction, EJS= extrinsic job satisfaction. 

6.6.4 The Variance Explained 

Forty percent of the variation in emotional labour surface acting was explained by its 

antecedent variables (frequency, positive affect and workload), while 41% of the 

variation in emotional labour deep acting was explained by its antecedent variables 

(frequency, workload and emotional labour surface acting) and 62% of the variation in 

emotion work surface acting was explained by its antecedent variables (positive affect 

and emotional labour surface acting). Finally, most of the variation in emotional 

dissonance (83%) was accounted for by the model. These values are almost identical to 
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the values obtained in the burnout model, as was expected as this part of the model did 

not change. Nineteen percent of the variation in intrinsic job satisfaction was explained 

by its antecedent variables, while 56% of the variation in extrinsic job satisfaction was 

explained by its antecedent variables.  

6.6.5 A Summary of the Hypotheses and Findings Relating to Job Satisfaction 

The size, direction and significance of the standardised path coefficients (structural 

weights), together with the total (direct and indirect) effects, were used to see whether 

the additional suggested relationships were supported. A summary of the relevant 

hypotheses, together with the findings, can be seen in Table 6-6. 

Table 6-6: The Additional Hypotheses Tested in the Job Satisfaction Model 

The Revised Hypothesised Relationships Findings 

H14 It is hypothesised (a) emotional labour deep acting is positively 
related to intrinsic job satisfaction. 

H14a 
supported. 

H15 It is hypothesised (a) emotional labour surface acting, and (b) 
emotion work surface acting, are positively related to extrinsic job 
satisfaction. 

H15a and 
H15b not 
supported. 

6.7 Conclusions 

The present chapter began with an assessment of the measurement model that included 

all of the variables that had acceptable measurement properties. The measurement 

model fitted the data well and, as a result, all of the variables were used in the 

subsequent analysis. The suggested structural models were then estimated. In particular, 

two models that reflected the two main outcome variables of interest (burnout and job 

satisfaction) were estimated. For each outcome, model fit was assessed first. In both 

cases, some refinements were needed to obtain a good fit to the data. The total effects 

the various variables had on the two models’ endogenous variables (direct and indirect) 

 196 



were then considered. This analysis was useful as it provided additional information 

about the models’ indirect relationships and was helpful in testing the mediations that 

were suggested in each model. It was found that emotional dissonance did mediate the 

model’s relationships, as had been suggested. Further, the proportion of each 

endogenous variable’s variation that was explained by the model was discussed. 

Finally, a re-assessment of the hypotheses was considered. Many of the hypotheses were 

supported, supporting the suggested roles emotional labour and emotion work play in 

employees’ emotion regulation and providing a better understanding of the antecedent 

and outcome variables of emotion regulation (i.e. emotional labour and emotion work). 

The next stage of the analysis was to see whether the results obtained in the first nurse 

sample generalised to another sample of nurses, although, in this case, the nurses were 

employed in a community-based organisation, rather than in a hospital environment. 

Before the models were re-estimated on the new data set, the variables’ invariance 

across the two groups was examined, because if variables are not invariant across 

samples, results cannot be compared.  
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Chapter 7 Study Two- Research 
Approach and Methodology for the 
Community-Based Nurse Sample 

 

7.1 Introduction 

The present chapter discusses the approach used to examine the generalisability of the 

measures and the models used in Study One. The chapter starts with a short discussion 

of the revised models that were developed and estimated in Study One. Details of the 

procedures used to collect and analyse the data in Study Two are then provided. The 

background of the second sample is then outlined, after which the scales used to 

measure the variables included in the model and examples of the items used to measure 

each scale are discussed. The procedures used to collect the data and the methods used 

to analyse the collected data are also discussed. The chapter also outlines the analyses 

used to test the generalisability of the measures and the models across the two nurse 

samples, which was the main focus of Study Two. 

7.2 The Revised Measures and Models 

The new structural model, which was initially presented in Chapter Three, was 

estimated and refined, as two structural models, in Study One. Through this refinement 

process, several measures were removed (i.e. negative affect, emotion work deep acting, 

genuine expression and intensity) and the structural models were revised. These 
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measures were also excluded in the present study, which led to two revised structural 

models, which can be seen in Figure 7-1 and Figure 7-2.  

 

 

Figure 7-1: The Revised Burnout Model  

 

 

 

 

 

Figure 7-2: The Revised Job Satisfaction Model 
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7.3 The Community-Based Nurse Sample 

The data for Study Two were obtained from a sample of nurses who were employed by 

a community-based health care organisation that provides a wide range of nursing 

services, mainly to the elderly. The population of nurses included enrolled and 

registered nurses who were in direct, daily contact with patients or clients. 

7.4 The Measures Used in Study Two 

As was the case in Study One, a paper-and-pencil questionnaire was used to collect the 

data in Study Two. The questionnaire was the same as the one used to collect the data 

in Study One. The variables measured were:  

• Workload. 

• Emotional job demands (variety, frequency, intensity). 

• Affect (positive and negative). 

• Supervisory support. 

• Emotional labour (surface and deep acting). 

• Emotion work (surface and deep acting). 

• Emotional dissonance. 

• Genuine expression. 

• Burnout (emotional exhaustion, depersonalisation, personal accomplishment). 

• Job satisfaction (intrinsic and extrinsic).  

Established scales were used to measure all of the variables. Demographic and other 

background information was also collected. Each of the scales included in the model 

was discussed in detail in Chapter Four and all of the items included in the survey are 

provided in Appendix A.  
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7.5 Data Collection Procedure – Community-Based Nurse Sample 

In Study Two, surveys were distributed at service centre locations prior to monthly staff 

meetings that are held for the nurses employed at that centre. Service centre locations 

were identified using a stratified cluster sample that provided a spread of country, 

metropolitan, residential and hospice nurses (enrolled and registered) in proportions 

that were representative of the population of nurses employed in the organisation. 

Surveys were distributed within the selected service locations after the researcher had 

discussed the research project and answered queries. Nurses were given 20 to 25 

minutes to complete the survey. Nurses who were unable to attend the meeting were 

provided with a questionnaire and a reply-paid envelope by the relevant centre’s 

manager. Survey drop boxes were provided in staff rooms for nurses who did not 

complete the survey in the allocated time.  

330 questionnaires were distributed in the community-based nursing study and 173 

completed surveys were returned, providing a response rate of 52 percent. Several items 

obtained demographic and background information about the respondents. These 

questions asked about the respondents’ age, highest education level attained, tenure 

with their organisation, tenure as a nurse, nurse type (enrolled or registered), primary 

service area, hours worked per week, and employment status (full-time, part-time, 

casual). This information can be seen in Table 7-1, together with information that was 

obtained in Study One (the hospital-based nurse study).  

As can be seen in the Table, most of the community-based nursing respondents were 

registered nurses, who worked part-time and were over 44 years of age. It is also clear 

respondents in both organisations had similar backgrounds. For example, registered and 

clinical nurses made up 81 per cent of Sample One and 80 per cent of Sample Two.  
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Table 7-1: Background Data for the Two Nurse Samples 

Background 

Variables 

Sample 1 Sample 2 Background  

Variables 

Sample 1 Sample 2 

 (n = 332) (n = 173)  (n = 332) (n = 173) 

 Count % Count %  Count % Count % 

Nursing 
Category 

    Employment Type     

Enrolled  19 6 32 18 Full-time 102 30 45 26 

Registered 199 60 140 81 Part-time 198 60 109 63 

Clinical Nurse 67 20   Casual 22 7 18 10 

Nurse Manager 12 4 0 0 Missing 10 3 1 1 

Other 24 7 0 0 Education     

Missing 11 3 1 1 High school 26 8 31 18 

Age     Certificate      8 2 7 4 

< 24 years 26 8 4 2 Diploma 50 15 41 23 

25-34 years 59 18 17 10 Advanced Diploma 11 3 10 6 

35-44 years 105 32 50 29 Bachelors  131 40 38 22 

45-54 years 104 31 73 42 Graduate 
Qualifications 

79 24 40 23 

> 55 years 27 8 27 16 Other 15 4 3 2 

Missing 11 3 2 1 Missing 12 4 3 2 

 

7.6 Data Analysis Procedures 

As was noted earlier, the purpose of Study Two was to test the generalisability of the 

refined measures and models that were estimated in Study One. The data analysis 

procedure used for Study Two was similar to that used in Study One. However, the 

analysis included a number of analyses that were used to see whether the variables were 

similar in each of the two samples and to see whether the models had similar 

parameters in each of the two samples.  
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In Study Two, the analysis developed in four stages. In stage one, a preliminary data 

analysis was conducted in which the data were screened for errors and outliers and 

corrected where necessary (the same procedure was used in Study One). In stage two, 

the variables’ measurement properties were assessed using the data collected from the 

second nurse sample. In particular, an invariance analysis was undertaken to see 

whether the refined measures suggested in Study One were invariant across the two 

samples to see whether the good measurement properties established in Study One 

generalised to the data collected in Study Two. In stage three, a multiple-group 

measurement model was estimated to see whether the measurement model estimated in 

Study One generalised across the two samples. Finally, in stage four, a multiple-group 

structural model was estimated to see whether the refined model estimated in Study 

One fitted the data collected in Study Two.  

7.6.1 A Preliminary Analysis of the Data 

The data were examined prior to examining the variables’ measurement properties, the 

measurement model and the structural models. As was noted earlier, a total of 173 

responses were obtained from the community-based nurse sample (Sample Two), all of 

which were coded into an IBM SPSS dataset by professional data entry operators. 

Similar to the procedures used in Study One (Chapter Five), the data were initially 

screened for data entry errors, outliers and the assumptions that underlie SEM prior to 

undertaking the multivariate analysis.  

7.6.1.1 Unidimensionality  

Confirmatory factor analyses were initially undertaken using the refined measures from 

Study One. For example, in Study One, the emotional labour surface acting scale was 

reduced from an eight-item scale to a four-item scale that had good measurement 
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properties. These four items were used in Study Two to determine the generalisability 

(in terms of unidimensionality) of the refined measures. Invariance analyses were also 

undertaken using the refined measures to assess the fit of these models in Sample Two. 

The process involved two stages. A cross-validation approach was undertaken, in line 

with Joreskog’s (1993) ‘strategy for analysis’, which involves either a sample split or, as 

was the case in this project, two samples. One sample, which is known as the 

‘calibration sample’, is used to refine the various measures (in this case, the hospital-

based nurse sample), after which the second or ‘validation’ sample (in this case, the 

community-based nurse sample) is used to test the refined measures to see if the scales 

are generalisable beyond the initial sample. The goodness of fit for each measure was 

assessed through the chi-square statistic (χ2) and normed chi-squared statistic. 

7.6.1.2 Construct Reliability 

Construct reliability was examined using the same method used in Study One. The 

construct reliability coefficients should be greater than 0.70 if reliability is to be assumed 

(Hair et al. 2010). 

7.6.1.3 Convergent Validity 

Convergent validity was measured using the same method used in Study One, in which 

average variance extracted (AVE) scores were computed for each variable. Using 

Fornell and Larcker’s (1981) method, an AVE score should be at least 0.50 if 

convergent validity is to be assumed.  
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7.6.1.4 Discriminant Validity 

Discriminant validity was tested using the same approach used in Study One. 

Discriminant validity was assumed when two variables’ AVE scores, which are a 

measure of the information in the variables, were greater than their shared variance (i.e. 

the square of their correlation) between them. 

7.6.1.5 Measurement Properties: Invariance Analysis  

Invariance analysis (metric and configural) was used to see whether measures were 

generalisable across the nurse samples. As well-established scales were used to measure 

the variables, the focus was on the emotional labour measures and the adaptation of 

these scales to form emotion work measures. Few researchers have assessed the 

psychometric properties of these scales using validation and cross-validation methods 

across multiple samples, which meant the present study added considerably to our 

understanding of these variables. 

Brotheridge and Lee (2003) used a nested model comparisons approach and found a 

six-factor emotional labour model, which included surface acting, deep acting, variety, 

frequency, duration and intensity, fitted their data better than a four-factor model that 

included surface acting, deep acting, frequency and a mixed factor. However, their study 

did not confirm these findings across multiple samples of service workers. Other 

researchers have found support for a two-factor (surface acting and deep acting) 

emotional labour model, using exploratory or confirmatory factor analysis methods  

(e.g. Brotheridge & Lee 2003; Grandey 2003; Zammuner & Galli 2005a).  

Such approaches are useful in determining factor structure, but are limited in their 

ability to generalise the model beyond a single sample. As the emotion work scale was 

adapted from the emotional labour scale, it too needed to be subjected to rigorous 
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testing. As no other researchers have used the emotional labour scale to examine 

interactions with co-workers, it was seen as important to understand the measurement 

properties of this scale.  

7.6.2 Assessing the Multiple-Group Measurement Model 

The data obtained in Sample Two was also used to assess the measurement model’s 

generalisability. A cross-validation analysis was again undertaken, in line with Joreskog’s 

(1993) ‘strategy for analysis,’ in which two samples are used. Sample One was again the 

‘calibration sample’ and Sample Two was used as the ‘validation sample’. The same 

indices that were used to assess the measurement model in Study One were used to 

assess the fit of the measurement model.  

7.6.3 Testing the Multiple-Group Structural Model 

The workplace emotion regulation model suggested in Chapter Three and refined and 

estimated in Study One was also examined in Study Two. A nested models approach 

was used in which the path coefficients in the two groups were initially allowed to vary, 

after which they were constrained to be equal (the nested model). The chi-square 

statistics for the two models were then compared, as the difference between the two 

values is also distributed as a chi-square statistic, with degrees of freedom equal to the 

difference in the two original chi-square statistics’ degrees of freedom. 

7.6.3.1 Direct and Indirect Effects 

Both direct and indirect effects were examined to determine the different influences the 

antecedent variables had on the models’ endogenous variables. This provided an 

understanding of the importance of the model’s variables and was especially of interest 

in the current research project, as a major focus was to see whether emotion work was a 
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unique variable that provided additional information to the emotional regulation 

variables that are often examined.  

7.6.3.2 Explained Variance 

Lastly, the squared multiple correlations were computed to see whether the proportions 

of the variation explained in the model’s endogenous variables were similar to the 

proportion of the variation explained in the model’s endogenous variables in Study One 

(i.e. in the hospital-based nurse sample).  

7.7 Conclusions 

In this chapter, the methodology used in Study Two was discussed in detail. In 

particular, the summary information about the sample, the measures used to collect the 

data, the data collection procedures used to obtain the nursing data, and the data 

analysis procedures were outlined. The results obtained in Study Two are presented in 

Chapter Eight, which provides the results of the preliminary data analysis, discusses the 

variables’ measurement properties and presents the results from the estimation of the 

measurement model and the structural models. The results of the invariance analysis 

that was undertaken to examine the generalisability of the variables are also provided, as 

are the results of the examination of the generalisation of the measurement and 

structural models across the two nurse samples. 
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Chapter 8 Study Two - The Variables’ 
Measurement Properties, the 
Measurement Model and the 
Structural Model for the Community-
Based Nurse Sample 

 

8.1 Introduction 

The focus of the present chapter was to discuss the results obtained when the 

generalisability of the model estimated in Study One was estimated using a different 

nurse sample. The data analysis was undertaken in four stages. A preliminary analysis of 

the community-based nurse sample data was undertaken first, after which the refined 

measures developed in Study One were assessed. The full measurement model from 

Study One was then tested with data from the new sample. Finally, the structural 

models that had been estimated in Study One were estimated and cross-validated using 

the data obtained from the community-based nurse sample.  

8.2 A Preliminary Analysis of the Data 

An inspection of the frequencies within each item suggested there were some data entry 

inaccuracies (for example, a ‘55’ was recorded instead of ‘5’), as had been the case with 

the data from the hospital-based nurse sample. In cases where data entry errors 

occurred, the original questionnaires were examined and incorrect data were re-entered. 
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An audit technique was used to determine the accuracy of the rest of the data. Twenty 

percent of the questionnaires were randomly selected (i.e. 35 surveys) and the original 

questionnaires were compared with the entered data. As no errors where found during 

the audit process, data errors were not considered to be an issue in the present study.  

The dataset had a small number of missing values, representing less than five percent of 

the data. As the missing data were randomly scattered and the responses from the cases 

containing missing values were not different to the majority of responses on other 

variables, the expectation-maximisation (EM) method was used to substitute values for 

the missing data.  

An analysis was undertaken to determine the normality of each item prior to exploring 

the measurement properties of the various variables, as can be seen in Appendix B. 

Four of the 139 items had values well beyond the acceptable range and could be 

considered extremely non-normal. These items included some of the negative affect 

items that had been identified in the hospital-based nurses’ sample, as was discussed in 

Chapter Five. These items were removed, as was the case with these items in the first 

sample. Although SEM is robust to deviations from normality, these items were 

extremely non-normal and, thus, it was important they were removed before 

undertaking subsequent analysis.  

8.3 The Measurement Properties and Generalisability of Each Variable  

A series of analyses were undertaken to examine the suitability of the measures included 

in the revised models. As was noted in Chapter Five, Joreskog (1993) recommended a 

process in which variables are tested separately, after which the full measurement model 

is examined and, finally, the structural model is estimated and confirmed across two 

samples. Data from Sample One were initially used to examine the variables’ 
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measurement properties, while data from Sample Two were used to assess the scales’ 

generalisability. Invariance analyses were undertaken using the refined measures 

developed from Sample One to assess the fit of these models to the data collected in 

Sample Two. A cross-validation analysis was undertaken in line with Joreskog’s (1993) 

‘strategy for analysis.’ One sample is used to refine the various measures, after which a 

second sample is used to test the refined measures and see if the scales are generalisable 

beyond the initial sample.  

Evidence of equivalence was based on tests of the invariance of the parameters across 

the two nurse samples. Various approaches have been used to test measurement 

equivalence. Steenkamp and Baumgartner (1998) have suggested a sequential procedure 

for testing the equivalence of measures across two or more groups. Different levels of 

invariance have been suggested and researchers select levels appropriate to their study.  

In particular, configural invariance and metric invariance were tested in the present 

study. Configural invariance tests whether a model fits all of the samples. A non-

significant chi-square statistic provides support for model fit. These tests had already 

been undertaken for Sample One and, therefore, only the results obtained for Sample 

Two are outlined here. However, a summary table from both samples is provided at the 

end of this section. Metric invariance also needs to be established, as this examines the 

similarity of the factor loadings across groups. If they are similar, people in the various 

groups are responding to items in a similar manner and results can be compared across 

the groups. 

8.3.1 Configural Invariance for Sample Two 

As can be seen in Table 8-1, the refined variables from Study One fitted the Sample 

Two data at the 1% level, as was the case for the Sample One data. Some of the 
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variables had marginal fit (frequency, emotional dissonance, and emotional exhaustion). 

However, it was decided to retain all the variables. It seems the variables from Study 

One fitted the Sample Two data and, thus, further revisions to the variables were not 

needed.  

Table 8-1: One-Factor Congeneric Models - Community-based Nurse Sample 

Variable χ2 df χ2/df 

    Variety 0.12 1 0.12 

Frequency 5.10* 1 5.10 

Workload 0.00 1 0.00 

Positive Affect 3.89 2 1.95 

EL Surface Acting 2.23 2 1.12 

EL Deep Acting 0.90 1 0.90 

EW Surface Acting 0.33 1 0.33 

Emotional Dissonance 4.30* 1 4.30 

Supervisory Support  0.11 2 0.05 

Emotional Exhaustion 5.16* 1 5.16 

Depersonalisation 0.12 2 0.06 

Personal Accomplishment 3.81 2 1.91 

Intrinsic Job Satisfaction 3.23 2 1.62 

Extrinsic Job Satisfaction 0.70 1 0.70 

Note: * Statistically significant at the 5% level, ** statistically significant at the 1% level. EL= 
emotional labour, EW= emotion work. 

 

As the one-factor congeneric models fitted the second nurse sample data, configural 

invariances was assessed. In order to test for configural invariance, an unconstrained 

confirmatory factor analysis was estimated across the two nurse samples for each 

variable. The results obtained are shown in Table 8-2. Each of the variables had an 

acceptable fit across the two nurse data sets when their parameters were unconstrained. 
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Consequently, configural invariance was assumed for all of the variables, as their basic 

meaning and the structure of the measures was the same in each of the samples.  

Table 8-2: Configural Invariance for Sample One and Sample Two 

Variable χ2 df χ2/df 

    Variety 6.46 3 2.15 

Frequency 14.51* 3 4.84 

Workload 0.16 3 0.05 

Positive Affect 9.37 4 2.34 

EL Surface Acting 5.47 4 1.37 

EL Deep Acting 1.83 3 0.61 

EW Surface Acting 0.53 3 0.18 

Emotional Dissonance 7.45 3 2.49 

Supervisory Support  3.25 4 0.81 

Emotional Exhaustion 6.16 3 2.05 

Depersonalisation 6.10 4 1.52 

Personal Accomplishment 7.89 4 1.97 

Intrinsic Job Satisfaction 4.58 4 1.15 

Extrinsic Job Satisfaction 3.49 3 1.16 

Note: * Statistically significant at the 5% level, ** statistically significant at the 1% level. EL= 
emotional labour,      EW= emotion work. 

8.3.2 The Metric Invariance Analysis of the Variables  

Further analyses were undertaken to assess the metric equivalence of each of the 

variables. This was done by constraining the variables’ loadings (measurement weights) 

to be equal across the two samples. Metric equivalence can be assumed if the change in 

the chi-square statistic, which is also distributed as a chi-square statistic with degrees of 

freedom equal to the difference in the degrees of freedom of the unconstrained and 

constrained models, is not statistically significant. The change in the chi-square statistics 

can be seen in Table 8-3. None of the changes in the chi-square statistics were 

statistically significant; suggesting all of the scales had metric equivalence across the two 

nurse samples. Consequently, the generalisability of the structural model across the two 

nurse samples could be assessed. 
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Table 8-3: Invariance Analysis - All the Retained Variables 

Variable  Difference 

Δ χ2        Δ df 

Significance 

Variety 0.08 2 0.96 

Frequency 2.62 2 0.27 

Positive Affect 1.87 3 0.60 

Workload 2.99 2 0.22 

EL Surface Acting 3.45 3 0.33 

EL Deep Acting 0.07 2 0.96 

EW Surface Acting 0.62 2 0.74 

Emotional Dissonance 2.49 2 0.29 

Supervisory Support 5.18 3 0.16 

Emotional Exhaustion 2.92 2 0.23 

Depersonalisation 5.33 3 0.15 

Personal Accomplishment 3.12 3 0.37 

Intrinsic Job Satisfaction 7.27 3 0.06 

Extrinsic Job Satisfaction 3.90 2 0.14 

Note: * Statistically significant at the 5% level, ** statistically significant at the 
1% level. EL= emotional labour, EW= emotion work. 

8.4 Construct Reliability 

Construct reliability scores were computed for each scale and the results obtained for 

the community-based nurse sample can be seen in Table 8-4. Values of 0.70 or greater 

indicate a scale has internal consistency and, thus, demonstrate construct reliability. All 

of the variables had good reliability, with the exception of frequency. This may be due 

to differences in the frequency of emotional display in the two workplaces.  
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Table 8-4: Construct Reliability Scores for each Variable in Sample Two 

Variable Construct 
Reliability 

Variable Construct 
Reliability 

Variety 0.83 Emotional Labour Deep Acting 0.89 

Frequency 0.61 Emotion Work Surface Acting 0.87 

Positive Affect 0.82 Emotional Exhaustion 0.89 

Emotional Dissonance 0.69 Depersonalisation 0.83 

Supervisory Support 0.93 Personal Accomplishment 0.87 

Workload 0.86 Intrinsic Job Satisfaction 0.75 

Emotional Labour Surface 
Acting 

0.91 Extrinsic Job Satisfaction 0.82 

8.5 Convergent and Discriminant Validity 

The methods used to examine convergent and discriminant validity in Study One were 

also used in Study Two. Convergent validity was assessed by:  

1) Examining the relevant loadings and the significance of the t-statistics associated 

with these loadings.  

2) Using Fornell and Larcker’s (1981) method to see whether a scale’s average 

variance extracted (AVE) score was at least 0.50.  

Discriminant validity was also tested through Fornell and Larcker’s (1981) method. The 

various variables’ AVE scores were compared with their shared variance. The variables’ 

AVE scores, which are a measure of the information in that variable, should be greater 

than the shared variance between relevant variables if discriminant validity is to be 

assumed. 

 

 215 



8.5.1 Convergent Validity 

Convergent validity was examined initially by looking at the size and statistical 

significance of the items’ loadings. All of the loadings were statistically significant well 

beyond the 1% level, supporting their convergent validity. As can be seen in Table 8-5, 

three of the variables had AVE scores that were less than 0.50 (frequency, positive 

affect and emotional dissonance), although two of these values were greater than 0.45, 

supporting the convergent validity of most of the retained variables. It seems the 

frequency variable was also problematic in the community-based nurse sample on this 

criterion. 

Table 8-5: Average Variance Extracted Scores for All Remaining Variables 

Variable AVE Variable AVE 

Variety 0.62 Emotional Labour Deep 
Acting 

0.73 

Frequency 0.34 Emotion Work Surface Acting 0.70 

Positive Affect 0.48 Emotional Exhaustion 0.67 

Emotional Dissonance 0.46 Depersonalisation 0.55 

Supervisory Support 0.78 Personal Accomplishment 0.63 

Workload 0.62 Intrinsic Job Satisfaction 0.51 

Emotional Labour Surface 
Acting 

0.66 Extrinsic Job Satisfaction 0.61 

Note: AVE= average variance extracted. 

 

8.5.2 Discriminant Validity 

The various variables’ AVE scores and their squared correlations can be seen in Table 

8-6. There was no cause for concern as all of the squared correlations were less than the 

AVE scores for any of the relevant variable pairs.   
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Table 8-6: AVE Scores and Square Correlations for the Retained Variables 

Variables AVE 2 3 4 5 6 7 8 9 10 11 12 13 14 

1. Variety 0.62 .05 .00 .00 .00 .00 .01 .00 .02 .00 .00 .00 .02 .00 

2. Frequency 0.34  .02 .10 .15 .10 .14 .00 .04 .01 .00 .00 .01 .00 

3. Positive Affect 0.48   .09 .00 .07 .06 .02 .01 .01 .10 .09 .05 .07 

4. EL Surface Acting 0.66    .16 .50 .39 .00 .06 .20 .26 .03 .04 .03 

5. EL Deep Acting 0.73     .13 .06 .00 .09 .15 .06 .00 .00 .00 

6. EW Surface Acting 0.70      .29 .01 .11 .19 .21 .03 .02 .03 

7. Emotional Dissonance 0.46       .01 .05 .10 .10 .03 .03 .03 

8. Supervisory Support 0.78        .04 .10 .03 .00 .28 .29 

9. Workload 0.62         .34 .06 .00 .05 .14 

10. Emotional Exhaustion 0.67          .19 .00 .11 .22 

11. Depersonalisation 0.55           .09 .04 .07 

12. Personal Accomplishment 0.63            .00 .00 

13. Intrinsic Job Satisfaction 0.51             .42 

14. Extrinsic Job Satisfaction 0.61                           

Note: EL= emotional labour, EW= emotion work. AVE= average variance extracted. 

8.6 The Reliability and Validity of the Refined Variables 

As is clear from the preceding sections, several different methods were used to examine 

the measurement properties of each of the scales. Table 8-7 provides a summary of this 

information to show which of the scales met these measurement criteria and may, 

therefore, be used in the subsequent analyses. As can be seen in the Table, the 

frequency variable did not meet a number of the criteria in many of the tests. In 

particular, frequency did not meet the minimum criteria for construct reliability or 

convergent validity. This measure was, however, included in the estimation of the 

measurement model and the structural models, which are discussed in a later part of this 

chapter, because it had been retained in Study One.  
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Table 8-7: A Summary of the Variables’ Measurement Properties 

Variable Unidimensionality 
(Sample 1) 

Invariance 
Analysis:  

Configural 

Invariance 
Analysis:  

Metric 

Construct 
Reliability 

Convergent 
Validity 

Discriminant 
Validity 

Variety       

Frequency    X X  

Positive Affect       

EL Surface Acting       

EL Deep Acting       

EW Surface Acting       

Emotional 
Dissonance 

      

Supervisory 
Support 

      

Emotional 
Exhaustion 

      

Depersonalisation       

Personal 
Accomplishment 

      

Intrinsic Job 
Satisfaction 

      

Extrinsic Job 
Satisfaction 

      

Note: EL= emotional labour, EW= emotion work. 

8.7 Descriptive Statistics for the Retained Variables 

Descriptive statistics were computed for each of the scales and are shown in Table 8-8. 

The means for the retained emotional job demand variables (variety and frequency) 

were moderate, suggesting these aspects were ‘sometimes’ required by the community-

based nurses if they were to do their job effectively. The low standard deviations 

indicated general agreement within this nursing group.  

The community-based nurses reported ‘moderate’ to ‘quite a bit’ of positive affect, with 

the small standard deviation indicating general agreement across the sample. There were 

moderate levels of emotional labour in terms of surface and deep acting, supporting 

hypotheses 2a and 2b. The standard deviations were around one, indicating reasonable 

variation in these data. There were also moderate levels of emotion work surface acting, 

supporting hypothesis 1a. The moderate standard deviation indicated there was some 
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variation of responses within the group. Moderate levels of emotional dissonance were 

reported and the small standard deviation showed there was general agreement about 

this issue. Nurses reported ‘slight’ to ‘moderate’ agreement in terms of the level of 

supervisory support that was provided. However, the standard deviation indicated there 

was some variation in the responses to this variable. 

Table 8-8: Means and Standard Deviations for all Retained Variables 

Variable Mean SD 

Variety 3.04 0.78 

Frequency 3.35 0.67 

Positive Affect 3.89 0.63 

EL Surface Acting 2.38 0.84 

EL Deep Acting 2.72 1.04 

EW Surface Acting 2.31 0.74 

Emotional Dissonance 2.49 0.67 

Supervisory Support 5.60 1.36 

Workload 2.97 0.85 

Emotional Exhaustion 2.48 1.41 

Depersonalisation 0.94 0.92 

Personal Accomplishment 4.44 0.99 

Intrinsic Job Satisfaction 4.78 1.00 

Extrinsic Job Satisfaction 4.59 1.18 

 Note: EL= emotional labour, EW= emotion work. SD= standard deviation. 

Responses to the three dimensions of burnout varied, as can be seen in the variables’ 

standard deviations. Nurses reported moderate levels of both emotional exhaustion, 

very low levels of depersonalisation and moderate to high levels of personal 

accomplishment. Finally, the nurses reported moderate intrinsic and extrinsic job 
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satisfaction, although the standard deviations suggested there was considerable variation 

in the nurses’ responses to these items. Comparisons of the descriptive statistics for all 

of the retained variables, across the two samples can be seen in Table 8-9.  

Table 8-9 Descriptive Statistics for the Two Nurse Samples 

Variable Sample 1 Sample 2 
 Mean SD Mean SD 

Emotional Job Demands     
Variety 3.00 0.81 3.04 0.78 

Frequency 3.38 0.73 3.35 0.67 

Affect     
Positive Affect 3.62 0.80 3.89 0.63 

Emotional Labour     
EL Surface Acting 2.56 0.84 2.38 0.84 

EL Deep Acting 2.97 0.96 2.72 1.04 

Emotion Work     
EW Surface Acting 2.51 0.83 2.31 0.74 

Emotional Dissonance 2.58 0.69 2.49 0.67 

     

Supervisory Support 4.94 1.67 5.60 1.36 

     

Workload 3.55 0.97 2.97 0.85 

Burnout     
Emotional Exhaustion 3.27 1.59 2.48 1.41 

Depersonalisation 4.36 0.95 0.94 0.92 

Personal Accomplishment 4.19 0.91 4.44 0.99 

Job Satisfaction     
Intrinsic Job Satisfaction 4.34 1.23 4.78 1.00 

Extrinsic Job Satisfaction 4.25 1.24 4.59 1.18 

Note: EL= emotional labour, EW= emotion work. SD= standard deviation. 

As can be seen in Table 8-9, the means and standard deviations for the different 

variables were similar across the two nurse samples. For example, the summary 

 220 



measures for variables such as variety, frequency, emotional labour surface acting, 

emotional labour deep acting, emotion work surface acting, emotional dissonance, 

supervisory support, intrinsic job satisfaction and extrinsic job satisfaction were very 

close. The one noticeable difference between the two samples was for depersonalisation 

where the mean for sample one was moderate and for sample two very low, while the 

other variables only had small differences, these differences likely reflected the different 

work environments of the two groups of nurses.  

8.8 Testing the Hypotheses 

Four hypotheses, with parts, were tested with the analyses conducted in this chapter. 

These hypotheses are presented in Table 8-10. It can be seen that the four hypotheses 

were supported in Study Two.  

Table 8-10: Hypotheses Relating to the Measurement Properties of the Variables  

Revised Hypothesised Relationships Findings 

H1 Employees will engage in (a) emotion work surface acting 
when interacting with co-workers.  

H1a 
supported. 

H2 Employees will engage in (a) emotional labour surface acting 
and (b) emotional labour deep acting when interacting with 
clients. 

H2a and H2b 
supported. 

H3 Emotional labour strategies (surface and deep acting) are 
distinct from emotion work strategies (surface and deep 
acting). 

H3 supported. 

H4 Emotional labour strategies (surface and deep acting) and 
emotion work strategies (surface and deep acting) are 
generalisable across samples and workplace contexts 
(demonstrating invariance). 

H4 supported. 

Note: Some hypotheses were deleted during the measurement and model refinement 
process. Only the retained hypotheses are shown in the Table. H3 was also tested in 
relation to differential relationships for EL and EW (see section 10.17.3). 
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8.9 Testing some Multivariate Assumptions 

The Mahalanobis distance was used to identify multivariate outliers (Tabachnick & 

Fidell 2007). Only one outlier was found and it was removed before undertaking 

subsequent analysis of the community-based nurses’ data. As a consequence, the second 

nurses’ sample had 172 useable responses. An analysis was also undertaken to determine 

the normality of each aggregated item. Items were assessed for kurtosis, skewness and 

all items were assessed for multivariate normality (see Appendix C). Table C-2 in 

Appendix C shows the skewness and kurtosis associated with each item. Univariate 

skewness values range from -1.334 to 1.274, and univariate kurtosis values range from -

0.927 to 3.226. Mardia’s (1970) coefficient of multivariate kurtosis value of 62.981 (and 

a critical ratio of 10.076) suggested the data were multivariate nonnormal.  

To address the multivariate nonnormality of the data; an assumption that, in practice, 

most data fail to meet (Byrne 2001; West et al. 1995), bootstrapping was used. In 

particular, the Bollen-Stine (Bollen & Stine 1993) bootstrap was used to test model fit, 

adjusting for the lack of multivariate normality. This technique provides a p-value for 

the chi-square statistic which has been adjusted for the distributional misspecification in 

the model.  

8.10 Assessing the Measurement Model with the Community-Based 
Nurses’ Sample 

The next stage, which was undertaken prior to assessing the structural model with the 

new dataset, was to consider the measurement model in the community-based nurses’ 

sample. Due to the large number of latent variables in the model, the partial 

disaggregation approach (Bagozzi & Edwards 1998; Bagozzi & Heatherton 1994) was 

also used here.  
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To determine the fit of the measurement model with the data from the community-

based nurse’s data set, prior to assessing the structural model, an analysis was conducted 

to test the generalisability of the measurement model beyond the hospital-based nurses’ 

data set. Evidence of equivalence was based on the similarity of the parameters in the 

two samples. That is, the measurement weights in the two samples were constrained to 

be equal and the goodness of fit of the constrained model was determined. The result 

was compared to the goodness of fit obtained when the two samples’ parameters were 

not constrained in this way. The difference in the chi-square statistic was used to test 

the fit between the two models, as this test provides the needed evidence for 

equivalence (Bollen 1989). Such invariance tests proceed in a hierarchical fashion, after 

the establishment of a baseline model in which no parameters were constrained across 

the two samples (Byrne, Shavelson & Muthen 1989).  

Equivalence was first sought between the baseline model and a model in which the 

indicator item-factor loadings were constrained to be equal. A non-statistically 

significant result between these two models suggests the measurement model is 

equivalent across the two samples. The results from this test can be seen in Table 8-11.  

Table 8-11: The Generalisability of the Measurement Model 

Model χ2 df χ2/df Δχ2 Δdf CFI TLI GFI 
(AGFI) 

RMSEA 
(90% CI) 

Unconstrained 
Model 

716.06** 518 1.38 - - 0.98 0.96 0.91 
(0.87) 

0.03      
(0.02-0.03) 

MW Equal 743.44** 532 1.40 23.70 
ns 

28 0.97 0.96 0.91 
(0.86) 

0.03      
(0.02-0.03) 

Note: MW= Measurement Weights, CFI = Comparative Fit Index, TLI= Tucker Lewis Index, GFI= 
Goodness of Fit Index, AGFI= Adjusted Goodness of Fit Index, RMSEA = Root Mean Square Error of 
Approximation, ** p <0.01, ns = not statistically significant. 

The model was equivalent across the two samples, as the change in the chi-square 

statistic between the unconstrained model and the model in which the measurement 
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weights were constrained was not statistically significant. The measurement model was a 

good fit to the data and was equivalent across the two samples. As the measurement 

model was equivalent, the suggested structural models were estimated for the second 

dataset and the generalisability of the models across the two datasets was assessed. 

8.11 Testing the Structural Model: Invariance from Sample One to Sample 

Two 

8.11.1 A Revised Model 

In Study One, the structural models were refined. These revised models, predicting 

burnout and job satisfaction, can be seen in Figure 8-1 and Figure 8-2 (with the 

coefficients from Study One). These models were tested using the data from Sample 

Two to determine the generalisability of these models beyond a single sample.  

 

 
Figure 8-1 Revised Structural Model Predicting Burnout 
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Figure 8-2 Revised Structural Model Predicting Job Satisfaction 

8.11.2 Equivalence Analysis 

An equivalence analysis was used to test the generalisability of the relationships beyond 

a single sample. Evidence of equivalence was based on the similarity of the parameters 

in the two samples. That is, the parameters in the two organisations were constrained to 

be equal and the goodness of fit of the constrained model was determined. The result 

was compared to the goodness of fit obtained when the two organisations’ parameters 

were not constrained in this way. A series of “chi-square difference tests” were used to 

test the difference in fit between three nested models. Such invariance tests proceed in a 

hierarchical fashion, after the establishment of the baseline model in which no 

parameters were constrained across the two groups (Byrne et al. 1989).  

Equivalence was first sought between the baseline model and a model in which the 

indicator item-factor loadings were constrained to be equal. If the results of the 

comparison were not statistically significant (i.e. the constrained parameters were the 

same across the two data sets), a comparison was made between the fit for this model 

and a model in which the path coefficients were also constrained (Bentler 1995). A non-
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statistically significant result between the two nested models suggests the structural 

model is equivalent across the two data sets.  

The order of constraints in evaluating equivalence across groups is an issue about which 

there is some disagreement. Bollen (1989) recommended a testing hierarchy that also 

includes error variances. However, Bentler (1995) suggested the equality of variances is 

least important, while Byrne (1994, p. 161) argued that testing the equality of error 

parameters “represents an overly restrictive test of the data.” It seems to be acceptable 

to constrain the measurement weights and the structural weights. In line with such 

recommendations, and the theoretical importance of the structural weights, these 

parameters were constrained in the present case. As was noted earlier, the responses 

obtained from the hospital-based nurses were used to test the model, while responses 

from the community-based nurses were used to test the model’s generalisability.  

8.11.3 The Impact Emotion Regulation Strategies have on Burnout: Assessing Model Equivalence 

The equivalence of the revised model, which was presented in Figure 8-1, was examined 

first. If the model is equivalent, it is possible to conclude the model generalises beyond 

a single sample. As was noted earlier, the measurement weights (i.e. the loadings) and 

the path coefficients were constrained to be equal across the two samples and each 

model’s goodness-of-fit was assessed in a hierarchical fashion. The results obtained can 

be seen in Table 8-12.  

The unconstrained model, in which the measurement weights and structural weights 

were free to vary, was estimated first. This model was a good fit across the two data 

sets. The measurement weights were then constrained. This model was still a good fit 

for the two data sets and the change in the chi-square statistic was not statistically 

significant. Finally, the measurement weights and the structural weights were 

 226 



constrained. Once again, the model was a good fit to the data and the difference in the 

chi-square statistic between this model and the model in which the measurement 

weights were constrained was not statistically significant. The revised model was 

equivalent across the two nursing samples.  

Table 8-12: Equivalence Analysis – The Burnout Model 

Model χ2 df χ2/df Δχ2 Δdf CFI TLI GFI 
(AGFI) 

RMSEA 
(90% CI) 

Unconstrained 
Model 

482.01 ** 300 1.61 - - 0.97 0.96 0.92 
(0.88) 

0.04      
(0.03-0.04) 

MW Equal 492.59 ** 310 1.59 10.58 
ns 

10 0.97 0.96 0.92 
(0.88) 

0.03     
(0.03-0.04) 

MW and SW 
Equal 

504.79 ** 327 1.54 12.20 
ns 

17 0.97 0.96 0.91 
(0.89) 

0.03     
(0.03-0.04) 

Note: MW= Measurement Weights, SW= Structural Weights, CFI = Comparative Fit Index, TLI= 
Tucker Lewis Index, GFI= Goodness of Fit Index, AGFI= Adjusted Goodness of Fit Index, RMSEA = 
Root Mean Square Error of Approximation, ** p <0.01, ns = not statistically significant. 

8.11.4 The Impact Emotion Regulation Strategies have on Job Satisfaction: Assessing Model 
Equivalence 

The equivalence of the final job satisfaction model, which was shown in Figure 8-2, was 

also examined. As was the case for the burnout model, the measurement weights       

(i.e. the loadings) and the path coefficients were constrained to be equal across the two 

samples and each model’s goodness-of-fit was assessed in a hierarchical fashion. The 

results obtained in this case can be seen in Table 8-13.  

Table 8-13: Equivalence Analysis – The Job Satisfaction Model 

Model χ2 df χ2/df Δχ2 Δdf CFI TLI GFI 
(AGFI) 

RMSEA 
(90% CI) 

Unconstrained 
Model 

414.51** 234 1.77 - - 0.96 0.95 0.92 
(0.89) 

0.04 (0.03-
0.05) 

MW Equal 426.66** 243 1.76 12.15
n.s. 

9 0.96 0.95 0.92 
(0.89) 

0.04 (0.03-
0.05) 

MW and SW 
Equal 

444.61** 258 1.72 17.95
n.s. 

15 0.96 0.95 0.92 
(0.89) 

0.04 (0.03-
0.04) 

Note: MW= Measurement Weights, SW= Structural Weights, CFI = Comparative Fit Index, TLI= 
Tucker Lewis Index, GFI= Goodness of Fit Index, AGFI= Adjusted Goodness of Fit Index, RMSEA = 
Root Mean Square Error of Approximation, ** p <0.01, ns = not statistically significant. 
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The unconstrained model was a good fit across the two data sets, as was the model in 

which the measurement weights were constrained. The change in the chi-square statistic 

from the unconstrained model to the model in which the measurement weights were 

constrained to be equal was not statistically significant. Finally, the model in which the 

measurement weights and structural weights were constrained to be equal was also a 

good fit to the data. Further, the change in the chi-square statistic between this model 

and the previous model was not statistically significant. The revised job satisfaction 

model is also equivalent across the two nursing samples. 

8.12 A Comparison of the Total Effects, Direct Effects and Indirect 
Effects for Study One and Two 

The standardised total, direct and indirect effects for the burnout model from Study 

One (which were previously discussed in Chapter Six) and Study Two are presented in 

Table 8-14, while these results obtained from the job satisfaction model are presented in 

Table 8-15. As the models were equivalent across the two samples, it is not surprising 

that the values are similar. However, for the sake of completeness it was important to 

examine these values.  
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Table 8-14 Standardised Total, Direct, and Indirect Effects—Burnout 

 PAff Freq Work ELSA EWSA ED EE De ELDA 
Total Effects- Study One          
ELSA -.48 .37 .23       
EWSA -.40 .29 .18 .78      
ED -.43 .32 .20 .89 .38     
EE -.09 .07 .66 .19 .08 .21    
De -.21 .16 .29 .44 .19 .49 .30   
ELDA -.07 .60 .17 .14      
PAcc .43 .10 -.04 -.08 -.05 -.13 -.08 -.27 .24 
Total Effects- Study Two          
ELSA -.29 .33 .25       
EWSA -.32 .28 .21 .84      
ED -.29 .32 .24 .95 .19     
EE -.09 .10 .68 .31 .06 .33    
De -.14 .16 .31 .48 .10 .50 .32   
ELDA -.07 .41 .30 .23      
PAcc .33 -.01 -.05 -.09 -.02 -.12 -.07 -.23 .07 
          
Direct Effects- Study One          
ELSA -.48 .37 .23       
EWSA -.02   .78      
ED    .59 .38     
EE   .62   .21    
De      .43 .30   
ELDA  .55 .14 .14      
PAcc .39       -.27 .24 
Direct Effects- Study Two          
ELSA -.29 .33 .25       
EWSA -.08   .84      
ED    .79 .19     
EE   .60   .33    
De      .40 .32   
ELDA  .34 .24 .23      
PAcc .30       .23 .07 
Indirect Effects- Study One          
ELSA          
EWSA -.37 .29 .18       
ED -.43 .32 .20 .29      
EE -.09 .07 .04 .19 .08     
De -.21 .16 .29 .44 .19 .06    
ELDA -.07 .05 .03       
PAcc .04 .10 -.04 -.08 -.05 -.13 -.08   
Indirect Effects- Study Two          
ELSA          
EWSA -.24 .28 .21       
ED -.29 .32 .24 .16      
EE -.09 .10 .08 .31 .06     
De -.14 .16 .31 .48 .10 .11    
ELDA -.07 .08 .06       
PAcc .03 .01 -.05 -.09 -.02 -.12 -.07   

Note: PAff= positive affect, Freq= frequency, Work= workload, ELSA= emotional labour surface 
acting, EWSA= emotion work surface acting, ED= emotional dissonance, EE= emotional exhaustion, 
De= depersonalisation, ELDA= emotional labour deep acting, PAcc= personal accomplishment. 
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Table 8-15: Standardised Total, Direct, and Indirect Effects- Job Satisfaction 

 PAff Freq Work ELSA EWSA ED ELDA IJS EJS 
Total Effects- Study One          
ELSA -.48 .36 .24       
EWSA -.39 .28 .19 .78      
ED -.43 .32 .21 .88 .37     
ELDA -.07 .60 .16 .15      
IJS .18 -.05 -.07 -.37 -.17 -.46 .17   
EJS .18 -.08 -.08 -.38 -.19 -.52 .11 .67  
Total Effects- Study Two           
ELSA -.27 .33 .24       
EWSA -.31 .28 .20 .84      
ED -.24 .29 .20 .86 .10     
ELDA -.07 .41 .25 .24      
IJS .06 -.07 -.05 -.21 -.03 -.25 .01   
EJS .06 -.07 -.05 -.23 -.02 -.21 .01 .79  
Direct Effects- Study One          
ELSA -.48 .36 .24       
EWSA -.02   .78      
ED    .59 .37     
ELDA  .55 .13 .15      
IJS      -.46 .17   
EJS    .06  -.21  .67  
Direct Effects- Study Two          
ELSA -.27 .33 .24       
EWSA -.08   .84      
ED    .77 .10     
ELDA  .33 .19 .24      
IJS      -.25 .01   
EJS    -.05  -.02  .79  
Indirect Effects- Study One          
ELSA          
EWSA -.37 .28 .19       
ED -.43 .32 .21 .29      
ELDA -.07 .05 .04       
IJS .18 -.05 -.07 -.37 -.17     
EJS .18 -.08 -.08 -.44 -.19 -.31 .11   
Indirect Effects- Study Two          
ELSA          
EWSA -.23 .28 .20       
ED -.24 .29 .20 .09      
ELDA -.07 .08 .06       
IJS .06 -.07 -.05 -.21 -.03     
EJS .06 -.07 -.05 -.18 -.02 -.20 .01   

Note: PAff= positive affect, Freq= frequency, Work= workload, ELSA= emotional labour surface acting, 
EWSA= emotion work surface acting, ED= emotional dissonance, ELDA= emotional labour deep acting, 
IJS= intrinsic job satisfaction, EJS= extrinsic job satisfaction. 
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8.13 The Variance Explained 

The proportions of the variance in the endogenous variables explained by the estimated 

model were examined for the community-based nurse sample. For the burnout model, 

thirty two percent of the variation in emotional labour surface acting was explained by 

its antecedent variables (frequency, positive affect and workload), 36% of the variation 

in emotional labour deep acting was explained by frequency, workload and emotional 

labour surface acting, while 76% of the variation in emotion work surface acting was 

explained by positive affect and emotional labour surface acting. Most of the variation 

in emotional dissonance (93%) was accounted for by its antecedent variables, 60% of 

the variation in emotional exhaustion was explained, 40% of the variation in 

depersonalisation was explained and 16% of the variation in personal accomplishment 

was explained by the model. For the job satisfaction model, six percent of the variation 

in intrinsic job satisfaction was explained by emotional labour deep acting and 

emotional dissonance, and 66% of the variation in extrinsic job satisfaction was 

explained by the variables of intrinsic job satisfaction, emotional labour surface acting 

and emotional dissonance. 

8.14 Conclusions 

The present chapter examined the generalisability of the hospital-based nurse’s results 

to a second group of nurses who worked in a community-based environment. The 

chapter began with an assessment of the invariance of the variables across the two data 

sets and the measurement properties of the variables that had been retained in the 

hospital-based study in the new community-based work context. With the exception of 

the frequency variable, all of the variables had configural and metric invariance across 

the two samples and good construct reliability, convergent and discriminant validity.  

 231 



The measurement model and structural models from the hospital-based study were also 

tested with the data obtained from the community-based nurses to see whether the 

measures and models generalised across samples. The measurement model fitted the 

community-based nurse’s data, suggesting the structural models could be assessed 

across the two nurse samples. For each structural model, an equivalence analysis was 

conducted in which the measurement weights and the path coefficients were 

constrained to be equal across the two samples. Overall, it was found that the two 

structural models generalised beyond the hospital-based nurses’ sample, suggesting 

there were similar parameters in each data set.  

As both samples had been obtained from nurses, it was decided further evidence of 

generalisability was needed. Consequently, a larger and more diverse sample, which 

included front-line service employees from a range of industries, was obtained. The 

approach taken to obtain this new dataset and its analysis are discussed in the next 

chapter. 
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Chapter 9 Study Three - The Research 
Approach and Methodology for Study 
Three 

 

9.1 Introduction 

The present chapter provides details of the procedures used to collect and analyse the 

data in Study Three. Detailed discussion is provided about the choice of population and 

the backgrounds of the sample obtained through this process. Information is also 

provided about the scales used to measure the variables in the proposed model, 

including examples of the items used to measure each scale. Finally, the procedures 

used to collect the data and the methods used to analyse this data are discussed.  

9.2 The Broad Occupational Groups 

Data for this study were obtained from respondents employed in a broad range of 

occupations with high emotional labour requirements. Hochschild (1983) suggested 

three criteria should be used to determine the emotional labour requirements of a 

particular occupation. Applying these criteria to the U.S. Dictionary of Occupational 

Titles, Hochschild suggested six of the Dictionary’s twelve groups could be classified as 

emotional labour occupations (i.e. professional and technical workers, managers and 

administrators, sales workers, clerical workers, service workers within the household 

and service workers), and suggested approximately 40% of U.S. employees worked in 

occupations requiring a substantial amount of emotional labour. The Australian and 

New Zealand Standard Classification of Occupations (ANZSCO) (Australian Bureau of 
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Statistics 2006) suggested 70% of Australia’s workforce were employed in occupations 

with potentially high emotional requirements (compared to 55% in 2001 and 44% in 

1991). The relevant ANZSCO groups include Managers, Professionals, Community and 

Personal Service Workers and Sales Workers. Data were obtained from people 

employed in three of these groups, as is shown in Table 9-1. The bolded groups        

(i.e. professional employees, community and personal services employees and sales 

employees) were surveyed in the present study.  

Table 9-1: The ANZSCO Groups 

MAJOR 
GROUPS 

SUB-MAJOR GROUPS MINOR GROUPS UNIT GROUPS 

1. Managers  Chief Executives, General 
Managers and Legislators 

Chief Executives, General 
Managers and Legislators 

General Managers  

2. Professionals Health Professionals 
Education Professionals 

Health, Diagnostic and 
Promotion Professionals, 
Health Therapy Professionals, 
Midwifery and Nursing 
Professionals, School  
Teachers, Tertiary Education 
Teachers, Miscellaneous 
Education Professionals 

e.g. Registered Nurses, Dental 
Practitioners, Pharmacists, 
Physiotherapists, Speech 
Pathologists, Medical Imaging 
Professionals, Veterinarians 
e.g. Early Childhood, Primary, 
and Secondary School Teachers, 
Special Education Teachers, 
University Lecturers and Tutors 

3. Technicians 
and Trades 
Workers 

   

4. Community 
and Personal 
Service 
Workers 

Health and Welfare 
Support Workers, Carers 
and Aides, Hospitality 
Workers, Protective 
Service Workers, Sports 
and Personal Service 
Workers 

Health and Welfare Support 
Workers, Child Carers, 
Hospitality Workers, Defence 
Force Members, Fire Fighters 
and Police , Prison and 
Security Officers, Personal 
Service and Travel Workers 

e.g. Ambulance Officers, Child 
Carers, Dental Technicians, Bar 
Attendants, Gaming Workers, 
Waiters, Police Officers, Prison 
Officers, Beauty Therapist, 
Tourism and Travel Advisors, 
Fitness Instructors 

5. Clerical and 
Administrative 
Workers 

   

6. Sales 
Workers 

Sales Representatives and 
Agents, Sales Assistants 
and Sales Persons, Sales 
Support Workers 

Sales Representatives, Real 
Estate Agents, Sales Assistants 
and Sales Persons, Checkout 
Operators and Office Cashiers, 
Miscellaneous Sales Support 
Workers 

e.g. Sales Representatives, Real 
Estate Agents, Sales Assistants, 
Service Station Attendants, 
Checkout Operators and Office 
Cashiers, Telemarketers 

7. Machinery 
Operators and 
Drivers 

   

8. Labourers    

 

 

 

 234 



9.3 The Measures Used in Study Three 

An online questionnaire was used to collect data from people employed in the three 

broad occupational groups of interest. Not all of the variables included in Study One 

and Study Two could be included in Study Three. In particular, data were collected that 

measured: 

• Affect (positive and negative). 

• Supervisory support. 

• Emotional labour (surface and deep acting). 

• Emotion work (surface and deep acting). 

• Emotional dissonance. 

• Genuine expression. 

• Burnout (emotional exhaustion, depersonalisation, personal accomplishment). 

• Job satisfaction (intrinsic and extrinsic).  

The scales included in Study One and Study Two that were not included in Study Three 

were workload and emotional job demands (i.e. variety, frequency and intensity). Well-

established and reliable scales were used to measure all of the variables. Demographic 

and other background information was also collected. The scales included in Study 

Three were the same as those used in Study One and Study Two that were discussed in 

detail in Chapter Four.  

There were, however, some differences in the measures. In Study One and Study Two, 

genuine expression was measured with three items relating to interacting with clients 

(Appendix A). In Study Three, the same items were used, although three additional 

items were included, so there were three items relating to interactions with clients and 

three items relating to interactions with co-workers. The items used to measure genuine 
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expression were obtained from Grandey (1999) and Erickson and Ritter (2001). Each 

item was preceded by the question: “In order to do your job effectively on an average 

day, how often do you do the following things?” Items referred to interactions with 

either clients or co-workers. Three items measured genuine expression relating to client 

interactions and three items measured genuine expression with co-workers. As was the 

case with the other scales, these items were measured using a five-point scale that 

ranged from never (1) to always (5). 

The emotional dissonance scale was also expanded in Study Three. In the earlier studies, 

emotional dissonance was measured using Morris and Feldman’s (1996b) three-item 

scale, which asked about people’s emotional dissonance when interacting with clients. 

In the present study, an additional three items were included to measure the emotional 

dissonance experienced during co-worker interactions. The wording from the three 

emotional dissonance items was adapted so the term ‘clients’ was replaced with         

‘co-workers’. The items were also measured on a five-point scale that ranged from never 

(1) to always (5). All of the items included in the various questionnaires can be seen in 

Appendix A.  

9.4 Data Collection Procedures 

As was mentioned earlier, an online questionnaire was used to collect the data in Study 

Three. The data were obtained from members of a research company’s online panel 

who received a small payment for completing the survey. Participants were matched to 

criteria provided by the researchers (i.e. participants worked in one of the three 

occupational groups identified in Table 9-1, were employed full time and were over 18 

years of age). The research company’s sampling system ensured representative or quota 

samples were obtained. The sample had a representative spread of participants across 
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Australia, across occupational groups and included participants from a wide range of 

industry sectors.  

Several items were included to obtain background information about the respondents. 

These questions asked about the respondents’ age, highest education level attained, 

tenure with their organisation, tenure with their industry, type of work (executive, 

managerial, professional or technical, clerical, operational), and hours worked per week.  

Two hundred participants within each occupational group (600 in total) were requested. 

The final sample had 625 respondents, of whom 222 were professionals (35%), 196 

were community or personal service workers (32%), and 206 were sales employees 

(33%). The average age of participant was 38 years and 65% of the respondents were 

female. The average number of years for which respondents had worked with their 

current employer was six and the average time worked in their industry was eleven 

years.  

9.5 Data Analysis Procedures 

The analysis of the collected data was undertaken in four stages. In stage one, a 

preliminary analysis of the data took place in terms of screening the data for errors and 

cleaning where needed. Stage two involved testing the variables’ measurement 

properties in terms of their fit, reliability and validity and comparing the refined 

measures from the nurse samples (Study One and Study Two) with the measures in the 

current study. The scales in Study Three were refined to ensure they had acceptable 

measurement properties. The measures were initially assessed using data from the sales 

employees, after which the variables’ measurement properties were further assessed 

using the data collected from the other two employee groups. In particular, invariance 
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analysis was used to see whether the refined measures found in the sales employee 

group were invariant across the three groups.  

In stage three, the measurement model, with all of the refined variables, was estimated 

for the sales employee group and a multiple-group measurement model was then 

estimated to see whether the measurement model was generalisable across the three 

groups. Finally, in stage four, the workplace emotion regulation model was estimated 

for the sales employee group using the variables from the previous data analysis stages, 

after which a multiple-group structural model was estimated to see whether the 

structural model was generalisable across the three groups. The procedures used in each 

of the four stages are discussed in detail in subsequent sections. 

9.5.1 A Preliminary Analysis of the Data 

Similar to the procedures used to examine the data in Study One and Study Two, the 

data were initially screened for outliers and the assumptions that underlie SEM prior to 

multivariate analysis. The dataset had no missing values, as the survey was online and 

respondents were unable to move onto the next question before responding to the 

current question. There was, however, an option for respondents to use a ‘not 

applicable’ response, but this was not used.  

An analysis was undertaken to assess each item prior to exploring the measurement 

properties of the various variables. Descriptive statistics were computed for each item 

(see Appendix B). As multivariate normality was assessed at the variable level, only 

items with extreme deviations from normality were removed at this stage. The presence 

of outliers and the appropriateness of SEM assumptions were assessed prior to 

estimating the measurement model. 
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9.5.2 Generalising the Measures  

A series of analyses were undertaken to see whether the measures suggested in the 

nurse studies (Study One and Study Two) could be generalised to the three broad 

occupational groups examined in Study Three. Initially, the scales examined in the nurse 

studies were used in this study.  

9.5.2.1 Unidimensionality  

Similar to the procedures in Study One, and using the data from Sample Three, a one-

factor congeneric model was estimated for each variable to assess the fit of the 

observed data to each of the underlying latent variables. Within this process, the same 

items used for each of the variables in Study One and Study Two were used in this 

study.  

Confirmatory factor analyses were initially estimated using the refined measures 

obtained in Study One. Invariance analyses were also undertaken using the Study One 

measures to assess the fit of these models across the three occupational groups. This 

process had two stages. A cross-validation approach was undertaken in line with 

Joreskog’s (1993) ‘strategy for analysis.’ One dataset, was used to refine the various 

measures (in this case, the sales employees), after which the other datasets (in this case, 

the other two occupational groups) were used to see if the scales were generalisable 

beyond the initial dataset. The goodness of fit for each measure was assessed by 

examining the chi-square statistic (χ2) and the normed chi-squared statistic.  
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9.5.2.2 Construct Reliability 

Construct reliability was examined by calculating a construct reliability coefficient for 

each of the variables using the same method applied in Study One and Study Two. If 

the construct reliability coefficient was greater than 0.70, reliability was assumed (Hair et 

al. 2010). 

9.5.2.3 Convergent Validity 

Convergent validity was evaluated in the same way as in the previous studies. Average 

variance extracted (AVE) scores were computed for each variable. Following Fornell 

and Larcker’s (1981) suggestion, an AVE score that was at least 0.50 was seen as 

providing evidence the scale had convergent validity. 

9.5.2.4 Discriminant Validity 

Discriminant validity was also examined using the same approach that was used in the 

previous studies. Following Fornell and Larcker’s (1981) suggestion, discriminant 

validity was assumed between two variables when their AVE scores were greater than 

the shared variance (i.e. the square of their correlation) between them. 

9.5.2.5 Invariance Analysis  

Invariance analysis (metric and configural) was used to see whether measures were 

generalisable across the three broad occupational groups using the same process that 

was used in Study Two.  

9.5.3 Assessing the Measurement Model 

The estimated measurement model included all of the constructs (as latent constructs 

with their indicator items), together with the covariances between the constructs. Given 
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the large number of latent constructs and indicator items, it was again decided to use 

the partial disaggregation approach to estimate the model (Bagozzi & Edwards 1998; 

Bagozzi & Heatherton 1994). The measurement model was estimated by including all of 

the structural constructs and allowing each construct to covary with all of the other 

constructs. If the measurement model does not fit the data, the lack of model fit may be 

attributed to measurement error (Anderson & Gerbing 1998). The chi-squared statistic 

and the normed chi-square statistic, which were used to assess the measurement 

properties of each construct in stage two, were again used to assess the fit of the 

measurement model, together with additional goodness-of-fit indices. The data obtained 

in Sample Three were also used to assess the measurement model’s generalisability 

across the three occupational groups.  

9.5.4 Estimating the Structural Model 

A workplace emotion regulation model was suggested in Chapter Three and refined and 

estimated in Study One and generalised in Study Two. This model, without the 

workload and emotional job demands variables, was examined in the current study to 

see whether it was generalisable beyond a nurse sample. In addition, it was hoped to 

examine some of the model’s relationships that could not be tested in Study One and 

Study Two due to measurement problems with a number of the variables. In the earlier 

studies, where genuine expression and emotion work deep acting did not have 

acceptable measurement properties, some of the hypothesised relationships could not 

be examined. The structural model that was tested in Study Three is shown in Figure 9-

1.  
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 Figure 9-1 A Model of Emotion Regulation Predicting Job Satisfaction and Burnout 

 

After completing stage one to stage three of the data analysis, this model was estimated 

using structural equation modelling procedures. As was the case in the previous studies, 

the model was tested as two separate models. While the antecedent variables remained 

the same in each of the models, the outcome variables were assessed separately to 

reduce potential problems of multicollinearity and to retain order within the estimated 

models. The first model included the three burnout dimensions, while the second 

model included the two job satisfaction dimensions. The model was initially tested using 

the sales employees’ data. The fit indices used in the assessment of the measurement 

model were again used to determine model fit. In assessing the structural modelling 

results, consideration was given to: 

1. Model fit. 

2. Whether the suggested hypotheses were supported. 

3. Estimated total effects (both direct and indirect). 

4. The variance explained by the estimated model.  
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9.5.4.1 Model fit 

The models with their hypothesised paths were estimated and the estimated models’ fit 

indices were examined. An iterative approach was used in which non-significant paths 

were identified and removed sequentially, starting with the path with the smallest 

standardised coefficient. At each stage, the model was re-estimated to determine 

whether the model fitted the data. Modification index (MI) values were also considered 

and changes were made to the model, where appropriate, after ensuring these post hoc 

changes aligned with prior research. This process continued until a good fit was 

achieved.  

9.5.4.2 Assessing the Hypotheses 

After deciding on a model through this iterative process, the research hypotheses were 

examined to see whether they were supported. In particular, the path coefficients were 

assessed in terms of their sign (positive or negative), significance and size.  

9.5.4.3 Direct and Indirect Effects 

Both direct and indirect effects were examined to determine the influence the various 

antecedent variables had on the other variables in the model. 

9.5.4.4 Explained Variance 

Finally, the squared multiple correlations were considered in order to determine the 

proportion of the endogenous variables’ variances explained by the suggested model. 

This enabled an assessment to be made of the usefulness of the model in predicting the 

various outcomes of interest. 
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9.5.5 Testing the Multiple-Group Structural Model 

The workplace emotion regulation model that was suggested in Chapter Three, refined 

and estimated in Study One, and generalised in Study Two, was tested in Study Three 

(without the emotional job demands and workload variables). The sales employees’ data 

set was used as the ‘calibration sample’ to refine the models, after which the other two 

groups or ‘validation’ samples (in this case, the professional employees’ and the 

community and personal services employees’ data sets), were used to see whether the 

models were generalisable.  

9.6 Conclusions 

The methodology used in Study Three was discussed in detail in the present chapter. In 

particular, the variables included in the study, the data collection procedures used and 

the data analysis procedures were outlined. The results obtained in Study Three are 

presented in Chapter Ten, which provides the results of the preliminary data analysis, 

discusses the variables’ measurement properties and generalisability across the three 

occupational groups. The results obtained when the measurement model and the 

structural models were estimated are also discussed, as are the results of the 

examination of the generalisability of the measurement and structural models across the 

three occupational groups.  
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Chapter 10 Study Three - 
Generalising and Extending the 
Model: An Assessment of the 
Variables’ Measurement Properties, 
the Measurement Model and the 
Structural Model across the Three 
Occupational Groups 

 

10.1 Introduction 

This chapter presents the results obtained from Study Three. The preliminary data 

analysis and information about the variables’ measurement properties are reported first. 

These variables were then used to estimate the measurement model and the revised 

structural models. The results obtained from estimating the measurement model and 

the revised structural models are then presented. The third part of the chapter presents 

the results from an analysis phase in which the variable’s invariance and the 

relationships between the variables were examined across the three occupational groups.  

10.2 Preliminary Data Analysis: Data Cleaning and Assumption Testing  

A total of 625 responses were obtained from the online panel, with 206 responses from 

people employed in sales, 196 responses from community and personal service workers 
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and 223 responses from professional employees. The data were screened prior to 

estimating the models of interest. There was no missing data, as, in the online survey, 

respondents could not proceed to the next section of items before completing all of the 

previous items. An ‘opt-out’ or ‘not applicable’ option was included, but this option was 

not used. A dataset was generated from the online survey. Consequently, there were no 

opportunities for data input errors.  

An analysis was undertaken to determine the normality of each item prior to exploring 

the measurement properties of the various variables, as can be seen in Appendix B. 

Two of the 97 items used to measure the various variables had values well beyond the 

accepted range and could be considered extremely nonnormal. Both of these items were 

used to measure the negative affect scale. Although SEM is robust to deviations from 

normality, these variables were extremely non-normal and, consequently, they were 

removed from subsequent analyses, as was the case in the earlier nurse studies (Study 

One and Study Two). 

10.3 Examining the Variables’ Measurement Properties  

A series of analyses examined the suitability of the scales that were used to measure the 

various variables that were included in the suggested model. Firstly, a series of 

confirmatory factor analyses were estimated to refine the various measures. The sales 

group was used to examine the variables’ measurement properties, while the other 

groups were used to assess the scales’ invariance. Construct reliability was examined 

first, after which convergent and discriminant validity were assessed to ensure each of 

the variables had acceptable measurement properties. Finally, the invariance analyses 

mentioned earlier were undertaken using the refined measures developed from the sales 

group data to assess the variables’ appropriateness in the other occupational groups.  
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10.4 The Confirmatory Factor Analyses 

For each variable, a one-factor congeneric model was estimated to assess the fit of the 

items to the underlying latent variable. The same procedures that were used in the 

earlier studies were used in the present study. A summary of the results obtained for 

each variable, showing the original number of items and the fit for these items, and the 

final number of items and the fit for the refined model, can be seen in Table 10-1. More 

information about the refinement process used can be seen in Appendix D.  

The analyses suggested all of the variables had acceptable fit after the refinement 

process had been undertaken and, therefore, all of the refined variables were retained at 

this stage of the analysis. It should be noted that many of the refined scales included the 

same items used to measure the corresponding variables in Study One and Study Two 

(i.e. positive affect, emotional labour surface acting, emotional labour deep acting, 

supervisory support and emotional exhaustion).  
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Table 10-1: The Fit of the Variables (Sales Employees) 

Variable Original 
# of 

Items 

χ2 χ2/df Final # 
of Items 

χ2 χ2/df 

Positive Affect 10 105.40* 3.01 4 0.18 0.04 

Negative Affect 8 46.13* 2.31 3 0.30 0.30 

Supervisory Support 4 2.08 1.04 4 2.08 1.04 

ELSA 8 146.96* 7.35 3 0.53 0.53 

ELDA 4 7.45* 3.73 3 0.04 0.04 

EWSA 8 131.46* 6.57 4 1.21 0.61 

EWDA 4 19.37* 9.69 3 1.92 1.92 

Emotional Dissonance 6 70.45* 7.83 3 0.83 0.83 

Genuine Expression 6 23.02* 2.56 3 0.03 0.03 

Emotional Exhaustion 9 187.06* 6.93 3 1.17 1.17 

Depersonalisation 5 4.51 0.90 4 0.54 0.23 

Personal 
Accomplishment 

8 56.38* 2.82 3 0.72 0.72 

Intrinsic JS 7 66.34* 4.74 3 0.60 0.60 

Extrinsic JS 8 64.67* 3.23 4 0.55 0.27 

Note: # = number, EL= emotional labour, SA= surface acting, DA = deep acting, 
EW= emotion work, JS= job satisfaction, * statistically significant at the 5% level. 

As is clear from Table 10-1, not all of the items were retained, which had also been the 

case in Study One and Study Two. The removal of a large number of items from some 

of the scales was a potential concern, as this may have changed the nature of the 

variable being measured. As was noted earlier, one way to test this concern is to 

correlate a composite variable that includes the original set of items with a composite 

variable that includes the reduced set of items (Thomas et al. 2001). A high correlation 
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between the original and refined composite variables suggests the refinement process 

has not resulted in a substantial loss of information or a change in the nature of the 

measured variable. Consequently, these correlations were computed for the scales in 

which the final variable included a reduced number of items and are shown in Table  

10-2. All but three of the correlations exceeded 0.90 and all exceeded 0.85, suggesting 

the refined scales did not lose a great deal of information, nor did they change the 

nature of the variables.  

Table 10-2: The Correlations between the Original and Refined Variables 

Variable Correlation Variable Correlation 

Positive Affect 0.93 Genuine Expression 0.89 

Negative Affect 0.86 Emotional Exhaustion 0.92 

EL Surface Acting 0.93 Depersonalisation 0.94 

EL Deep Acting 0.97 Personal Accomplishment 0.88 

EW Surface Acting 0.96 Intrinsic Job Satisfaction 0.96 

EW Deep Acting 0.97 Extrinsic Job Satisfaction 0.96 

Emotional Dissonance  0.94   

Note: All of the correlations are statistically significant well beyond the 0.01 
level. EL= emotional labour, EW= emotion work. 

10.5 The Variables’ Invariance 

The equivalence of each of the variables across the three groups was examined to test 

the invariance of the measures. As was noted in Chapter Eight, Steenkamp and 

Baumgartner (1998) have provided a sequential procedure for testing the equivalence of 

measures across two or more groups. In particular, configural invariance and metric 

invariance were tested in the present study.  
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10.5.1 Goodness of Fit for the Other Occupational Groups 

As can be seen in Table 10-3, all of the variables fitted the community and personal 

service workers group data at the 1% level, as was the case with the sales group, 

suggesting the variables met the initial requirements for configural invariance. As can 

also be seen in Table 10-3, almost all of the variables fitted the professional employees’ 

group data at the 1% level. Two variables (supervisory support and personal 

accomplishment) had a marginal fit, as their chi-squared statistics were statistically 

significant at the 1% level. However, it was decided to retain these variables at this stage 

of the analysis, as the variables fitted the data from the other two groups. 

Table 10-3: The Fit of the Variables for the Other Occupational Groups 

Variable  
 

df 

Community and Personal 
Service Employees 

χ2                                    χ2/df 

Professional 
Employees 

χ2                            χ2/df 

Positive Affect 2 1.92 0.96 4.63 2.32 

Negative Affect 1 1.11 1.11 1.02 1.02 

Supervisory Support 2 4.27 2.14 10.92** 5.46 

EL Surface Acting 1 3.91* 3.91 0.05 0.05 

EL Deep Acting 1 0.59 0.59 6.01* 6.01 

EW Surface Acting 2 3.01 1.50 0.53 0.26 

EW Deep Acting 1 0.04 0.04 0.65 0.65 

Emotional Dissonance 1 0.23 0.23 0.15 0.15 

Genuine Expression 1 0.23 0.23 2.40 2.40 

Emotional Exhaustion 1 1.50 1.50 0.00 0.00 

Depersonalisation 2 2.78 1.39 0.41 0.20 

Personal Accomplishment 1 0.36 0.36 10.88** 10.88 

Intrinsic Job Satisfaction 1 0.04 0.04 1.77 1.77 

Extrinsic Job Satisfaction 2 2.73 1.37 3.48 1.74 

Note: * Statistically significant at the 5% level, ** statistically significant at the 1% level. 
EL= emotional labour, EW= emotion work. 
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In the second phase of the analysis, a multiple group confirmatory analysis was 

estimated for each variable and the chi-squared statistics, when the loadings were 

unconstrained, were computed. The results obtained can be seen in Table 10-4. All but 

one of the variables fitted the data from the three groups. While ‘genuine expression’ 

was marginally problematic, as its normed chi-squared statistic was 3.94, it was decided 

to retain the variable to see whether it had metric invariance. 

Table 10-4: Unconstrained Loadings for the Retained Variables 

Variable χ2  Statistic Significance χ2 /df 

Positive Affect 6.73 0.35 1.12 

Negative Affect 8.79 0.12 1.76 

Supervisory Support 17.28* 0.01 2.88 

EL Surface Acting 5.83 0.32 1.17 

EL Deep Acting 16.55* 0.01 3.31 

EW Surface Acting 4.75 0.58 0.79 

EW Deep Acting 4.63 0.46 0.93 

Emotional Dissonance 11.26 0.05 2.25 

Genuine Expression 19.31** 0.00 3.86 

Emotional Exhaustion 13.09* 0.02 2.62 

Depersonalisation 3.65 0.72 0.61 

Personal Accomplishment 14.70 0.01 2.94 

Intrinsic Job Satisfaction 3.60 0.61 0.72 

Extrinsic Job Satisfaction 6.76 0.34 1.13 

Note: * Statistically significant at the 5% level, ** statistically significant at the 1% level. 
EL= emotional labour, EW= emotion work. 
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10.5.2 Metric Invariance Analysis for All of the Variables  

As was noted in Chapter Eight, metric invariance can be examined by constraining the 

factor loadings to be equal. Metric equivalence can be assumed if the change in the chi-

squared statistic is not statistically significant. The changes in the chi-squared statistics 

in this case can be seen in Table 10-5. Most of these scores were not statistically 

significant, providing evidence that these scales have metric equivalence. However, 

three of the variables (negative affect, genuine expression, and extrinsic job satisfaction) 

did not meet this requirement for full metric invariance.  

Table 10-5: Metric Invariance of the Retained Variables 

Variable Δ χ2 Δ df Significance 

Positive Affect 7.36 6 0.29 

Negative Affect 10.27* 4 0.04 

Supervisory Support 8.14 6 0.23 

EL Surface Acting 3.33 4 0.50 

EL Deep Acting 4.75 4 0.31 

EW Surface Acting 4.08 6 0.67 

EW Deep Acting 4.72 4 0.32 

Emotional Dissonance 8.17 4 0.09 

Genuine Expression 15.75** 4 0.00 

Emotional Exhaustion 1.98 4 0.74 

Depersonalisation 4.31 6 0.64 

Personal Accomplishment 2.40 4 0.66 

Intrinsic Job Satisfaction 6.78 4 0.15 

Extrinsic Job Satisfaction 19.60** 6 0.00 

Note: * Statistically significant at the 5% level, ** statistically significant at the 
1% level. EL= emotional labour, EW= emotion work. 

Cheung and Rensvold (2002, p. 251) have suggested the change in the CFI should also 

be reviewed, as “a value of ΔCFI smaller than or equal to –0.01 indicates that the null 

hypothesis of invariance should not be rejected.”  As the change in the CFI for negative 
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affect in this case was -0.009, full metric invariance was assumed. As the change in CFI 

was -0.011 for extrinsic job satisfaction and -0.021 for genuine expression, Steenkamp 

and Baumgartner’s (1998) approach was used to see if partial metric invariance could be 

assumed. This approach frees the loading of the items with the largest modification 

indices in an iterative fashion, allowing these values to vary across the groups. If at least 

one loading can be constrained to be equal, in addition to the item that was constrained 

to one, partial metric invariance can be assumed and the variable can be included in the 

multiple group analysis. 

When the measurement weight for one genuine expression item (“In order to do your 

job effectively on an average day, how often do you easily express genuine emotions to 

clients?”) was allowed to vary, partial metric invariance was supported (Δχ2=0.15 

(Δdf=2), p>0.05). Consequently, this variable was retained. Similarly, when the 

measurement weight for one extrinsic job satisfaction item (“Overall, how satisfied or 

dissatisfied are you with the way your organisation is managed?”) was allowed to vary, 

partial metric invariance was supported at the 1% level (Δχ2=12.22 (Δdf=4), p>0.01). 

Consequently, this variable was also retained for the subsequent analysis, although this 

marginal result was noted.  

10.6 Construct Reliability 

The general test for internal consistency is to see whether construct reliability is greater 

than 0.70, which indicates good reliability, although a value between 0.60 and 0.70 may 

be acceptable if other indicators are good (Hair et al. 2010). Table 10-6 to Table 10-8 

show the construct reliability scores for each of the retained scales for each of the three 

groups. As can be seen in the Tables, all of the variables had good reliability, as the 

reliability scores ranged from 0.75 to 0.94. 
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Table 10-6: Construct Reliability (Sales Employees) 

Variable Construct 
Reliability 

Variable Construct 
Reliability 

Positive Affect 0.85 Emotion Work Surface 
Acting 

0.90 

Negative Affect 0.77 Emotion Work Deep 
Acting 

0.85 

Supervisory Support 0.94 Emotional Exhaustion 0.88 

Emotional Dissonance 0.77 Depersonalisation 0.81 

Genuine Expression 0.73 Personal Accomplishment 0.82 

Emotional Labour 
Surface Acting 

0.89 Intrinsic Job Satisfaction 0.89 

Emotional Labour Deep 
Acting 

0.79 Extrinsic Job Satisfaction 0.89 

 

 

 

 

Table 10-7: Construct Reliability (Community and Personal Service Employees) 

Variable Construct 
Reliability 

Variable Construct 
Reliability 

Positive Affect 0.87 Emotion Work Surface 
Acting 

0.85 

Negative Affect 0.88 Emotion Work Deep 
Acting 

0.83 

Supervisory Support 0.93 Emotional Exhaustion 0.93 

Emotional Dissonance 0.75 Depersonalisation 0.87 

Genuine Expression 0.80 Personal Accomplishment 0.85 

Emotional Labour 
Surface Acting 

0.89 Intrinsic Job Satisfaction 0.86 

Emotional Labour Deep 
Acting 

0.77 Extrinsic Job Satisfaction 0.83 
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Table 10-8: Construct Reliability (Professional Employees) 

Variable Construct 
Reliability 

Variable Construct 
Reliability 

Positive Affect 0.86 Emotion Work Surface 
Acting 

0.88 

Negative Affect 0.83 Emotion Work Deep 
Acting 

0.86 

Supervisory Support 0.94 Emotional Exhaustion 0.92 

Emotional Dissonance 0.77 Depersonalisation 0.87 

Genuine Expression 0.83 Personal Accomplishment 0.86 

Emotional Labour 
Surface Acting 

0.88 Intrinsic Job Satisfaction 0.86 

Emotional Labour Deep 
Acting 

0.83 Extrinsic Job Satisfaction 0.81 

10.7 Convergent and Discriminant Validity 

The approaches used to examine convergent and discriminant validity in Study One and 

Study Two were also used in Study Three. Convergent validity was assessed by:  

1) Comparing goodness of fit indices with benchmark values. 

2) Looking at relevant factor loadings and the significance of the t-statistics 

associated with these loadings.  

3) Using Fornell and Larcker’s (1981) method and seeing whether a variable’s 

average variance extracted (AVE) score was at least 0.50. 

Discriminant validity was also tested through Fornell and Larcker’s (1981) method, in 

which the variables’ AVE scores are compared with their shared variance. If two 

variables’ AVE scores are greater than their shared variance, discriminant validity can be 

assumed. 
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10.7.1 Convergent Validity 

The first criterion for convergent validity was met as all of the retained variables fitted 

the data, as was shown in Table 10-1 (for the sales employees) and Table 10-3 (for the 

other groups). The second criterion related to the size and statistical significance of the 

items’ loadings. All of the loadings were statistically significant well beyond the 1% level 

and no variable had factor loadings less than 0.50, supporting convergent validity. The 

average variance extracted (AVE) scores in each of three groups can be seen in Table 

10-9, Table 10-10 and Table 10-11.  

Table 10-9: AVE Scores (Sales Employees) 

Variable AVE Score Variable AVE Score 

Positive Affect 0.60 Emotion Work Surface 
Acting 

0.68 

Negative Affect 0.52 Emotion Work Deep 
Acting 

0.65 

Supervisory Support 0.79 Emotional Exhaustion 0.70 

Emotional Dissonance 0.53 Depersonalisation 0.52 

Genuine Expression 0.48 Personal Accomplishment 0.61 

Emotional Labour 
Surface Acting 

0.72 Intrinsic Job Satisfaction 0.73 

Emotional Labour Deep 
Acting 

0.56 Extrinsic Job Satisfaction 0.67 

Note: AVE= average variance extracted. 

 

As can be seen in Table 10-9, only genuine expression had an AVE score that was less 

than 0.50 within the sales employees group. However, this score of 0.48 was only 

marginally less. Thus, the convergent validity of the variables in this group was assumed. 
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Table 10-10: AVE Scores (Community and Personal Service Employees) 

Variable AVE Variable AVE 

Positive Affect 0.63 Emotion Work Surface 
Acting 

0.59 

Negative Affect 0.72 Emotion Work Deep 
Acting 

0.62 

Supervisory Support 0.78 Emotional Exhaustion 0.81 

Emotional Dissonance 0.50 Depersonalisation 0.64 

Genuine Expression 0.57 Personal Accomplishment 0.66 

Emotional Labour 
Surface Acting 

0.72 Intrinsic Job Satisfaction 0.66 

Emotional Labour Deep 
Acting 

0.54 Extrinsic Job Satisfaction 0.56 

Note: AVE= average variance extracted. 

As can be seen in Table 10-10, all of the variables had AVE scores that were greater 

than 0.50 within the community and personal service employees group, supporting their 

convergent validity within this group. 

Table 10-11: AVE Scores (Professional Employees) 

Variable AVE Variable AVE 

Positive Affect 0.61 Emotion Work Surface 
Acting 

0.66 

Negative Affect 0.62 Emotion Work Deep 
Acting 

0.66 

Supervisory Support 0.79 Emotional Exhaustion 0.78 

Emotional Dissonance 0.53 Depersonalisation 0.64 

Genuine Expression 0.63 Personal Accomplishment 0.67 

Emotional Labour 
Surface Acting 

0.72 Intrinsic Job Satisfaction 0.66 

Emotional Labour Deep 
Acting 

0.63 Extrinsic Job Satisfaction 0.53 

Note: AVE= average variance extracted. 
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As can be seen in Table 10-11, all of the variables had AVE scores that were greater 

than 0.50 within the professional employees group, supporting their convergent validity 

within this group. 

10.7.2 Discriminant Validity 

As was noted earlier, discriminant validity between the variables was assessed by 

comparing their AVE scores with their squared correlations. The variables’ AVE scores 

and the squared correlations are presented, for the three groups, in Table 10-12, Table 

10-13 and Table 10-14 respectively.  

Table 10-12: AVE Scores and Squared Correlations (Sales Employees) 

Variables AVE 2 3 4 5 6 7 8 9 10 11 12 13 14 
1. Positive Affect 0.60 .08 .06 .01 .17 .01 .08 .01 .08 .13 .11 .09 .17 .15 

2. Negative Affect 0.52  .03 .03 .02 .01 .01 .04 .00 .07 .09 .05 .08 .03 

3. Supervisory 
Support 

0.79   .00 .02 .00 .02 .00 .02 .10 .06 .00 .42 .59 

4. Emotional 
Dissonance 

0.53    .00 .46 .04 .64* .04 .06 .13 .05 .00 .00 

5. Genuine 
Expression 

0.48     .00 .24 .00 .22 .02 .07 .03 .06 .04 

6. EL Surface 
Acting 

0.72      .07 .42 .03 .04 .11 .01 .00 .00 

7. EL Deep Acting 0.56       .04 .46 .00 .01 .05 .04 .02 

8. EW Surface 
Acting 

0.68        .07 .06 .15 .07 .00 .00 

9. EW Deep Acting 0.65         .00 .00 .01 .04 .06 

10. Emotional 
Exhaustion 

0.70          .23 .01 .20 .20 

11. 
Depersonalisation 

0.52           .07 .08 .05 

12. Personal 
Accomplishment 

0.61            .01 .00 

13. Intrinsic Job 
Satisfaction 

0.73             .68* 

14. Extrinsic Job 
Satisfaction 

0.67                           

Note: EL= emotional labour, EW+ emotion work. AVE= average variance extracted. * indicates where 
the squared correlations between pairs of variables is higher than the AVE score for an individual 
variable.  

As can be seen in Table 10-12, two of the pairs of variables were of concern (emotional 

dissonance and emotion work surface acting, and intrinsic and extrinsic job 
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satisfaction). All of the other squared correlations were less than the AVE scores for 

any of the relevant variable pairs. The AVE scores for emotional dissonance and 

emotion work surface acting (0.53 and 0.68) were lower than their shared variance 

(0.64). The AVE scores for intrinsic job satisfaction and extrinsic job satisfaction (0.73 

and 0.67) were lower than their shared variance (0.68). However, as these were only 

marginal differences, it was decided to retain emotional dissonance and extrinsic job 

satisfaction in the suggested model. Table 10-13 and Table 10-14 show the AVE scores 

and squared correlations for the community and personal service workers group and the 

professional employees group. 

Table 10-13: AVE Scores and Squared Correlations (Community and Personal Service 

Employees) 

Variables AVE 2 3 4 5 6 7 8 9 10 11 12 13 14 
1. Positive Affect 0.63 .03 .09 .06 .05 .04 .06 .07 .03 .11 .21 .21 .13 .16 

2. Negative Affect 0.72  .03 .04 .02 .02 .00 .04 .00 .04 .04 .09 .07 .10 

3. Supervisory 
Support 

0.78   .03 .00 .03 .00 .04 .00 .06 .06 .11 .33 .40 

4. Emotional 
Dissonance 

0.50    .03 .27 .02 .41 .01 .11 .14 .05 .07 .08 

5. Genuine 
Expression 

0.57     .01 .17 .01 .13 .00 .02 .03 .03 .00 

6. Emotional Labour 
Surface Acting 

0.72      .02 .38 .03 .13 .13 .04 .01 .05 

7. Emotional Labour 
Deep Acting 

0.54       .00 .41 .00 .01 .05 .03 .01 

8. Emotion Work 
Surface Acting 

0.59        .03 .14 .22 .06 .07 .07 

9. Emotion Work 
Deep Acting 

0.62         .00 .01 .04 .01 .00 

10. Emotional 
Exhaustion 

0.81          .39 .02 .08 .18 

11. Depersonalisation 0.64           .09 .12 .16 

12. Personal 
Accomplishment 

0.66            .18 .13 

13. Intrinsic Job 
Satisfaction 

0.66             .49 

14. Extrinsic Job 
Satisfaction 

0.56                           

Note: AVE= average variance extracted. 
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Table 10-14: AVE Scores and Squared Correlations (Professional Employees) 

Variables AVE 2 3 4 5 6 7 8 9 10 11 12 13 14 

1. Positive Affect 0.61 .09 .11 .07 .08 .03 .02 .05 .03 .06 .15 .18 .23 .21 

2. Negative Affect 0.62  .06 .04 .00 .04 .00 .07 .00 .11 .13 .08 .03 .04 

3. Supervisory Support 0.79   .02 .02 .02 .03 .03 .02 .05 .14 .06 .26 .41 

4. Emotional Dissonance 0.53    .06 .44 .02 .53 .03 .04 .18 .11 .03 .02 

5. Genuine Expression 0.63     .02 .21 .02 .09 .01 .06 .07 .04 .07 

6. Emotional Labour Surface 
Acting 

0.72      .09 .43 .08 .06 .13 .05 .01 .04 

7. Emotional Labour Deep 
Acting 

0.63       .06 .45 .00 .00 .02 .02 .03 

8. Emotion Work Surface 
Acting 

0.66        .07 .05 .16 .09 .03 .02 

9. Emotion Work Deep Acting 0.66         .01 .00 .01 .01 .02 

10. Emotional Exhaustion 0.78          .27 .04 .12 .18 

11. Depersonalisation 0.64           .14 .12 .16 

12. Personal Accomplishment 0.67            .10 .05 

13. Intrinsic Job Satisfaction 0.66             .52 

14. Extrinsic Job Satisfaction 0.53                           

Note: AVE= average variance extracted. 

As can be seen in Table 10-13 and Table 10-14, all of the squared correlations were less 

than (or equal to) the AVE scores for the relevant variable pairs. The highest squared 

correlation was between Intrinsic Job Satisfaction and Extrinsic Job Satisfaction for 

both groups. However, the AVE scores for these two variables were higher in both 

groups. As all of these variables had AVE scores that were considerably higher than the 

relevant squared correlations, discriminant validity was assumed for each of the retained 

variables in these two groups.  

In summary, discriminant validity was assumed for all of the retained variables. 

Importantly, the emotional labour strategies (surface and deep acting) and emotion 

work strategies (surface and deep acting) were found to be distinct, demonstrating 

discriminant validity and providing support for hypothesis 3. It should be noted that 

further testing of hypothesis 3 was conducted in relation to differential relationships for 

emotional labour and emotion work to further establish whether the different strategies 
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are distinct (see section 10.17.3). As all of the variables had discriminant validity, all of 

the retained variables seemed to have good measurement properties and were retained 

for subsequent analysis. 

10.7.3 The Variables’ Measurement Properties 

Several different methods were used to examine the measurement properties of each of 

the scales. Table 10-15, which provides a summary of this information, suggests all of 

the variables met the minimum criteria and were, therefore, appropriate to be used in 

the subsequent analysis. 
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Table 10-15: A Summary of the Variables’ Measurement Properties 

Variable Unidimensionality 
(Sales Employees) 

Configural 
Invariance 

Metric 
Invariance  

Construct 
Reliability 

Convergent 
Validity 

Discriminant 
Validity 

Positive Affect       

Negative Affect       

Supervisory Support       

EL Surface Acting       

EL Deep Acting       

EW Surface Acting       

EW Deep Acting       

Emotional Dissonance       

Genuine Expression  marginal partial    

Emotional Exhaustion       

Depersonalisation       

Personal Accomplishment       

Intrinsic Job Satisfaction       

Extrinsic Job Satisfaction   partial    

Note: EL= emotional labour, EW= emotion work. 
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10.8 The Refined Variables’ Descriptive Statistics 

Descriptive statistics for the revised scales in each of the occupational groups can be 

seen in Table 10-16. The employees in the three groups reported ‘moderate’ to ‘quite a 

bit’ of positive affect, on average, with the small standard deviation indicating general 

agreement in each group. Employees across the groups reported, on average, little to no 

negative affect, as can be seen in the small mean values. The standard deviations were 

also small, indicating little variation in responses within each group. Employees across 

the three groups reported slight to moderate support was provided by their supervisor. 

There was a large standard deviation in each of the three groups, indicating a spread of 

scores in the responses to this variable. 

There were moderate levels of emotional labour in terms of surface and deep acting 

across the three groups, providing support for hypothesis 2a and hypothesis 2b. The 

standard deviations were around one for emotional labour surface acting, indicating 

reasonable variation in the data. The standard deviations for emotional labour deep 

acting were small, indicating little variation in these responses. There were also 

moderate levels of emotion work surface acting and emotion work deep acting across 

the three groups, providing support for hypothesis 1a and hypothesis 1b. The moderate 

standard deviations suggested there was some variation of responses within each of the 

groups. Moderate levels of emotional dissonance were reported in all groups and the 

small standard deviations showed there was general agreement about this. Respondents 

across the three groups reported that, on average, they genuinely expressed their felt 

emotions ‘sometimes’ to ‘often’, supporting hypothesis 1c and hypothesis 2c, and the 

low standard deviation suggested there was general agreement about this.  
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Responses to the three dimensions of burnout varied considerably, as can be seen in the 

large standard deviations for emotional exhaustion and depersonalisation and the 

moderate standard deviations for personal accomplishment. Respondents in each of the 

three groups reported moderate emotional exhaustion and sense of personal 

accomplishment and low depersonalisation. Moderate levels of intrinsic and extrinsic 

job satisfaction were also evident in each of the three groups. However, there were large 

variations in these responses, suggesting a range of views.  

Table 10-16: The Variables’ Means and Standard Deviations in the Three Groups 

Variable Sales 
Employees 
 
 

Community 
and Personal 
Service 
Employees 

Professional 
Employees 
 
 
 

      Mean SD Mean SD Mean SD 
Affect       
Positive Affect 3.70 0.85 3.77 0.86 3.61 0.83 
Negative Affect 1.63 0.75 1.62 0.86 1.65 0.76 
Supervisory Support 5.04 1.67 5.11 1.78 5.21 1.63 
       

Emotional Dissonance 2.94 0.85 2.90 0.77 2.80 0.74 
Genuine Expression 3.54 0.73 3.51 0.81 3.43 0.72 
       
Emotional Labour       
EL Surface Acting 3.07 1.00 2.93 0.94 2.91 0.93 
EL Deep Acting 3.50 0.85 3.53 0.85 3.26 0.84 
Emotion Work       

EW Surface Acting 2.79 0.92 2.60 0.76 2.66 0.81 
EW Deep Acting 3.28 0.85 3.24 0.85 3.14 0.82 
       Burnout       
Emotional Exhaustion 2.72 1.52 2.74 1.63 2.77 1.51 
Depersonalisation 1.88 1.34 1.61 1.41 1.64 1.31 
Personal Accomplishment 3.92 1.18 4.27 1.23 3.89 1.16 
       Job Satisfaction       
Intrinsic Job Satisfaction 5.01 1.35 5.14 1.25 5.24 1.15 
Extrinsic Job Satisfaction 4.95 1.38 4.81 1.33 4.90 1.24 
Note: EL= emotional labour, EW= emotion work. SD= standard deviation.  
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10.9 Testing Hypotheses 

Four hypotheses, with parts, were tested with the analyses conducted in the preceding 

sections of this chapter. These hypotheses are presented in Table 10-17 below. The four 

hypotheses were supported in Study Three. The results for the remaining hypotheses 

(hypotheses 5 to 19) are presented in subsequent sections of this chapter. 

Table 10-17: Hypotheses Relating to the Measurement Properties of the Variables  

Revised Hypothesised Relationships Findings 

H1 Employees will engage in (a) emotion work surface acting, (b) 
emotion work deep acting, and (c) genuine expression when 
interacting with co-workers.  

H1a, H1b and 
H1c supported. 

H2 Employees will engage in (a) emotional labour surface acting, 
(b) emotional labour deep acting, and (c) genuine expression 
when interacting with clients. 

H2a, H2b and 
H2c supported. 

H3 Emotional labour strategies (surface and deep acting) are 
distinct from emotion work strategies (surface and deep 
acting). 

H3 supported. 

H4 Emotional labour strategies (surface and deep acting) and 
emotion work strategies (surface and deep acting) are 
generalisable across samples and workplace contexts 
(demonstrating invariance). 

H4 supported. 

Note: Some hypotheses were deleted during the measurement and model refinement 
process. Only the retained hypotheses are shown in the table. H3 was also tested in 
relation to differential relationships for EL and EW (see section 10.17.3). 

10.10 Testing some Multivariate Assumptions 

Mahalanobis distances were computed for each respondent. This analysis suggested 

there were no outliers and, thus, all respondents were included in the final data set. An 

analysis was also undertaken to determine the normality of each item across each group. 

Tables C-3, C-4, and C-5 in Appendix C show the skewness and kurtosis associated 

with each item for the three groups. Mardia’s (1970) coefficient of multivariate kurtosis 

value for the sales group was 121.164 (with a critical ratio of 21.214), for the community 
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and personal service workers group it was 79.852 (with a critical ratio of 13.637) and for 

the professional employees it was 103.108 (with a critical ratio of 18.741), which 

suggested the data were not multivariate normal in any of the groups. Consequently, the 

Bollen-Stine (Bollen & Stine 1993) bootstrapping approach was again used to test 

model fit. 

10.11 Assessing the Measurement Model  

Prior to estimating the structural model, the measurement model was examined. The 

measurement model included all of the variables of interest (as latent variables) and the 

covariances between them. It was first tested with the sales group data, after which an 

analysis was undertaken to see whether the measurement model generalised across the 

three occupational groups. As was noted earlier, due to the large number of latent 

variables, the partial disaggregation approach was used to reduce the complexity of the 

model. If the data do not fit the measurement model, the lack of fit can be attributed to 

measurement error (Anderson & Gerbing 1998). The indices that had been used to 

assess the measurement model and the structural models in the first two studies were 

also used in Study Three.  

The measurement model was first estimated for the sales employee group. While the 

chi-squared statistic was statistically significant for this group (χ2 = 407.05, df = 259, p 

<0.01) and the AGFI suggested a marginal fit (0.82), the other fit statistics were 

acceptable. The normed chi-square statistic of 1.57 was well below the suggested 

maximum criteria of 3.00 (Hair et al. 2010), while the CFI (0.96), the TLI (0.94) and the 

GFI (0.89) all suggested the model was a good fit to the data, as did the RMSEA (0.05; 

90% confidence interval 0.04 -0.06).  
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The generalisability of the measurement model across the three occupational groups 

was also examined. Prior to assessing the structural model, the fit of the measurement 

model in which the groups’ covariances were not constrained was compared with the fit 

of the measurement model in which the covariances were constrained to be equal 

across the three groups. The difference in these nested models’ chi-squared statistics 

was used as evidence of the measurement model’s generalizability (Bollen 1989). As can 

be seen in Table 10-18, the model was equivalent. Consequently, the structural models 

were estimated.  

Table 10-18: The Measurement Model’s Generalisability 

Model χ2 Df χ2/df Δχ2 Δdf CFI TLI GFI 
(AGFI) 

RMSEA 
(90% CI) 

Unconstrained 
Model 

1216.52** 441 1.57 - - 0.96 0.94 0.89 
(0.82) 

0.04      
(0.03-0.03) 

Measurement 
Weights Equal 

1240.22** 413 1.54 23.70  

ns 

28 0.96 0.94 0.88 
(0.82) 

0.03     
(0.03-0.03) 

Note: MW= Measurement Weights, CFI = Comparative Fit Index, TLI= Tucker Lewis Index, GFI= 
Goodness of Fit Index, AGFI= Adjusted Goodness of Fit Index, RMSEA = Root Mean Square Error 
of Approximation, ** p <0.01, ns = not statistically significant. 

10.12 Estimating the Structural Models  

The models developed in Study One and Study Two were estimated first using the new 

datasets to see whether the models generalised beyond the nursing environment. The 

variables that could not be tested in the first two studies because of their poor 

measurement properties were then added to the models, allowing some of the 

hypotheses that could not be examined in these studies to be examined in the new 

context.  
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10.13 Examining the Estimated Models: Beyond the Nursing Data  

A workplace emotion regulation model was suggested in Chapter Three, refined and 

estimated as two models using the hospital-based nurse sample in Study One, and tested 

for generalisability in the community-based nurse sample in Study Two. In this study, 

the refined model was tested for generalisability beyond nursing. Due to the complexity 

of the model, the outcome variables (job satisfaction and burnout) were again assessed 

separately. The first model included the three burnout dimensions (emotional 

exhaustion, depersonalisation and personal accomplishment); while the second model 

included the job satisfaction dimensions (intrinsic and extrinsic job satisfaction).  

10.14 The Impact Emotion Regulation Strategies have on Burnout 

As was discussed in Chapter Nine, the workload and frequency variables were not 

included in Study Three. Consequently, this part of the model, which had been 

examined in the earlier studies, could not be examined. The revised burnout model is 

shown in Figure 10-1. However, this model was potentially not identified, as there was 

only one exogenous variable and there were multiple paths to the endogenous variables, 

which means there were too few exogenous variables for the number of paths being 

estimated (Bollen 1989). As Hess (2001) has pointed out, there should be at least as 

many exogenous variables as there are paths to any endogenous variable. However, as 

can be seen in the figure, while there is only one exogenous variable (positive affect), 

there are two paths to most of the endogenous variables. 
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Figure 10-1: A Reduced Burnout Model 

It was therefore decided to include additional variables in the model. The variables that 

had been removed in Study One because they had unacceptable measurement 

properties (i.e. genuine expression, negative affect and emotion work deep acting) were 

initially added. However, their addition also led to some additional paths, which meant 

the model was still not identified. Consequently, an additional exogenous variable 

(supervisory support) was also added, leading to the model that can be seen in Figure 

10-2 being estimated. 

 
Figure 10-2: A Revised Burnout Model  
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As can be seen in Figure 10-2, ten hypotheses were examined in the first phase of Study 

Three. These hypotheses, which are numbered in the same way as in Study One and 

Study Two, can be seen in Table 10-19.  

Table 10-19: Hypotheses within the Revised Burnout Model 

 Revised Hypothesised Relationships 

H8 Positive affect is negatively related to (a) emotional labour surface acting, and (b) 
emotion work surface acting, and is positively related to (c) genuine expression, 
(d) emotional labour deep acting, and (e) emotion work deep acting, when the 
required expression of emotion is positive. 

H9 Negative affect is positively related to (a) emotional labour surface acting, and (b) 
emotion work surface acting, and is negatively related to (c) genuine expression 
when the required expression of emotion is positive. 

H10 Supervisory support is negatively related to (a) emotional labour surface acting 
and (b) emotion work surface acting and (c) positively related to genuine 
expression.  

H11 It is hypothesised (a) emotional labour deep acting, (b) emotion work deep acting, 
and (c) genuine expression, are positively related to personal accomplishment. 

H12 It is hypothesised (a) emotional labour surface acting and (b) emotion work 
surface acting are positively related to emotional exhaustion. 

H13 It is hypothesised (a) emotional labour surface acting and (b) emotion work 
surface acting are positively related to depersonalisation. 

H16 It is hypothesised that a) emotional labour surface acting, and b) emotion work 
surface acting, will positively predict emotional dissonance. 

H17 Emotional dissonance positively influences a) emotional exhaustion and b) 
depersonalisation. 

H18 Emotional dissonance mediates the relationships between (a) emotional labour 
surface acting and emotional exhaustion and (b) emotion work surface acting and 
emotional exhaustion. 

H19 Emotional dissonance mediates the relationships between (a) emotional labour 
surface acting and depersonalisation and (b) emotion work surface acting and 
depersonalisation. 
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10.14.1 Model Fit 

The revised model was first estimated using the sales employees’ data. The initial results 

suggested the model was a poor fit to the data (χ2=613.80 (df = 229, p<0.01), χ2/df= 

2.68, CFI=0.85, TLI=0.82, GFI=0.81, AGFI=0.75, RMSEA=0.09). A closer inspection 

of the output suggested the model included several paths that were not statistically 

significant and that could be removed to improve the model’s fit. Consequently, the 

non-significant paths with the smallest standardised coefficients were identified and 

removed in an iterative fashion. As a result, a number of paths were removed, namely:  

• Positive affect  emotion work surface acting (β = -0.01) 

• Supervisory support  genuine expression (β= 0.01) 

• Supervisory support  emotion work surface acting (β = 0.01) 

• Negative affect  genuine expression (β = -0.04) 

As the removal of these paths made it possible to add additional paths without creating 

identification issues, some of the paths that had been suggested in the initial model and 

had been examined in the two earlier studies were added to the model. In particular, a 

path was introduced between emotional labour surface acting and emotional labour 

deep acting and a path was introduced between emotional labour surface acting and 

emotion work surface acting. While there was one other path in the initial model (e.g. 

positive affect to personal accomplishment), this could not be introduced as 

identification issues would have arisen.  

The new model’s fit was marginally improved by these changes, but was still a poor fit 

to the sales employees’ data (χ2=523.42 (231 df), p<0.01, χ2/df= 2.27, CFI=0.89, 

TLI=0.86, GFI=0.84, AGFI=0.79, RMSEA=0.08, with 90% confidence interval 

ranging from 0.07 to 0.09). Modification indices were therefore considered. They 
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suggested several additional paths that might be considered. After ensuring the 

relationships could be justified theoretically these paths were added. In particular: 

1. A path was added from emotion work surface acting to emotion work deep 

acting using the same rationale for the path that had been added between 

emotional labour surface acting and emotional labour deep acting, as was 

discussed in section 6.5, in that people engaging in acting will use both forms.  

2. A path was added from emotional labour deep acting to emotion work deep 

acting, as an employee who is deep acting for clients is also likely to use this 

strategy in interactions with co-workers.  

3. A path was added from emotional labour deep acting to genuine expression, as 

an employee who engages in emotional labour deep acting is also likely to 

engage in genuine expression.  

4. A path was added from genuine expression to depersonalisation, as the greater 

an employee’s use of genuine expression the less depersonalised they are likely 

to feel (Naring & van Droffelaar 2007).  

5. A path was added from supervisory support to emotional exhaustion which 

implies that the greater an employee’s perceived level of support, the lower 

their emotional exhaustion, a finding supported in the literature as 

demonstrated by three meta-analyses in the area (Halbesleben 2006; Lee & 

Ashforth 1996; Viswesvaran et al. 1999).  

6. A path was added from supervisory support to depersonalisation supporting 

the view that the greater the employees’ perceived level of support, the lower 

would be their depersonalisation which has been found in the emotional labour 

literature (Naring & van Droffelaar 2007).  
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7. A path was added from genuine expression to emotional exhaustion, as the 

more employees engage in genuine expression, the lower would be their 

emotional exhaustion, a relationship found by Naring and van Droffelaar 

(2007).  

8. A path was added from emotion work surface acting to genuine expression, as 

the greater the amount of surface acting an employee uses with co-workers, the 

less likely that employee is to engage in genuine expression.  

These modifications led to a new model that can be seen in Figure 10-3. The revised 

model was a good fit to the sales employees’ data (χ2=300.21 (223 df), p<0.01, χ2/df= 

1.35, CFI=0.97, TLI=0.96, GFI=0.90, AGFI=0.86, RMSEA=0.04 with 90% 

confidence interval 0.03-0.05), suggesting it was appropriate to examine this model in 

more detail. The results of this examination are discussed in subsequent sections. 

 
Figure 10-3: A Revised Structural Burnout Model  

10.14.2 The Structural Path Coefficients  

The model suggests positive affect is positively related to genuine expression (β = 0.48, 

p<0.01) and emotional labour deep acting (β = 0.37, p<0.01), providing support for 
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hypothesis 8c and hypothesis 8d. This suggests an employee with a positive disposition 

is more likely to engage in genuine expression or deep acting when interacting with 

clients. Interestingly, positive affect was not significantly related to emotion work deep 

acting (β = 0.10, p>0.05), emotional labour surface acting (β = -0.11, p>0.05) or 

emotion work surface acting (which had been deleted before the final model). 

Consequently, hypothesis 8a, hypothesis 8b and hypothesis 8e were not supported.  

A statistically significant negative path was found between supervisory support and both 

emotional exhaustion (β = -0.43, p<0.01) and depersonalisation (β = -0.24, p<0.01). 

This suggests better support from a supervisor reduces employees’ emotional 

exhaustion and feelings of depersonalisation. However, the paths from supervisory 

support to emotional labour surface acting, emotion work surface acting and genuine 

expression were not statistically significant. Thus, hypothesis 10a, hypothesis 10b and 

hypothesis 10c were not supported.  

The negative affect variable was positively related to emotion work surface acting           

(β = 0.17, p<0.05), providing support for hypothesis 9b. It seems employees with a 

negative disposition are more likely to engage in surface acting when interacting with 

their co-workers. The relationships between negative affect and emotional labour 

surface acting (β = 0.07, p>0.05) and genuine expression (a path deleted prior to the 

final model) were not statistically significant. Thus, hypothesis 9a and hypothesis 9c 

were not supported.  

The relationship between emotion work surface acting and emotion work deep acting 

was statistically significant (β = 0.15, p<0.05), as was the relationship between 

emotional labour surface acting and emotional labour deep acting (β = 0.33, p<0.01). 

The positive relationship between the two surface acting variables was statistically 

significant (β = 0.61, p<0.01), as was the relationship between the two deep acting 
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variables (β = 0.74, p<0.01). It seems that, when interacting with co-workers and with 

clients, employees use surface acting and deep acting strategies.  

Positive affect (β = 0.48, p<0.01), emotion work surface acting (β = -0.27, p<0.01) and 

emotional labour deep acting (β = 0.48, p<0.01) were significantly related to genuine 

expression. Employees who engage in deep acting with clients are likely to engage in 

genuine expression and employees who engage in surface acting with co-workers are 

less likely to also engage in genuine expression.  

Emotion work deep acting was negatively related to personal accomplishment, but non-

significant (β = -0.25, p>0.05) and, interestingly, emotional labour deep acting was 

positively related to personal accomplishment, although this was not a statistically 

significant relationship (β = 0.17, p>0.05). These non-significant relationships did not 

provide support for hypothesis 11a or hypothesis 11b. However, hypothesis 11c was 

supported, as genuine expression was positively related to personal accomplishment (β 

= 0.50, p<0.01).  

Emotional labour surface acting (β = 0.44, p<0.01) and emotion work surface acting        

(β = 0.64, p<0.01) were positively related to emotional dissonance, providing support 

for hypothesis 16a and hypothesis 16b. In turn, emotional dissonance was positively 

related to emotional exhaustion (β = 0.20, p<0.01) and depersonalisation (β = 0.37, 

p<0.01), supporting hypothesis 17a and hypothesis 17b. Finally, genuine expression was 

negatively related to emotional exhaustion (β = -0.20, p<0.05) and depersonalisation (β 

= -0.32, p<0.01). It seems employees with high levels of genuine expression are likely to 

feel less emotional exhaustion and fewer feelings of depersonalisation.  
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10.14.3 An Assessment of Total Effects, Direct Effects and Indirect Effects 

The direct and indirect effects of the model’s various variables were also examined in 

order to better understand the total effects the various antecedent variables had on the 

model’s endogenous variables. The standardised total effects, the standardised direct 

effects and the standardised indirect effects are shown in Table 10-20. The standardised 

direct effects suggested genuine expression (0.50) was a strong predictor, and emotion 

work deep acting (-0.25) and emotional labour deep acting (0.17) moderate to weak 

direct predictors of personal accomplishment. Interestingly, the standardised indirect 

effects suggested other variables moderately influenced personal accomplishment. 

These variables included positive affect (0.30) and emotion work surface acting (-0.17).  
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Table 10-20: Standardised Total, Direct, and Indirect Effects - Burnout 

 Sup NA PA ELSA ELDA EWSA GE ED EWDA 

Total Effects          

ELSA 0.12 0.07 -0.11       

ELDA 0.04 0.02 0.33 0.33      

EWSA 0.07 0.21 -0.07 0.61      

GE 0.00 -0.05 0.66 -0.01 0.48 -0.27    

ED 0.10 0.17 -0.09 0.84  0.64    

EWDA 0.04 0.05 0.34 0.33 0.74 0.15    

PAcc 0.00 -0.03 0.30 -0.03 0.23 -0.17 0.50  -0.25 

Dep -0.20 0.08 -0.25 0.31 -0.16 0.33 -0.32 0.37  

EE -0.41 0.04 -0.15 0.17 -0.10 0.19 -0.20 0.20  

Direct Effects          

ELSA 0.12 0.07 -0.11       

ELDA   0.37 0.33      

EWSA  0.17  0.61      

GE   0.48  0.48 -0.27    

ED    0.44  0.64    

EWDA   0.10  0.74 0.15    

PAcc     0.17  0.50  -0.25 

Dep -0.24      -0.32 0.37  

EE -0.43      -0.20 0.20  

Indirect Effects          

ELSA          

ELDA 0.04 0.02 -0.04       

EWSA 0.07 0.05 -0.07       

GE 0.00 -0.05 0.18 -0.01      

ED 0.10 0.17 -0.09 0.40      

EWDA 0.04 0.05 0.23 0.33      

PAcc 0.00 -0.03 0.30 -0.03 0.06 -0.17    

Dep 0.04 0.08 -0.25 0.31 -0.16 0.33    

EE 0.02 0.04 -0.15 0.17 -0.10 0.19       

Note: Sup = supervisory support, NA = negative affect, PA = positive affect, ELSA = 
emotional labour surface acting, ELDA = emotional labour deep acting, EWSA = emotion 
work surface acting, GE = genuine expression, ED = emotional dissonance, PAcc = personal 
accomplishment, Dep = depersonalisation, EE = emotional exhaustion. 

Emotional dissonance (0.37) and genuine expression (-0.32) had strong direct effects on 

depersonalisation and supervisory support (-0.24) had a moderate direct effect, while 

positive affect (-0.25), emotional labour surface acting (0.31), and emotion work surface 

acting (0.33) had moderate to strong indirect effects.  
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Supervisory support (-0.43) had a strong, direct effect and genuine expression (-0.20) 

and emotional dissonance (0.20) had moderate direct effects on emotional exhaustion, 

while positive affect (-0.15), emotion work surface acting (0.19), and emotional labour 

surface acting (0.17) had indirect effects on emotional exhaustion. 

Emotional labour deep acting (0.74) had a strong direct effect, while emotion work 

surface acting (0.15) and positive affect (0.10) only had a moderate to weak direct effect 

on emotion work deep acting. There were, however, some moderate to strong indirect 

effects for emotion work deep acting, including positive affect (0.23) and emotional 

labour surface acting (0.33).  

Emotional labour surface acting (0.61) had a strong direct effect and negative affect 

(0.17) had a moderate to weak impact on emotion work surface acting. There were only 

weak indirect effects associated with emotion work surface acting. For emotional labour 

and, in particular, for surface acting, supervisory support (0.12), negative affect (0.07) 

and positive affect (-0.11) had only weak direct effects. There were no indirect effects. 

For emotional labour deep acting, however, positive affect (0.37) and emotional labour 

surface acting (0.33) had strong direct effects, although indirect effects were weak.  

Positive affect (0.48) and emotional labour deep acting (0.48) had strong, direct effects 

and emotion work surface acting showed moderate direct effects on genuine 

expression. Positive affect (0.18) also had a moderate, indirect effect on genuine 

expression, while all of the other indirect effects were weak.  

Finally, emotional labour surface acting (0.44) and emotion work surface acting (0.64) 

had statistically significant direct effects on emotional dissonance, further supporting 

hypothesis 16a and hypothesis 16b. Negative affect (0.17) and emotional labour surface 

acting (0.40) had moderate indirect effects on emotional dissonance.  
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10.14.4 An Assessment of Mediation 

Hypothesis 12, hypothesis 13 and hypothesis 18 suggested emotional dissonance had a 

mediating role in the model. As can be seen in the model shown in Figure 10-3, 

emotional dissonance was expected to mediate the relationships between emotional 

labour surface acting and emotion work surface acting, and the two burnout aspects of 

interest (i.e. emotional exhaustion and depersonalisation). In the previous section it was 

noted that emotional labour surface acting had a small standardised total effect (0.17) 

on emotional exhaustion, as did emotion work surface acting (0.19). The standardised 

total effect emotional labour surface acting had on depersonalisation was higher (0.31), 

as was the total effect emotion work surface acting had on depersonalisation (0.33). It 

seems there was some evidence that emotional dissonance played a mediating role in 

the present research context that needed to be examined further. 

A bootstrapping approach, which involved the estimation of the mean indirect effects 

obtained through estimating the model a number of times using bootstrapped samples, 

was used to do this. Following Shrout and Bolger’s (2002) suggestion, 1000 bootstrap 

samples were drawn with replacement to obtain bias-corrected confidence intervals. 

The 95% confidence interval for the indirect effect emotional labour surface acting had 

on emotional exhaustion ranged from 0.09 to 0.48, while the 95% confidence interval 

for the indirect effect emotion work surface acting had on emotional exhaustion ranged 

from 0.17 to 0.50. 

As the model had multiple potential mediators for these relationships, and the IBM 

SPSS Amos program only provides total indirect effects, these confidence intervals 

relate to the total indirect effects. The model was re-run after the alternate mediation 

paths were constrained to be equal to zero in order to test the mediation of emotional 

dissonance on the particular relationship of interest. The indirect effects for emotional 
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exhaustion had a 95% confidence interval that ranged from 0.04 to 0.29 for emotional 

labour surface acting, while the 95% confidence interval for the indirect effect emotion 

work surface acting had on emotional exhaustion ranged from 0.16 to 0.51. As neither 

of these intervals contained zero, it can be concluded that mediation was established for 

emotional dissonance and the relationship between emotional labour surface acting and 

emotional exhaustion and also the relationship between emotion work surface acting 

and emotional exhaustion, supporting hypothesis 18a and hypothesis 18b.  

The 95% confidence interval for the indirect effect emotional labour surface acting had 

on depersonalisation ranged from 0.20 to 0.59, while the 95% confidence interval for 

the indirect effect emotion work surface acting had on depersonalisation ranged from 

0.28 to 0.64. After constraining the alternate mediation paths, the 95% confidence 

interval for the indirect effect emotional labour surface acting had on depersonalisation 

ranged from 0.09 to 0.35, while the 95% confidence interval for the indirect effect 

emotion work surface acting had on depersonalisation ranged from -0.48 to -0.11. As 

neither of these intervals contained zero, it can be concluded that mediation was 

established for emotional dissonance and  the relationship between emotional labour 

surface acting and depersonalisation and also the relationship between emotion work 

surface acting and depersonalisation, supporting hypothesis 19a and hypothesis 19b.  

10.14.5 The Variance Explained in the Endogenous Variables 

The proportions of the variances in the endogenous variables that were explained by 

the estimated model were also examined. Twenty two percent of the variation in 

emotional labour deep acting was explained by positive affect and emotional labour 

surface acting, while only three percent of the variation in emotional labour surface 

acting was explained by its antecedent predictor variables (positive affect, negative affect 

and supervisory support). Sixty six percent of the variation in emotion work deep acting 
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was explained by emotional labour deep acting, emotion work surface acting, and 

positive affect, while 42% of the variation in emotion work surface acting was explained 

by negative affect and emotional labour surface acting. Most of the variation in 

emotional dissonance (97%) was accounted for by its antecedent variables (i.e. 

emotional labour surface acting and emotion work surface acting) and 68% of the 

variation in genuine expression was explained by positive affect, emotion work surface 

acting and emotional labour deep acting. Finally, 32% of the variation in emotional 

exhaustion and 37% of the variation in depersonalisation were explained by their 

antecedent variables, while 26% of the variation in personal accomplishment was 

explained by its antecedent variables.  

10.14.6 A Summary of the Hypotheses and the Findings Relating to Burnout 

The size, direction and significance of the standardised path coefficients (the structural 

weights), together with the total (direct and indirect) effects, were used to see whether 

the suggested relationships were supported. A summary of the relevant hypotheses, 

together with the relevant findings, can be seen in Table 10-21.  
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Table 10-21: Hypotheses Tested in the Structural Model Predicting Burnout 

Revised Hypothesised Relationships Findings 

H8 Positive affect is negatively related to (a) emotional labour 
surface acting, and (b) emotion work surface acting, and is 
positively related to (c) genuine expression, (d) emotional 
labour deep acting, and (e) emotion work deep acting, when 
the required expression of emotion is positive. 

H8c and H8d 
supported. H8a, 
H8b and H8e 
not supported. 

H9 Negative affect is positively related to (a) emotional labour 
surface acting, and (b) emotion work surface acting, and is 
negatively related to (c) genuine expression when the required 
expression of emotion is positive. 

H8b supported. 
H8a and H8c 
not supported. 

H10 Supervisory support is negatively related to (a) emotional 
labour surface acting and (b) emotion work surface acting and 
(c) positively related to genuine expression.  

None of these 
hypotheses 
supported. 

H11 It is hypothesised (a) emotional labour deep acting, (b) 
emotion work deep acting, and (c) genuine expression, are 
positively related to personal accomplishment. 

H11c supported. 
H11a and H11b 
not supported. 

H12 It is hypothesised (a) emotional labour surface acting and (b) 
emotion work surface acting are positively related to 
emotional exhaustion. 

H12a and H12b 
supported. 

H13 It is hypothesised (a) emotional labour surface acting and (b) 
emotion work surface acting are positively related to 
depersonalisation. 

H13a and H13b 
supported. 

H16 It is hypothesised that (a) emotional labour surface acting, and 
(b) emotion work surface acting, will positively predict 
emotional dissonance. 

H16a and H16b 
supported. 

H17 Emotional dissonance positively influences (a) emotional 
exhaustion and (b) depersonalisation. 

H17a and H17b 
supported. 

H18 Emotional dissonance mediates the relationships between (a) 
emotional labour surface acting and emotional exhaustion and 
(b) emotion work surface acting and emotional exhaustion. 

H18a and H18b 
supported. 

H19 Emotional dissonance mediates the relationships between (a) 
emotional labour surface acting and depersonalisation and (b) 
emotion work surface acting and depersonalisation. 

H19a and H19b 
supported. 
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10.15 The Impact Emotion Regulation Strategies have on Job Satisfaction 

The revised job satisfaction model, with intrinsic and extrinsic job satisfaction 

dimensions, which also included the earlier part of the burnout model described in 

previous sections, can be seen in Figure 10-4.  

 
Figure 10-4: Emotion Regulation and Job Satisfaction 

 

As can be seen in Table 10-22, two additional hypotheses specific to job satisfaction 

were examined in this model. These hypotheses are discussed in subsequent sections of 

the present chapter. 

Table 10-22: New Hypotheses Relating to the Revised Job Satisfaction Model 

 Revised Hypothesised Relationships 

H14 It is hypothesised (a) emotional labour deep acting, (b) emotion work deep 
acting, and (c) genuine expression, are positively related to intrinsic job 
satisfaction. 

H15 It is hypothesised (a) emotional labour surface acting, and (b) emotion work 
surface acting, are positively related to extrinsic job satisfaction. 
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10.15.1 Model Fit 

The model shown in Figure 10-4 was estimated in the same way as the earlier burnout 

model. The initial results suggested this model was a poor fit to the data (χ2=483.18 

(184 df), p>0.01, χ2/df= 2.63, CFI=0.90, TLI=0.87, GFI=0.86, AGFI=0.80, 

RMSEA=0.09 with 90% confidence interval 0.08-0.10). A closer inspection of the 

output suggested the model had several insignificant paths that could be removed to 

improve the model fit. The same iterative procedure that had been used to improve the 

burnout model’s fit was again used. The initial model suggested there was a very weak 

relationship between some of the emotion regulation strategies and the two job 

satisfaction dimensions. As a consequence, it was decided to remove a number of paths. 

In particular: 

• The emotional labour deep acting  intrinsic job satisfaction path (standardised 

path coefficient = 0.01).  

• The emotion work deep acting  intrinsic job satisfaction path (standardised 

path coefficient = -0.04).  

• The genuine expression  intrinsic job satisfaction path (standardised path 

coefficient = -0.09).  

• The emotional labour surface acting  extrinsic job satisfaction path 

(standardised path coefficient = 0.25).  

Despite these initial changes, the model was still a poor fit to the data (χ2=487 (188 df), 

p>0.01, χ2/df= 2.60, CFI=0.89, TLI=0.87, GFI=0.86, AGFI=0.81, RMSEA=0.09 with 

90% confidence interval 0.08-0.10). In order to improve the model’s fit; the 

modification indices were examined to see whether sensible changes could be made. 

The model was improved by including four additional paths. A path was added from 

supervisory support to both intrinsic job satisfaction and extrinsic job satisfaction, as 
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employees may feel the greater their level of supervisory support, the higher their job 

satisfaction. A path was added from emotional dissonance to extrinsic job satisfaction 

as employees who experience greater emotional dissonance may experience lowered job 

satisfaction. A fourth path was added from negative affect to intrinsic job satisfaction, 

as it made sense that a person with a negative disposition would be less likely to be 

satisfied with the intrinsic aspects of their job. These modifications resulted in the 

model, which can be seen in Figure 10-5, having an acceptable fit to the data (χ2=270.30 

(185 df), p<0.01, χ2/df= 1.46, CFI=0.97, TLI=0.96, GFI=0.90, AGFI=0.86, 

RMSEA=0.05 with 90% confidence interval 0.04-0.06). 

 
Figure 10-5: Refined Structural Model Predicting Job Satisfaction 

10.15.2 The Structural Path Coefficients  

As was expected, the relationships that had been found in the burnout model between 

the exogenous variables and emotion work surface acting, emotion work deep acting, 

emotional labour surface acting and emotional labour deep acting were also found in 

the job satisfaction model. Consequently, this discussion is not repeated here. Further, 

 285 



the relationships between the different emotion regulation strategies were also the same 

as those found in the burnout model and are not discussed here. Finally, the 

relationships between emotion work surface acting and emotional dissonance and 

emotional labour surface acting predicting emotional dissonance are the same as those 

found with the burnout model and so are not discussed here.  

A statistically significant positive path was found between emotion work surface acting 

and extrinsic job satisfaction (standardised path coefficient = 0.23, p<0.05). This 

suggests greater emotion work surface acting leads to higher extrinsic job satisfaction, 

providing support for hypothesis 15b. However, a number of the hypotheses were not 

supported. In particular: 

• Hypothesis 15a was not supported, as the path between emotional labour 

surface acting and extrinsic job satisfaction was not statistically significant. This 

path was removed during model refinement.  

• Hypothesis 14a, hypothesis 14b and hypothesis 14c were not supported, as the 

paths from emotional labour deep acting, emotion work deep acting and 

genuine expression to intrinsic job satisfaction were not statistically significant 

and were removed during the model refinement process. 

10.15.3 An Assessment of Total Effects, Direct Effects and Indirect Effects 

The direct and indirect effects were also examined in order to better understand the 

impact the predictor variables had on the model’s various endogenous variables. The 

standardised total effects, standardised direct effects and standardised indirect effects 

can be seen in Table 10-23.   
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Table 10-23: Standardised Total, Direct, and Indirect Effects- Job Satisfaction 

 Sup NA PA ELSA EWSA ED ELDA 

Total Effects        

ELSA 0.13 0.08 -0.12     

EWSA 0.08 0.21 -0.07 0.61    

ED 0.10 0.17 -0.09 0.81 0.65   

ELDA 0.04 0.03 0.33 0.33    

EJS 0.90 0.01 0.01 -0.06 0.07 -
0.25 

 

IJS 0.67 -0.16      

Gen 0.00 -0.04 0.60 0.01 -0.24  0.50 

EWDA 0.05 0.05 0.36 0.35 0.13  0.82 

Direct Effects        

ELSA 0.13 0.08 -0.12     

EWSA  0.16  0.61    

ED    0.41 0.65   

ELDA   0.36 0.33    

EJS 0.90    0.23 -
0.25 

 

IJS 0.67 -0.16      

Gen   0.42  -0.24  0.50 

EWDA   0.11  0.14  0.74 

Indirect Effects        

ELSA        

EWSA 0.08 0.05 -0.07     

ED 0.10 0.17 -0.09 0.40    

ELDA 0.04 0.03 -0.04     

EJS -0.01 0.01 0.01 -0.06 -0.16   

IJS        

Gen 0.00 -0.04 0.18 0.01    

EWDA 0.04 0.05 0.23 0.32    

Note: Sup= supervisory support, NA= negative affect, PA= positive affect, ELSA= emotional 
labour surface acting, EWSA= emotion work surface acting, ED= emotional dissonance, 
ELDA= emotional labour deep acting, EJS= extrinsic job satisfaction, IJS= intrinsic job 
satisfaction, Gen= genuine expression, EWDA= emotion work deep acting. 

Table 10-23 suggests the two main predictors of extrinsic job satisfaction are 

supervisory support (0.90) and emotional dissonance (-0.25). Employees with higher 

emotional dissonance had less extrinsic job satisfaction and employees with high levels 

of supervisory support had greater extrinsic job satisfaction. Emotional labour surface 

acting (-0.06) was a weak predictor of extrinsic job satisfaction. However, the direct and 

indirect effects suggest emotion work surface acting made a moderate contribution to 
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extrinsic job satisfaction (0.23 and -0.16 respectively), providing some support for 

hypothesis 15b. Supervisory support (0.67) and negative affect (-0.16) had moderate to 

strong impacts on intrinsic job satisfaction. 

10.15.4 The Variance Explained in the Endogenous Variables 

The proportions of the variance in the endogenous variables explained by the estimated 

model were also examined. Twenty one percent of the variation in emotional labour 

deep acting was explained by the model. However, only 3% of the variation in 

emotional labour surface acting was explained by its antecedent variables. Forty two 

percent of the variation in emotion work surface acting was explained by its antecedent 

variables, while almost all of the variation in emotional dissonance (92%) was accounted 

for by its antecedent variables. These values are almost identical to the values obtained 

in the burnout model, as was expected, as this part of the model did not change. The 

additional variables in the model are discussed in subsequent paragraphs. 

Sixty five percent of the variation in emotion work deep acting was accounted for by 

the model. Sixty one percent of the variation in genuine expression was explained by its 

antecedents in the model. Finally, 52% of the variation in intrinsic job satisfaction was 

explained by its antecedent variables and 82% of the variation in extrinsic job 

satisfaction was explained by its antecedent variables, suggesting the estimated model 

was a good predictor of these two dependent variables. 

10.15.5 A Summary of the Hypotheses and Findings Relating to Job Satisfaction 

The size, direction and significance of the standardised path coefficients (structural 

weights), together with the total (direct and indirect) effects, were used to see whether 

the additional suggested relationships were supported. A summary of the relevant 

hypotheses, together with the findings, can be seen in Table 10-24.  
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Table 10-24: The Additional Hypotheses Tested in the Job Satisfaction Model 

The Revised Hypothesised Relationships Findings 

H14 It is hypothesised (a) emotional labour deep acting, (b) 
emotion work deep acting, and (c) genuine expression, are 
positively related to intrinsic job satisfaction. 

H14a, H14b, 
H14c not 
supported. 

H15 It is hypothesised (a) emotional labour surface acting, and 
(b) emotion work surface acting, are positively related to 
extrinsic job satisfaction. 

H15a not 
supported. H15b 
supported. 

 

10.16 The Revised Models 

In sections 10.14 and 10.15, the refinement of the initially suggested structural models 

was discussed. These revised models, which were shown in Figure 10-3 and Figure 10-5, 

were used to predict sales employees’ burnout and job satisfaction. The generalisability 

of these models across the two additional employee groups (community and personal 

service workers (Group Two), and professional employees (Group Three)) was also 

examined and the results obtained are discussed in the next section. 

10.16.1 Equivalence Analysis 

An equivalence analysis was used to test the generalisability of the relationships beyond 

the sales employees’ group. Evidence of equivalence was based on the similarity of the 

model’s parameters in the three employee groups. That is, the parameters in the three 

groups were constrained to be equal and the goodness of fit of the constrained model 

was computed. The result obtained was compared to the goodness of fit obtained when 

the three groups’ parameters were not constrained in this way. As was the case in Study 

Two, a series of “chi-square difference tests” were used to test the difference in fit 

between three nested models, as these tests provide the needed evidence for 

equivalence (Bollen 1989). Such invariance tests proceed in a hierarchical fashion after 
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the establishment of the baseline model in which no parameters were constrained across 

the three groups (Byrne et al. 1989).  

The equivalence of the baseline model and a model in which the indicator items’ factor 

loadings were constrained to be equal was examined first. If the change in the chi-

square statistic was not statistically significant (i.e. the constrained parameters were 

similar across the three groups), a comparison was made between the fit for this model 

and a model in which the path coefficients were also constrained (Bentler 1995). If the 

change in the chi-square statistic between these two nested models is not statistically 

significant, the structural model can be assumed to be equivalent across the three 

groups. Once again, the measurement weights and the structural weights were 

constrained sequentially to assess this issue. 

10.16.2 Testing the Impact of Emotional Labour on Burnout: Assessing Model Equivalence 

The equivalence of the revised burnout model was examined first. As was noted earlier, 

the measurement weights (i.e. the loadings) and the path coefficients, were initially 

constrained to be equal across the three groups, after which the structural weights were 

constrained to be equal, and each model’s goodness-of-fit was assessed in a hierarchical 

fashion. The results obtained can be seen in Table 10-25. The change in the chi-square 

statistic between the unconstrained model and the model in which the measurement 

weights were constrained to be equal across the three groups was not statistically 

significant. Further, the change in the chi-square statistic between the model in which 

the measurement weights and the structural weights were constrained to be equal across 

the three groups was not significantly different to the chi-square statistic for the model 

in which the measurement weights were constrained to be equal. Consequently, it can 

be concluded that the model is generalisable, as it is equivalent across the three groups. 
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Table 10-25: Equivalence Analysis – The Burnout Model 

Model χ2 df χ2/df Δχ2 Δdf CFI TLI GFI 
(AGFI) 

RMSEA    
(90% CI) 

Unconstrained 
Model 

1104.43** 669 1.65 - - 0.95 0.93 0.88 
(0.84) 

0.03 (0.03-
0.04) 

MW Equal 1118.14** 693 1.62 13.71   
ns 

24 0.95 0.94 0.88 
(0.84) 

0.03  (0.03-
0.04) 

MW and SW 
Equal 

1171.56** 741 1.58 53.42   
ns 

48 0.95 0.94 0.87 
(0.84) 

0.03  (0.03-
0.03) 

Note: MW= Measurement Weights, SW= Structural Weights, CFI = Comparative Fit Index, TLI= 
Tucker Lewis Index, GFI= Goodness of Fit Index, AGFI= Adjusted Goodness of Fit Index, RMSEA = 
Root Mean Square Error of Approximation, ** p <0.01, ns = not statistically significant. 

10.16.3 The Impact of Emotional Labour on Job Satisfaction: An Assessment of Model Invariance 

The equivalence of the final job satisfaction model was also examined. As was the case 

for the burnout model, the measurement weights and the path coefficients were 

constrained to be equal across the three employee groups and each model’s goodness-

of-fit was assessed in a hierarchical fashion. The results obtained can be seen in Table 

10-26. Using the same approach as was used in examining the burnout model, it can be 

seen that the job satisfaction model was generalisable, as it was equivalent across the 

three employee groups.  

Table 10-26: Equivalence Analysis – The Job Satisfaction Model 

Model χ2 df χ2/df Δχ2 Δdf CFI TLI GFI 
(AGFI) 

RMSEA 
(90% CI) 

Unconstrained 
Model 

973.74** 555 1.75 - - 0.95 0.93 0.88 

(0.84) 

0.04 

(0.03-0.04) 

MW Equal 990.83** 577 1.72 17.03 
ns 

22 0.95 0.94 0.88 

(0.84) 

0.04 

(0.03-0.04) 

MW and SW 
Equal 

1043.14** 617 1.69 52.31 
ns 

40 0.95 0.94 0.87 

(0.84) 

0.03 

(0.03-0.04) 

Note: MW= Measurement Weights, SW= Structural Weights, CFI = Comparative Fit Index, TLI= 
Tucker Lewis Index, GFI= Goodness of Fit Index, AGFI= Adjusted Goodness of Fit Index, RMSEA = 
Root Mean Square Error of Approximation, ** p <0.01, ns = not statistically significant. 
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10.17 A Summary of Study One, Study Two and Study Three 

10.17.1 The Measures 

As previously discussed, the measures used in each study were tested for 

unidimensionality, construct reliability, discriminant validity and convergent validity. A 

summary of the results can be seen in Table 10-27, which shows whether the measure 

had good measurement properties (i.e. whether the measure met the minimum 

requirements across all four tests of reliability and validity). As can be seen  in the Table, 

for the hospital-based nurse sample, the scales measuring emotion work deep acting, 

negative affect, intensity, and genuine expression did not have acceptable measurement 

properties and, subsequently, they were removed from further analysis. All other 

measures did, however, have good measurement properties.   

Only those scales with good measurement properties in the hospital-based nurse sample 

were included in the community-based nurse study. All of the scales that had good 

measurement properties in the hospital-based nurse sample (Study One) had good 

measurement properties in the community-based nurse sample (Study Two). Further, 

invariance was established for these measures across the two nurse samples, suggesting 

results could be compared across the two samples. 

As can be seen in Table 10-27, all of the scale had good measurement properties in the 

three general occupation groups. The scales from the two nurse studies that had good 

measurement properties were also found to be good measures within these groups. The 

scales were also invariant across the three occupational groups; suggesting the scales are 

likely to be useful beyond a single sample or occupational grouping.  
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Table 10-27: The Measurement Properties in the Three Studies 

Measures Study One- Hospital-
Based Nurse Sample 

Study Two- Community 
Based Nurse Sample 

Study Three- Broad 
Occupational Groups 

Variety   n/a 

Frequency   n/a 

Intensity  n/a n/a 

Positive Affect    

Negative Affect  n/a  

EL Surface Acting    

EL Deep Acting    

EW Surface Acting    

EW Deep Acting  n/a  

Emotional 
Dissonance 

   

Genuine Expression  n/a  

Supervisory Support    

Workload   n/a 

Emotional 
Exhaustion 

   

Depersonalisation    

Personal 
Accomplishment 

   

Intrinsic Job 
Satisfaction 

   

Extrinsic Job 
Satisfaction 

   

Note:  = good measurement properties. = did not meet the minimum requirements on one or more 
of the tests. n/a refers to scales that were not included in the study and therefore not tested. EL= 
emotional labour, EW= emotion work.  
 

 

10.17.2 The Antecedents of Workplace Emotion Regulation 

The purpose of this section is to provide an integration of the findings across the three 

studies in relation to the antecedents to the emotion regulation strategies employees’ 

use. A summary of the antecedents of the workplace emotion regulation strategies, and 

their coefficients and significance levels, can be seen in Table 10-28.  
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Table 10-28: The Direct Effects on the Four Emotion Regulation Strategies in the Three 

Studies 

 Study One Study Two Study Three 
Emotion Work Surface Acting    
Positive Affect -0.02 -0.08 n/a 
Negative Affect n/a n/a 0.17 
EL Surface Acting 0.78 0.84 0.61 
Emotion Work Deep Acting     
Positive Affect n/a n/a 0.10 
EW Surface Acting n/a n/a 0.15 
EL Deep Acting n/a n/a 0.74 
Emotional Labour Surface Acting    
Positive Affect -0.48 -0.29 -0.11 
Negative Affect n/a n/a 0.07 
Frequency 0.37 0.33 n/a 
Workload 0.23 0.25 n/a 
Supervisory Support n/a n/a 0.12 
Emotional Labour Deep Acting    
Frequency 0.55 0.34 n/a 
Workload 0.14 0.24 n/a 
Positive Affect n/a n/a 0.37 
EL Surface Acting 0.14 0.23 0.33 
Note: n/a indicates that the relationship was not assessed in the final model.                 
EL= emotional labour, EW= emotion work. 
 

The table suggests the predictors for emotion work surface acting in Study One and 

Study Two include positive affect and emotional labour surface acting, while, for Study 

Three, the predictors are negative affect and emotional labour surface acting. The 

strongest predictor of emotion work surface acting is emotional labour surface acting 

and the strongest predictor of emotion work deep acting is emotional labour deep 

acting. Employees who engage in either surface acting or deep acting with their clients 

are also likely to use these strategies when regulating their emotions with co-workers. 

There were no other statistically significant predictors of the two emotion work 

strategies. Further research is needed to explore other predictors of emotion work. The 

strongest predictors of emotional labour surface acting were positive affect, frequency 

and workload, which are to be discussed in detail.  
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Positive affect negatively predicted emotional labour surface acting. An individual with a 

high positive disposition will engage in less surface acting with clients (when a positive 

emotion is required). Frequency and workload were both positively related to emotional 

labour surface acting. The more frequent an employee’s display of emotions to clients, 

the more likely the employee is to engage in surface acting with clients. Further, the 

greater an employee’s workload, the more likely the employee is to engage in surface 

acting with clients. These relationships were not found for emotion work, where it was 

expected that higher workloads would also result in greater emotion work. These 

differential findings for emotional labour surface acting and emotion work surface 

acting provide additional support for hypothesis three that the two strategies are 

distinct. 

There were many antecedents to emotional labour deep acting (frequency, workload, 

positive affect and emotional labour surface acting). These variables all positively 

influenced emotional labour deep acting. The finding that frequency positively predicted 

emotional labour deep acting suggests the more frequent the display of emotions to 

clients the greater the need to engage in emotional labour deep acting. Also, the finding 

that increased workload results in more of a need to engage in emotional labour deep 

acting is consistent with the finding for emotional labour surface acting that was 

discussed in the previous paragraph. Across the three studies it was apparent that 

emotional labour surface acting positively predicted emotional labour deep acting, a 

finding that indicates employees use multiple emotion regulation strategies. Finally, the 

finding that positive affect positively predicted emotional labour deep acting in Study 

Three suggests employees with a high positive disposition engage in more deep acting 

with clients (when a positive emotion is required). This relationship was not found in 

Study One or Study Two and is a finding at odds with the finding of a negative 
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relationship between positive affect and emotional labour surface acting. Additionally, 

the finding that positive affect positively predicted emotional labour deep acting but not 

emotion work deep acting provides further support for hypothesis three that emotional 

labour and emotion work are indeed distinct constructs. 

Several new relationships emerged from these results, including the relationships 

between: 

a) Emotional labour surface acting influencing emotion work surface 

acting. 

b) Emotional labour deep acting influencing emotion work deep acting. 

c) Workload influencing emotional labour surface acting.  

d) Workload influencing emotional labour deep acting.  

A summary of the relationships between the workplace emotion regulation strategies 

and outcomes and their coefficients and significance levels can be seen in Table 10-29 

to Table 10-32. Tables 10-29 to 10-31 include the findings for the burnout, while Table 

10-32 includes the findings for the job satisfaction model.  

10.17.3 Workplace Emotion Regulation Outcomes 

10.17.3.1  The Burnout Dimensions  

Table 10-29 shows the direct and indirect effects of the predictors of emotional 

exhaustion. The direct relationships were the most influential, with the exception of the 

indirect effect of emotional labour surface acting. The important predictors of 

emotional exhaustion were workload, emotional dissonance, genuine expression and 

supervisory support. 
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Genuine expression and supervisory support were both negatively related to emotional 

exhaustion, while workload and emotional dissonance were both positively related to 

emotional exhaustion. This was an important relationship to confirm in order to test the 

mediating role of emotional dissonance. In the current project it was found that 

emotional dissonance mediated the relationship between emotional labour surface 

acting and emotional exhaustion and the relationship between emotion work surface 

acting and emotional exhaustion in all three studies.  

Testing the model with both emotion work and emotional labour surface acting 

variables, and demonstrating that both were positively related to emotional exhaustion, 

showed each variable added to the model. These results make a unique contribution to 

the literature by providing support for emotion work surface acting contributing to 

employees’ emotional exhaustion, along with emotional labour surface acting. An 

indirect effect for emotional labour surface acting positively influencing emotional 

exhaustion was also found.   
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Table 10-29: Standardised Direct (and Indirect) Effects of Emotion Regulation and 

Related Measures on Emotional Exhaustion in the Three Studies 

 Study One Study Two Study Three 

 Direct Indirect Direct Indirect Direct Indirect 

Positive Affect  -0.09  -0.09  -0.15 

Negative Affect n/a n/a  0.04 

Frequency  0.07  0.10 n/a 

Workload 0.62 0.04 0.60 0.08 n/a 

EL Surface Acting  0.19  0.31  0.17 

EW Surface Acting  0.08  0.06  0.19 

EL Deep Acting n/a n/a  -0.10 

Emotional Dissonance 0.21 0.33 0.20 

Genuine Expression n/a n/a -0.20 

Supervisory Support n/a n/a -0.43  0.02 

Note: n/a indicates that the relationship was not assessed in the final model.                  
EL= emotional labour, EW= emotion work. 
 

Table 10-30 shows the direct and indirect effects of all the antecedents to 

depersonalisation. The stronger predictors included emotional dissonance, which was 

related to depersonalisation in the three studies. Emotional exhaustion was related to 

depersonalisation in Study One and Study Two and genuine expression and supervisory 

support were related to depersonalisation in Study Three.  
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Table 10-30: Standardised Direct (and Indirect) Effects of Emotion Regulation and 

Related Measures on Depersonalisation in the Three Studies 

 Study One Study Two Study Three 

 Direct Indirect Direct Indirect Direct Indirect 

Positive Affect  -0.21  -0.14  -0.25 

Negative Affect n/a n/a  0.08 

Frequency  0.16  0.16 n/a 

Workload  0.29  0.31 n/a 

EL Surface Acting  0.44  0.48  0.31 

EW Surface Acting  0.19  0.10  0.33 

EL Deep Acting n/a n/a  -0.16 

Emotional Dissonance 0.43 0.06 0.40  0.11 0.37 

Genuine Expression n/a n/a -0.32 

Supervisory Support n/a n/a -0.24  0.02 

Emotional Exhaustion 0.30 0.32 n/a 

Note: n/a indicates that the relationship was not assessed in the final model.            
EL= emotional labour, EW= emotion work. 

 

The positive link between emotional dissonance and depersonalisation was important in 

establishing whether emotional dissonance mediated the relationships between 

emotional labour surface acting and depersonalisation, and emotion work surface acting 

and depersonalisation. Both emotional labour surface acting and emotion work surface 

acting positively influenced depersonalisation (through their relationship with emotional 

dissonance). The fact that emotion work surface influenced depersonalisation is a new 

finding and one that needs to be explored further. Finally, in each of the three studies 

mediation was established where emotional dissonance mediated the proposed 

relationships between emotional labour surface acting and depersonalisation, and 

emotion work surface acting and depersonalisation.  
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There was a strong positive link between emotional exhaustion and depersonalisation. 

Other direct effects that were negatively related, and as such may have a mitigating 

impact on depersonalisation, included genuine expression and supervisory support. 

Supervisory support reduced depersonalisation as did genuine expression. As Table 10-

26 showed many variables had important indirect effects on depersonalisation. Of 

particular importance are the two surface acting measures (which were discussed 

previously in relation to the mediation of emotional dissonance), workload and positive 

affect. It seems higher workloads increase depersonalisation, while positive affect was 

negatively related to depersonalisation.  

Table 10-31 shows the direct and indirect effects of all the antecedents to personal 

accomplishment. Positive affect, emotional labour deep acting, emotion work deep 

acting (Study Three), genuine expression (Study Three) and depersonalisation (Study 

One and Study Two) all impacted directly. Interestingly, emotion work deep acting was 

negatively related to personal accomplishment, while emotional labour deep acting was 

positively related to personal accomplishment. This differential finding provides further 

support for hypothesis three that emotion work and emotional labour are distinct 

constructs. There was also a negative relationship between depersonalisation and 

personal accomplishment, while genuine expression was positively related to personal 

accomplishment. The only important indirect effect was the positive relationship 

between positive affect and personal accomplishment (and this relationship was only 

important for Study Three).  
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Table 10-31: The Standardised Direct (and Indirect) Effects of Emotion Regulation and 

Related Measures on Personal Accomplishment in the Three Studies 

 Study One Study Two Study Three 

 Direct Indirect Direct Indirect Direct Indirect 

Positive Affect 0.39 0.04 0.30 0.03  0.30 

Negative Affect n/a n/a  -0.03 

Frequency  0.10  0.01 n/a 

Workload  -0.04  -0.05 n/a 

EL Surface Acting  -0.08  -0.09  -0.03 

EW Surface Acting  -0.05  -0.02  -0.17 

EL Deep Acting 0.24  0.07  0.17 0.06 

EW Deep Acting n/a n/a -0.25 

Emotional Dissonance  -0.13  -0.12 n/a 

Genuine Expression n/a n/a 0.50 

Supervisory Support n/a n/a  0.00 

Emotional Exhaustion  -0.08  -0.07 n/a 

Depersonalisation -0.27 -0.23 n/a 

Note: n/a indicates that the relationship was not assessed in the final model.                   
EL= emotional labour, EW= emotion work. 

 

Burnout is more likely when an employee has a high workload, engages in surface 

acting, and experiences emotional dissonance. Burnout is less likely when an employee 

has a positive disposition, receives supervisor support and expresses genuine emotion. 

Feelings of personal accomplishment are more likely when an employee has a positive 

disposition, feels less depersonalised, expresses genuine emotion and engages in more 

emotional labour deep acting and less emotion work deep acting. 

Many new relationships emerged, including negative relationships between:  

a) Genuine expression and emotional exhaustion.  

b) Genuine expression and depersonalisation.  

c) Positive affect and depersonalisation.  

d) Emotion work deep acting and personal accomplishment. 
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It was also found that emotional dissonance mediated the relationships between 

emotional labour surface acting and both emotional exhaustion and depersonalisation 

and the relationships between emotion work surface acting and both emotional 

exhaustion and depersonalisation.  

10.17.3.2 The Job Satisfaction Dimensions 

Table 10-32 shows the direct and indirect effects of the antecedents to intrinsic and 

extrinsic job satisfaction, which were influenced by many variables. However, only a few 

were strong predictors of the two job satisfaction dimensions. The stronger predictors 

of intrinsic job satisfaction were supervisory support, which positively influenced 

intrinsic job satisfaction (Study Three), and emotional dissonance (Study One and Study 

Two) and emotional labour surface acting (Study One and Study Two), which negatively 

influenced intrinsic job satisfaction. Emotional dissonance and emotional labour surface 

acting negatively influenced extrinsic job satisfaction, whereas supervisory support 

(Study Three) and intrinsic job satisfaction (Study One and Study Two) positively 

influenced extrinsic job satisfaction.  

New relationships were also found in this model, including a positive relationship 

between supervisory support and intrinsic job satisfaction and negative relationships 

between emotional dissonance and extrinsic job satisfaction and intrinsic job 

satisfaction and between emotional labour surface and intrinsic job satisfaction, which 

was also positively related to extrinsic job satisfaction.  
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Table 10-32: The Standardised Total Effects of Emotion Regulation and Related Measures 

on Job Satisfaction in the Three Studies 

 Study One Study Two Study Three 

Intrinsic JS Direct Indirect Direct Indirect Direct Indirect 

Positive Affect  0.18  0.06 n/a 

Negative Affect n/a n/a -0.16 

Frequency  -0.05  -0.07 n/a 

Workload  -0.07  -0.05 n/a 

EL Surface Acting  -0.37  -0.21 n/a 

EW Surface Acting  -0.17  -0.03 n/a 

EL Deep Acting 0.17 0.01 n/a 

Emotional Dissonance -0.46 -0.25 n/a 

Supervisory Support n/a n/a 0.67 

    
Extrinsic JS Direct Indirect Direct Indirect Direct Indirect 

Positive Affect  0.18  0.06  0.01 

Negative Affect n/a n/a  0.01 

Frequency  -0.08  -0.07 n/a 

Workload  -0.08  -0.05 n/a 

EL Surface Acting 0.06 -0.44 -0.05 -0.18  -0.06 

EW Surface Acting  -0.19  -0.02 0.23  -0.16 

EL Deep Acting 0.11  0.01 n/a 

Emotional Dissonance -0.21 -0.31 -0.02 -0.20 -0.25  

Supervisory Support n/a n/a 0.90  -0.01 

Intrinsic JS 0.67 0.79 n/a 

Note: n/a indicates that the relationship was not assessed in the final model.                   
JS= job satisfaction. EL= emotional labour, EW= emotion work. 
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10.17.3.3 Emotion Work and Emotional Labour Distinction 

Throughout the findings differences between the relationships for the dimensions of 

emotional labour and emotion work emerged. These differences included:  

a) Emotional labour deep acting was positively related, and emotion work 

deep acting was negatively related, to personal accomplishment. 

b) Positive affect negatively predicted emotional labour surface acting but 

showed no significant relationship with emotion work surface acting. 

c) Positive affect positively predicted emotional labour deep acting but not 

emotion work deep acting. 

d) In Study One and Study Two emotional labour surface acting was 

positively related to both burnout and depersonalisation, whereas 

emotion work surface acting had no significant relationship with these 

measures. 

The finding of different relationships for each of the different strategies with certain 

antecedents and consequences provides further support for hypothesis three (together 

with the evidence from the discriminant validity tests).  

10.18 Conclusions 

The present chapter began with an assessment of the measurement properties of the 

variables that were included in the structural model in Study Three. Most of the 

variables had also been examined in Study One and Study Two. In Study Three, all of 

the variables had construct reliability, convergent validity and discriminant validity. The 

measures also had configural and metric invariance across the three employee groups. 

Interestingly, two of the variables that did not have good measurement properties in 

Study One and Study Two (genuine expression and emotion work deep acting) had 
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acceptable measurement properties in Study Three, allowing additional relationships to 

be examined in the third study.  

The measurement model, which included all of the variables, fitted the sales employees’ 

data well and, as a result, all of the variables were retained when the structural models 

were estimated. The two models that examined the outcome variables of interest (i.e. 

burnout and job satisfaction) were estimated using the sales employees. For each 

outcome, model fit was assessed. In both cases, some refinements were needed to 

obtain a good fit to the data. The direct, indirect and total effects of the models’ 

variables were then considered. Emotional dissonance mediated the model’s 

relationships with burnout, as had been suggested.  

The proportion of the variation of each endogenous variable’s variation explained by 

the model was also examined. The variance explained by the model for the outcomes 

variables was generally high and helped demonstrate the usefulness of the models. The 

variance explained in the emotion regulation strategies was low for emotional labour 

surface acting, moderate for emotional labour deep acting and emotion work deep 

acting and high for emotion work surface acting, suggesting more research is needed to 

explore the antecedents to these strategies. An assessment of the hypotheses found 

many were supported; establishing the important roles emotional labour and emotion 

work play in employees’ emotion regulation, and providing a broader understanding of 

the antecedents to, and the outcomes of, emotion regulation. Finally, the generalisability 

of the two models across the three employee groups was examined. The models were 

equivalent across these groups, suggesting they were likely to be of general interest to 

managers operating in environments in which emotional labour is likely to be an issue, 

rather than being relevant only to a particular group of such employees or managers.  
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Finally, the findings from the three studies were examined together in the last part of 

the chapter. The psychometric properties of the measures were compared across the 

three studies and the relationships with emotional labour and emotion work, in terms of 

antecedents and outcomes, were compared across the three studies and overall 

summaries were provided. The theoretical and managerial implications of these results 

are discussed in the next chapter. 
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Chapter 11 Discussion and 
Conclusions 

 

11.1 Introduction 

This chapter provides a summary of the project’s findings and a discussion of its 

conclusions. The project’s five research questions are reiterated first and these questions 

are addressed with reference to the theoretical arguments presented in the thesis, the 

new model and the empirical findings. The theoretical, empirical, and practical 

implications of the research are then discussed, after which some limitations are noted, 

together with some opportunities for future research. An overall summary concludes 

the chapter.  

11.2 The Research Questions 

The five research questions, which were presented in the introductory chapter of the 

thesis, were: 

1. What is the most appropriate way to conceptualise and operationalise emotional 

labour so as to encapsulate the main research streams and provide direction for 

future research?  

2. Is emotion work an important construct within workplace emotion regulation 

research? 
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3. What is the most appropriate way to conceptualise and operationalise emotion 

work and how does it differ from emotional labour?  

4. Are emotion work and emotional labour empirically different from one 

another? Are these measures distinct from other related measures, such as 

genuine expression, emotional job demands and emotional dissonance? 

5. What are the antecedents and outcomes of employees engaging in emotional 

labour with customers and emotion work with their co-workers? That is, do job 

demands (workload), emotional job demands (variety, frequency, intensity) and 

resources (affect, support) differentially impact on an employee’s emotion work 

and emotional labour regulation strategies? Further, do emotion work and 

emotional labour differentially impact on employee attitudes (job satisfaction) 

and well-being (burnout: emotional exhaustion, depersonalisation, personal 

accomplishment)?  

Questions one to three were addressed in detail in Chapter Two and Chapter Three 

within the literature review and, therefore, only a summary of the discussions is 

presented in this chapter (in Sections 11.2.1, 11.2.2, and 11.2.3). Research questions four 

and five relate directly to the empirical findings and were discussed in detail, for each of 

the three studies, in Chapter Five, Chapter Eight and Chapter Ten. However, a more 

detailed discussion of the combined findings across the three studies is presented (in 

Sections 11.2.4 and 11.2.5). Three studies were performed to address these research 

questions. The psychometric properties of the emotion work and emotional labour 

scales were examined initially in a hospital-based nurse sample (n=332) (Study One). 

Cross-validated in a sample of community-based nurses (n=173) (Study Two) and 

generalised across three broad occupational groups (n=625) (Study Three). A model of 

workplace emotion regulation, that included emotion work and emotional labour, was 
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developed and estimated. The model was tested and refined in Study One, validated in 

Study Two, both of which used nurse samples. Study Three generalised the model to 

three broad occupational groups. These three broad occupational groups varied 

significantly in the proportion of emotion work versus emotional labour in order to 

further validate the distinction between the two areas and potential differential 

relationships with antecedents and consequences in diverse jobs. 

11.2.1  Conceptualisation and Operationalisation of Emotional Labour 

Research question one was addressed in detail in Chapter Two. The five main 

conceptualisations that have emerged from the emotional labour literature have been:  

1. Emotional job demands.  

2. External behavioural displays. 

3. Emotional dissonance.  

4. Emotion regulation strategies. 

5. An integrated view.  

An argument was made, in line with other researchers (Grandey 1999, 2000) that 

emotional labour is most appropriately conceptualised as emotion regulation, as when it 

is conceptualised in this way it provides the link between: 

1. Situational factors (emotional job demands) that demonstrate a need for 

emotion regulation. 

2. External behavioural displays of emotion that occur as the outcome of emotion 

regulation.  

3. The experience of emotional dissonance that occurs when regulating emotions.  
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This approach provides an understanding of the internal processes employees used 

when experiencing emotional dissonance, which are not only important to researchers 

but are also relevant to managers. Additionally, emotion regulation theory provides a 

broader understanding of emotion regulation in response to differing interaction 

partners and, hence, goes beyond some of the limitations of previous emotional labour 

research. 

An argument was also made that, in line with this conceptualisation, emotional labour is 

most appropriately operationalised as a set of emotion regulation strategies. Gross 

(1998a) suggested five broad emotion regulation strategies. However, in the workplace 

emotion regulation literature, surface acting and deep acting have been the main focus. 

These two emotional labour strategies are closely aligned with Gross’s (1998a) 

strategies; surface acting, in particular, relates to response modulation (a response-

focused strategy), while deep acting aligns with cognitive change and attentional 

deployment (antecedent-focused strategies).  

In summary, and in order to answer research question one, a review of the workplace 

emotion regulation literature, which included emotional labour and emotion regulation 

theory, was undertaken and presented in Chapter Two. From this review, it was argued 

that emotional labour is most appropriately conceptualised and operationalised as 

emotion regulation. It was necessary to clarify the conceptualisation of emotional 

labour, as there are still inconsistencies in the literature, as was evident in three recently 

published meta-analyses (Hülsheger & Schewe 2011; Mesmer-Magnus et al. 2012; Wang 

et al. 2011), each of which conceptualised emotional labour differently.  
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11.2.2 Emotion Work Independent of Emotional Labour 

Research question two was addressed in Chapter Two and Chapter Three. Four main 

arguments were put forward in relation to the importance of studying emotion work, 

independent of emotional labour. First, Maslach and her colleagues (Leiter & Maslach 

1988; Maslach 1982) strongly suggested workplace interactions between co-workers are 

a potential source of stress comparable to that created by an employee’s interactions 

with customers. This is important, as there is a well-established link between emotional 

labour (in particular surface acting) and burnout and, thus, it is likely emotion work is 

also related to burnout and should, therefore, be of concern to researchers and 

practitioners. Second, in three recently-published meta-analytic studies (Hülsheger & 

Schewe 2011; Mesmer-Magnus et al. 2012; Wang et al. 2011), the variance explained in 

emotional exhaustion was moderate, at best, and, thus, there is an opportunity to better 

understand the predictors of emotional exhaustion; emotion work may be one such 

predictor.  

Third, a number of scholars have suggested future research is needed to better 

understand emotion work (as defined in this thesis) (e.g. Brotheridge 2006; Brotheridge 

& Lee 2003; Côté 2005; Holman et al. 2008; Humphrey et al. 2008; Morris & Feldman 

1996b; Pugliesi & Shook 1997). To date, these calls for empirical research have gone 

largely unanswered. Some conceptual models of emotional labour that include aspects 

of emotion work have been developed (Grandey 2000; Holman et al. 2008). However, 

these models are limited, as they only refer to the emotion regulation strategies of 

emotional labour surface acting and deep acting in a general sense and do not specify 

different relationships (i.e. predictors, outcomes) for different strategies. They also do 

not examine how emotion work may be related to emotional labour. Finally, and 

perhaps most importantly, early research findings suggest emotion work, in a similar 
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way to emotional labour, may be linked to negative outcomes, such as emotional 

exhaustion and psychological strain (Adams & Buck 2010; Pugliesi & Shook 1997; 

Tschan et al. 2005). This suggests there is a need for further investigation into emotion 

work.  

11.2.3 A Conceptualisation and Operationalisation of Emotion Work and its Relationship with 
Emotional Labour 

In the current project, emotion work was defined as the process of regulating both feelings and 

expressions for organisational goals during interpersonal exchanges with organisational insiders and 

emotional labour was defined as the process of regulating both feelings and expressions for 

organisational goals during interpersonal exchanges with organisational outsiders. This definition 

suggests emotional labour refers to the emotion regulation that occurs during 

employees’ interpersonal exchanges with organisational outsiders (e.g. customers and clients). 

This is different from emotion work, which is defined as the emotion regulation that 

occurs during employees’ interpersonal interactions with organisational insiders (e.g. co-

workers and supervisors). A detailed discussion of the differences between emotion work 

and emotional labour in relation to use and exchange value, job autonomy, the context 

and target person, and antecedents and outcomes was presented in Chapter Two. 

Research question three addressed the importance of providing a clear definition of 

emotion work, and, as discussed earlier, the most appropriate conceptualisation and 

operationalisation of emotional labour. As emotion work is similar to emotional labour, 

in that both involve emotion regulation, although they differ in terms of context and 

target person, it seems reasonable to argue emotion work should be conceptualised and 

operationalised in the same way as emotional labour. This suggested workplace emotion 

regulation is an umbrella concept for emotional labour and emotion work. 
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11.2.4 Emotion Work, Emotional Labour and Other Related Measures 

Research question four, which asked whether emotion work, emotional labour and 

other related measures, including emotional job demands (variety, frequency and 

intensity), emotional dissonance and genuine expression, were empirically distinct from 

one another, was addressed in detail in Chapter Five, Chapter Eight and Chapter Ten. 

The purpose of this section is to integrate the findings from these three chapters. 

As previously discussed, research question three examined the theoretical differences 

between emotion work and emotional labour. However, it is not only important to 

provide a theoretical justification for why the two differ, it is also important to 

demonstrate this difference empirically. Thus, to address this question, emotion work 

and emotional labour measures were tested for unidimensionality, construct reliability, 

discriminant validity and convergent validity in three studies. A summary of the results 

for the emotional labour and emotion work measures, together with related measures, 

can be seen in Table 11-1, which shows whether the measure had good measurement 

properties in these studies (i.e. whether the measures met the minimum requirements 

across all four tests of reliability and validity).  

As can be seen in the Table, in the hospital-based nurse sample, the intensity, emotion 

work deep acting and genuine expression scales did not meet the minimum 

requirements for reliability or validity and, consequently, were not analysed further. The 

emotion work deep acting scale was not unidimensional, while the intensity and genuine 

expression scales were not reliable. All of the other variables had good measurement 

properties.  
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Table 11-1: The Variables’ Measurement Properties across the Three Studies 

Measures Study One- Hospital-
Based Nurse Sample 

Study Two- 
Community Based 

Nurse Sample 

Study Three- Broad 
Occupational Groups 

Variety   n/a 

Frequency   n/a 

Intensity  n/a n/a 

EL Surface Acting    

EL Deep Acting    

EW Surface Acting    

EW Deep Acting  n/a  

Emotional 
Dissonance 

   

Genuine 
Expression 

 n/a  

Note:  = good measurement properties. = did not meet the minimum measurement 
requirements of one or more of the tests. n/a refers to scales that were not included in a 
particular study and that, therefore, were not examined in that study. EL= emotional 
labour, EW= emotion work.  

Only those scales that had good measurement properties in the hospital-based nurse 

sample (Study One) were included in the community-based nurse study (Study Two). 

All of these scales had acceptable measurement properties in the community-based 

nurse sample. Further, the scales had configural and metric invariance across the two 

nurse samples. 

Importantly, across the two nurse samples, the emotion work (surface acting) and 

emotional labour (surface acting and deep acting) scales had discriminant validity and, 

thus, measured distinct emotion regulation strategies. Additionally, the emotion work 

(surface acting) and emotional labour (surface and deep acting) measures, together with 

the emotional job demands measures (variety and frequency) and emotional dissonance, 

were all empirically distinct scales for both the hospital-based nurse sample and 

community-based nurse sample. This finding provided some evidence towards an 

affirmative answer to research question four. 
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As can also be seen in Table 11-1, all of the measures had good measurement properties 

in the broad occupation sample (Study Three). The scales from the two nurse studies 

that had good measurement properties were also found to be good measures within the 

broad occupational sample. In addition, the emotion work deep acting and the genuine 

expression scales were found to be good measures, which was not the case for the nurse 

samples. The scales were also invariant across the three broad occupational groups in 

Study Three, further suggesting the scales were useful beyond a single sample or 

occupational grouping. Therefore, in addressing research question four, the emotion 

work (surface and deep acting) and emotional labour (surface and deep acting) 

measures, together with related measures of emotional dissonance and genuine 

expression, were empirically distinct for the three groups in the broad occupational 

sample. This provides empirical support for the workplace emotion regulation typology 

that was presented in Chapter Two (section 2.6) as a way to conceptualise these six 

variables along the dimension of emotional consonance and dissonance. 

11.2.5 Antecedents and Outcomes of Emotion Work and Emotional Labour 

The purpose of this section is to provide an integration of the findings across the three 

studies in order to address research question five. The first part of research question 

five relates to the antecedents and the second part relates to the consequences of 

emotion work and emotional labour. Both questions were addressed in detail in the 

three studies, with the results presented in Chapter Six, Chapter Eight and Chapter Ten. 

A summary of the findings for the antecedents and outcomes of the workplace emotion 

regulation strategies was presented in Chapter Ten. Only the main findings in terms of 

the antecedents and outcomes of emotion work and emotional labour that are relevant 

to the research questions are discussed in the following three sections. 
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11.2.5.1 Predicting Workplace Emotion Regulation Strategies 

The strongest predictor of emotion work surface acting was emotional labour surface 

acting and the strongest predictor of emotion work deep acting was emotional labour 

deep acting. This suggests employees who engage in surface acting or deep acting with 

their clients are also likely to use these strategies when regulating their emotions with 

their co-workers. This finding may be explained, in part, by personality differences and 

work experience differences. 

Employees with particular personalities (e.g. employees with high extraversion or high 

emotional intelligence) may prefer particular strategies for regulating their emotions. A 

personality viewpoint of emotion regulation supports these findings since employees in 

the three studies used similar strategies across the different contexts (i.e. for interactions 

with clients and co-workers). These findings may also be due to employees’ work 

experience. For example, new employees may engage in surface acting while they gain 

an understanding of their workplace roles (for interactions with clients and co-workers). 

As employees gain greater clarity about their roles, and become more experienced in 

their jobs, they may begin to engage in deep acting or genuine expression (with clients 

and co-workers). There were no other significant antecedents to the two emotion work 

strategies.  Further research is needed to examine other antecedents to emotion work, 

such as job characteristics and personality factors.  

The main antecedent to emotional labour deep acting across the three studies was 

emotional labour surface acting, which positively influenced emotional labour deep 

acting, a finding consistent with previous research (Brotheridge 1999; Grandey 2003) 

that indicates employees use multiple strategies when regulating emotions with clients. 

For Study One and Study Two, both frequency and workload were significant, positive 

predictors. The finding that frequency positively predicted emotional labour deep acting 
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is consistent with previous research (see Brotheridge & Lee 1998; Van Dijk & Kirk 

2008) and indicates that the more frequent the display of emotions to clients the greater 

the need to engage in emotional labour deep acting. The finding for workload 

predicting emotional labour deep acting, where higher workloads resulted in greater 

emotional labour deep acting, is a new finding. That both workload (a job demand) and 

frequency (an emotional job demand) are related to increases in emotional labour deep 

acting, may be best understood through resource theories.  

The demand-control-support (DCS) model (Johnson & Hall 1988; Karasek & Theorell 

1990), the job demands-resources (JD-R) model (Demerouti, Bakker, Nachreiner & 

Schaufeli 2001), and the conservation of resources theory (Hobfoll 1988; Hobfoll 1989; 

Hobfoll 1998), which specify that an imbalance between demands and resources results 

in burnout offer a possible explanation for the workload finding. In particular, when 

employees experience higher job demands, that are not mitigated by resources, they are 

likely to engage in emotion regulation (in the form of deep acting or, as the next section 

shows, surface acting) and, in doing so, the employees are able to maintain the 

appropriate display of emotion to the customer. These same relationships were not 

found for emotion work, where it was expected that higher workloads would also result 

in greater emotion work (surface and deep acting). In these circumstances, co-workers 

may be a potential resource as they provide social support (Halbesleben 2006) therefore, 

mitigating the negative impact of workloads.  

The main antecedent to emotional labour surface acting was positive affect, which was 

negatively related to emotional labour surface acting, as has been found in previous 

studies (Brotheridge & Lee 2003; Gosserand & Diefendorff 2005) and noted in recent 

meta-analyses (Mesmer-Magnus et al. 2012; Wang et al. 2011). This suggests an 

employee with a positive disposition will engage in less surface acting with clients (when 
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a positive emotion is required). This may be because such employees do not need to 

regulate their emotions to the same extent as those with low positive affect (a rationale 

proposed by Morris & Feldman 1996a and supported by Grandey 2000).  

It is interesting that positive affect was a significant antecedent to emotional labour 

(surface and deep acting), but not emotion work (surface and deep acting). It seems the 

link between positive affect and surface acting only relates to client interactions. This 

demonstrates the need to study emotion regulation in client and co-worker interactions 

separately, as the nature of the interaction may play an important role in determining 

antecedents to these two types of emotion regulation. This may be because client 

interactions are shorter, while co-worker interactions develop over the long-term. The 

antecedents to emotional labour may be more generalised to an employee’s preferred 

regulation strategy, personality and situation, whereas emotion work may be more 

specific to the target person and relate directly to the nature of the employee’s 

relationship with that target person. For example, surface acting may be used during 

interactions with new co-workers or with co-workers who are not closely aligned to the 

employee (i.e. this alignment may relate to work area, personality, status, common 

interests).  

For Study One and Study Two, both frequency and workload were significant, positive 

predictors of emotional labour surface acting. Thus, it seems that the more frequent 

display of emotions to clients, the more likely the employee will engage in surface acting 

with clients. The finding of frequency positively predicting emotional labour surface 

acting further supports other emotional labour research (Brotheridge & Lee 1998; 

Zammuner & Galli 2005a). It was also found that the greater the employees workload, 

the more likely the employee will engage in surface acting with clients. The finding that 

workload positively predicts emotional labour surface acting has not been explored 
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before and thus expands the research into the antecedents of emotional labour. This is 

consistent with the finding for emotional labour deep acting, as discussed in the 

previous section. Combined, the result for workload and frequency positively predicting 

emotional labour surface acting relates to the discussion above where the greater the 

demands placed on the employee the greater the need to regulate emotion, and engage 

in emotion regulation strategies, due to an imbalance between demands and emotional 

resources. 

This section discussed the results relevant to the first part of research question five by 

identifying the different antecedents to the four emotion regulation strategies that were 

central to this research. The next section discusses the consequences of emotion work 

and emotional labour.  

11.2.5.2 Predicting Burnout  

The three dimensions of burnout are discussed separately, with a summary provided at 

the end of this section. The important predictors of emotional exhaustion across the 

three studies, and those related to the present research questions, were emotional 

dissonance and genuine expression. Genuine expression was negatively related to 

emotional exhaustion, supporting Grandey’s (1999) results. However, her study focused 

on genuine expression with clients and, thus, did not consider genuine expression in a 

broader sense. The present research studied genuine expression more broadly and 

included genuine expression in client and co-worker interactions. The new finding 

shows the importance of an employee’s regulation type/emotional state in client and 

co-worker interactions. This is particularly important, as when employees engage in 

genuine expression they not only meet organisational requirements (displaying the 

appropriate emotion to clients and co-workers), they also ward off emotional 

exhaustion. 
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The second main finding was the positive relationship emotional exhaustion had with 

emotional dissonance, supporting prior research (Abraham 1998; Bakker & Heuven 

2006; Kruml & Geddes 2000a; Lewig & Dollard 2003; Morris & Feldman 1997) and 

noted in recent meta-analytic studies (Hülsheger & Schewe 2011; Mesmer-Magnus et al. 

2012). There is also considerable research that suggests there is a positive relationship 

between emotional labour surface acting and emotional exhaustion (Brotheridge & 

Grandey 2002; Brotheridge & Lee 2003; Grandey 2003; Judge et al. 2009; Naring et al. 

2006; Totterdell & Holman 2003; Zammuner & Galli 2005a, 2005b). However, the 

current research project also found emotional dissonance mediated the relationship 

between emotional labour surface acting and emotional exhaustion and the relationship 

between emotion work surface acting and emotional exhaustion. Only one prior study 

established this link empirically (Van Dijk & Kirk-Brown 2006) and, in doing so, only 

considered emotional labour.  

These results make a unique contribution in two ways. First, the results provided 

support for emotion work surface acting impacting on employees’ emotional exhaustion 

(along with emotional labour surface acting). Second, the results help explain why there 

are negative consequences for employees who engage in surface acting when interacting 

with clients and/or co-workers. It seems emotional dissonance is a reason why surface 

acting leads to emotional exhaustion, whether an employee is interacting with clients or 

with co-workers.  

The main antecedent to depersonalisation was emotional dissonance (in the three 

studies) and genuine expression (in Study Three). The positive link between emotional 

dissonance and depersonalisation supports prior research (Bakker & Heuven 2006; 

Kruml & Geddes 2000a; Lewig & Dollard 2003). This link was important in seeing 

whether emotional dissonance mediated the relationships between emotional labour 
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surface acting and depersonalisation and emotion work surface acting and 

depersonalisation, as was the case with emotional exhaustion.  

Emotional labour surface acting and emotion work surface acting were positively 

related to depersonalisation (through their relationship with emotional dissonance). 

Many prior studies have found support for this relationship (e.g. Brotheridge & 

Grandey 2002; Brotheridge & Lee 2003; Naring et al. 2006; Zammuner & Galli 2005b). 

However, the relationship between emotion work surface acting and depersonalisation 

is new and one that needs to be explored further. Importantly, in the three studies, 

emotional dissonance mediated the relationships between emotional labour surface 

acting and depersonalisation and emotion work surface acting and depersonalisation.  

Many researchers have suggested theoretical arguments for surface acting, rather than 

deep acting, being related to depersonalisation. In particular, suggesting this is due to 

the high emotional dissonance experienced with this emotion regulation strategy (Härtel 

et al. 2000; Mesmer-Magnus et al. 2012; Van Dijk & Kirk-Brown 2006). However, no 

study has provided empirical evidence about the mediating role emotional dissonance 

may play in this relationship. The present results help explain the mechanisms for 

surface acting, rather than deep acting, impacting on depersonalisation for client and co-

worker interactions. 

Additionally, greater genuine expression reduced depersonalisation, supporting one 

previous study’s results (Naring et al. 2006). However, this study did not include 

genuine expression during client and co-worker interactions, as was the case here. The 

present study made a unique contribution, as it demonstrated the importance of an 

employee’s regulation type/emotional state during client and co-worker interactions. 

When employees engage in genuine expression, they not only meet organisational 

requirements (displaying appropriate emotions to clients and co-workers), they also 
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avoid the negative consequences of alternative emotion regulation strategies by 

experiencing less depersonalisation.  

Emotional labour deep acting, emotion work deep acting (Study Three) and genuine 

expression (Study Three) were related to personal accomplishment. Specifically, 

emotional labour deep acting was positively related to personal accomplishment, a 

finding supported by prior research (Brotheridge & Grandey 2002; Brotheridge & Lee 

2003; Kruml & Geddes 2000a). Emotion work deep acting was also found to be related 

to personal accomplishment. However, this relationship was negative, suggesting greater 

emotion work deep acting reduced personal accomplishment. This is a new finding that 

provides additional support for the separate study of emotion regulation with clients 

and with co-workers.  

The finding that emotional labour deep acting is positively related, and emotion work 

deep acting is negatively related, to personal accomplishment may be explained in 

relation to the target person and the type and objective of the interaction. When 

employees engage in deep acting with customers in order to display the appropriate 

emotions, there is an increased sense of personal accomplishment, as they have met 

their employee obligations during these short-term interactions by meeting clients’ 

needs. However, as display rules for co-worker interactions are often unclear, and the 

relationship (rather than interaction) is longer-term, an employee’s sense of personal 

accomplishment is not only related to meeting immediate co-worker and organisational 

needs, but is also related to the ongoing nature of that relationship. Tschan et al. (2005) 

suggested norms for co-worker relationships differ to those for client interactions and 

these norms may include being honest and, as such, showing true feelings. When an 

employee engages in deep acting with co-workers to display appropriate emotion the 

employee may be disappointed for needing to act, rather than being able to genuinely 
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express the required emotion, which may result in a decreased sense of personal 

accomplishment. However, more research is needed to better understand these 

findings.  

The finding that genuine expression is positively related to personal accomplishment is 

supported by previous research (Bono & Vey 2005; Brotheridge & Lee 2002; Grandey 

1999; Naring et al. 2006; Naring & van Droffelaar 2007; Zammuner & Galli 2005a). 

However, these studies did not consider genuine expression across client and co-worker 

interactions. The finding that genuine expression is positively related to personal 

accomplishment in both client and co-worker interactions is, therefore, a unique 

contribution.  

It seems burnout (emotional exhaustion and depersonalisation) is influenced by an 

employee’s engagement in surface acting when interacting with both customers/clients 

and co-workers; emotional dissonance in this situation is heightened, but is lowered 

when employees express genuine emotion (aligned with display rules). Further, personal 

accomplishment was positively influenced by greater genuine expression and emotional 

labour deep acting, while emotion work deep acting reduced personal accomplishment. 

11.2.5.3 Predicting the Two Dimensions of Job Satisfaction 

The important antecedents to job satisfaction were emotional dissonance and emotional 

labour surface acting, which were both negatively related to the two job satisfaction 

dimensions. Previous research supports the view that emotional dissonance is negatively 

related to job satisfaction (Abraham 1998, 1999a, 1999b; Gursoy et al. 2011; Lewig & 

Dollard 2003; Morris & Feldman 1996b, 1997) and that emotional labour surface acting 

is negatively related to job satisfaction (Judge et al. 2009; Pugliesi 1999; Seery & 

Corrigall 2009). However, no prior research has investigated different dimensions of job 
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satisfaction in order to better understand this relationship. While both relationships 

were statistically significant, emotional dissonance was more strongly related to intrinsic 

job satisfaction than to extrinsic job satisfaction, suggesting greater emotional 

dissonance resulted in less extrinsic job satisfaction and even less intrinsic job 

satisfaction. It may be useful to consider more specific dimensions of job satisfaction in 

future, including satisfaction with different aspects of the job (e.g. co-workers, 

supervision or promotion), so as to better understand the negative link between 

emotional dissonance and job satisfaction. 

Although one prior study found a positive relationship between emotional labour deep 

acting and job satisfaction (Judge et al. 2009), this relationship has not been found by 

other researchers (Johnson & Spector 2007; Yang & Chang 2008). Indeed, Bono and 

Vey’s (2005) meta-analytic study suggested emotional labour deep acting is sometimes 

positively related to job satisfaction. However, this relationship was not found in three 

more recent meta-analyses (Hülsheger & Schewe 2011; Mesmer-Magnus et al. 2012; 

Wang et al. 2011), nor in the current project. 
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11.3 Theoretical and Empirical Contributions 

The present studies made several original contributions to emotional labour and 

emotion work research, which are discussed in the following sections.  

11.3.1 Theoretical Contributions 

Emotional labour research is nearing thirty years of age and has grown substantially 

since Hochschild (1983) first coined the term. When Bono and Vey (2005) conducted 

the area’s first meta-analysis, they suggested it was probably premature to do so. Since 

then, three further meta-analytic studies have been published (Hülsheger & Schewe 

2011; Mesmer-Magnus et al. 2012; Wang et al. 2011). This is a good indication that 

emotional labour research is ‘coming of age’ and that it is an opportune time to 

consolidate the area. Consequently, this project reviewed emotional labour’s various 

conceptualisations and operationalisations.  

At present, it is still necessary for emotional labour researchers to clarify which 

emotional labour conceptualisation and measure is being used in order to make useful 

comparisons across studies. For example, the first sentence of the abstract of a recent 

meta-analytic study read:  

This article provides a quantitative review of the link of emotional labor 

(emotion–rule dissonance, surface acting, and deep acting) with well-being 

and performance outcomes (Hülsheger & Schewe 2011, p. 361). 

The three recent meta-analyses (Hülsheger & Schewe 2011; Mesmer-Magnus et al. 2012; 

Wang et al. 2011) also highlighted the potential for confusion, as each conceptualised 

emotional labour slightly differently. In this project, a justification was made for 

emotional labour being conceptualised as emotion regulation and operationalised as a 
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set of emotion regulation strategies, reducing confusion and providing a foundation for 

future research. 

The second major theoretical contribution is the argument that emotion work needs to 

be included in workplace emotion regulation research. The need for research in this area 

has been acknowledged by many researchers (e.g. Brotheridge 2006; Brotheridge & Lee 

2003; Côté 2005; Holman et al. 2008; Humphrey et al. 2008; Morris & Feldman 1996b; 

Pugliesi & Shook 1997), although few have undertaken empirical research in this area. 

Although the emotional labour area is moving towards concept consolidation and 

accommodation (Reichers & Schneider 1990), with an emotion regulation approach 

emerging as its main conceptualisation, emotion work is very much in its infancy, in a 

concept introduction and elaboration phase (Reichers & Schneider 1990).  

Little research has explored ways to conceptualise emotion work. The five empirical 

studies that have examined some aspect of emotion work have provided neither a 

theoretical discussion of the reasons for the conceptualisation used, nor a justification 

for how emotion work was measured. This study provided a detailed justification for 

the conceptualisation of emotion work as emotion regulation and a justification for it 

being operationalised as a set of emotion regulation strategies, consistent with the 

emotional labour literature. Workplace emotion regulation was seen as an umbrella term 

that includes emotion regulation with different targets, including organisational insiders 

(emotion work) and organisational outsiders (emotional labour). A workplace emotion 

regulation typology was presented in Chapter Two to help differentiate emotional 

labour and emotion work and to reduce confusion by labelling workplace emotion 

regulation depending on the target person and context. This study, therefore, made a 

substantial and unique contribution by providing a conceptualisation and 
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operationalisation for emotion work that should provide a platform for future research 

in this important area. 

The third significant theoretical contribution was the development and presentation of a 

conceptual model of workplace emotion regulation that included emotion work and 

emotional labour. Workplace emotion regulation strategies (emotional labour surface 

acting and deep acting, and emotion work surface acting and deep acting) were central 

to the model. Antecedents and outcomes were included to explore their relationships 

with emotional labour and emotion work. For emotional labour, some unique 

contributions included the addition of emotional dissonance, emotional job demands 

(variety, frequency, intensity), genuine expression, dimensions of job satisfaction 

(intrinsic and extrinsic job satisfaction) and the incorporation of some of the emotional 

labour conceptualisations (included in other studies) as antecedents, outcomes or 

mediators. 

In particular, emotional job demands (variety, frequency and intensity) were included as 

antecedents to emotional regulation strategies, with emotional dissonance included as a 

mediator between the emotion regulation strategies and the outcome variables. It must 

be reiterated that these variables were included to help understand emotional labour 

(conceptualised as emotion regulation). Some prior researchers have attempted this, 

either conceptually or empirically, by combining parts of the many different proposed 

measures of emotional labour (Brotheridge & Lee 2002; Glomb & Tews 2004; Morris & 

Feldman 1996a; Rubin et al. 2005). However, no one has combined the various 

emotional labour conceptualisations as antecedents, mediators and outcomes of 

emotional labour as emotion regulation.  

The theoretical arguments made about the relationships in the model also contributed 

to the area. The model provided a comprehensive view of emotional labour and its 
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relationships and also expanded workplace emotion regulation to include emotion work. 

The model was more comprehensive, as it included workplace emotion regulation that 

occurs during employee interaction with organisational insiders (emotion work) and 

organisational outsiders (emotional labour). 

11.3.2 Empirical Contributions 

This project made five empirical contributions to workplace emotion regulation 

research. A significant empirical contribution was the rigorous testing of Brotheridge 

and Lee’s (1998, 2003) Emotional Labour Scale (ELS), which was used to measure 

surface acting and deep acting strategies. Little research has explored the measurement 

properties of this scale, which is the most commonly-used measure of emotional labour 

(Beal et al. 2006; Brotheridge 1999; Brotheridge & Grandey 2002; Brotheridge & Lee 

1998, 2002, 2003; Cheung & Tang 2009; Chu & Murrmann 2006; Diefendorff et al. 

2005; Diefendorff et al. 2011; Goldberg & Grandey 2007; Groth et al. 2009; Hülsheger 

et al. 2010; Johnson & Spector 2007; Lee et al. 2010; Martínez-Inigo et al. 2007; Naring 

et al. 2006; Naring & van Droffelaar 2007; Philipp & Schüpbach 2010; Van Dijk & 

Kirk-Brown 2006; Van Dijk & Kirk 2008; Van Dijk et al. 2011).  

The testing involved an examination of the scales’ measurement properties across 

several samples. The results provide evidence of their generalisability and usefulness. 

The scales’ unidimensionality, construct reliability, convergent validity and discriminant 

validity were examined, as were their invariance across different samples. The scales 

were reliable and valid in each of the three samples. Few, if any, other researchers have 

tested these measures to such an extent and across multiple samples. Indeed, 

measurement invariance is seldom reported in organisational research, despite being 

important for comparing groups or samples (Schmitt & Kuljanin 2008; Vandenberg & 

Lance 2000). In a search of papers published since 2000 that included the term 
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“measurement invariance,” Schmitt and Kuljanin (2008) found only 88 papers, of which 

75 used the confirmatory factor analysis technique used in the present project.  

In conducting the invariance analyses, the measures were tested across three samples; 

generalising these measures and models beyond a single-occupation sample, a common 

limitation of previous research. Further, the third sample (Study Three) included three 

occupational groups selected from Hochschild’s (1983) high emotion regulation 

requirements occupations. Generally, samples in the emotional labour area include 

single-occupation groups or employees from a single organisation. However, the three 

groups in this case differed in terms of their occupations and the organisations for 

which they worked. They also differed in the extent to which emotional labour and 

emotion work were inherent in the type of work being performed. In doing so, this 

study broadened and generalised findings obtained from a single occupational grouping. 

In conjunction with previous studies, the present findings increase confidence in 

Grandey’s (1999) two-factor emotional labour conceptualisation that was proposed by 

Brotheridge and Lee (1998). The ELS is a useful scale for measuring emotional labour 

(surface and deep acting) across different occupations and work contexts and future 

researchers can be confident about its usefulness.  

A second significant empirical contribution related to the adaptation and testing of the 

emotion work measures. The emotion work items were also tested for 

unidimensionality, construct reliability, convergent validity, discriminant validity and 

invariance across the different samples. No prior research has used well-established 

scales to measure emotion work (as defined in this project). Most researchers developed 

their own items to measure some aspects of emotion work (Pugliesi 1999; Pugliesi & 

Shook 1997; Totterdell & Holman 2003; Tschan et al. 2005). In doing so, they did not 

rigorously test these items, calling into question their reliability and validity. Other 
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researchers used established scales that only measured particular aspects of emotion 

work and did not capture the broad area of emotion work; calling their adequacy into 

question. For example, Adams and Buck (2010) used a workplace incivility scale 

(Cortina et al. 2001) to measure employee’s experience of disrespectful and rude 

behaviours from co-workers. This scale, in part, measures emotion work (negative 

employee-employee interactions) but does not tap into the broader area of emotion 

work (all employee-employee interactions, whether positive, negative or neutral). In 

contrast, this project adapted items from the ELS to reflect emotion work and, in doing 

so, used an established emotion regulation scale to directly examine emotion work 

strategies. These scales were tested and their measurement properties examined to 

demonstrate their robustness. Invariance analyses were also conducted to determine the 

equivalence of these measures across the different samples. The measures were 

invariant across the three samples; broadening and generalising the findings beyond a 

single occupational grouping and providing strong support for their usefulness in 

different contexts.  

A new finding was that respondents in the present studies discriminated between 

emotion work strategies and emotional labour strategies. This was true across the two 

nurse samples studied and across the three broad occupational groups. It seems 

employees use a variety of strategies to manage their emotions when dealing with their 

clients and with their co-workers. This finding is particularly interesting, as it aligns with 

the original conceptualisation of these constructs (Hochschild 1983). It seems 

employees are sensitive to the different relationships with clients and co-workers.  

This project also made a significant empirical contribution by testing a workplace 

emotion regulation model. The various analyses found results were equivalent across 

the two nurse samples and across three occupational groups; providing support for the 
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relationships that emerged. The results provided substantial advances in the emotion 

work area, where empirical research is scarce, and also in the emotional labour area, by 

suggesting new relationships, including those between emotion work and emotional 

labour, which have not previously been considered. The newly found burnout 

relationships included:  

1. A negative relationship between genuine expression and emotional 

exhaustion. 

2. A negative relationship between genuine expression and depersonalisation. 

3. A negative relationship between positive affect and depersonalisation. 

4. A negative relationship between emotion work deep acting and personal 

accomplishment. 

5. Emotional dissonance mediating the relationships between emotional labour 

surface acting and emotional exhaustion and depersonalisation. 

6. Emotional dissonance mediating the relationships between emotion work 

surface acting and emotional exhaustion and depersonalisation.  

The new job satisfaction relationships included:  

1. A positive relationship between supervisory support and intrinsic job 

satisfaction.  

2. A negative relationship between emotional dissonance and intrinsic and 

extrinsic job satisfaction. 

3. A negative relationship between emotional labour surface acting and intrinsic 

and extrinsic job satisfaction. 

Across the three samples, between 16% and 60% of the variances in the burnout 

components were explained, as can be seen in Table 11-2. The variances explained 
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across the three samples were similar, although more of the variance in emotional 

exhaustion was explained in the nurse samples than in the occupation groups. It is 

interesting to note that emotional labour strategies and emotion work strategies were 

both significant predictors of the outcome variables. In addition, the variances 

explained in the burnout model, when the paths from the exogenous variables in the 

model were held constant, ranged from 10 to 31 percent for emotional exhaustion, 

from 10 to 21 percent for personal accomplishment, and from 29 to 41 percent for 

depersonalisation across the three studies. These values are somewhat higher than those 

reported in a recent meta-analytic study where the emotion regulation strategies, 

together with emotion-rule dissonance, explained 10 percent of personal 

accomplishment, 30 percent of depersonalisation and 27 percent of emotional 

exhaustion. This provides some support for emotion work explaining additional 

variance in predicting burnout.  

Table 11-2 : The Variance Explained in the Model’s Endogenous Variables 

Endogenous Variables Study One Study Two Study Three 

Emotional Dissonance 85 93 97 

Emotional Exhaustion 50 60 32 

Depersonalisation 38 40 37 

Personal Accomplishment 31 16 26 

Intrinsic Job Satisfaction 19 6 52 

Extrinsic Job Satisfaction 36 66 82 

Note: All the values shown are the percentage of variance explained in that variable 

The present project also made a substantial contribution in relation to the genuine 

expression variable. Ashforth and Humphrey (1993) noted that it is important to 

acknowledge employees may not need to act and may genuinely express emotions that 
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are aligned with those required by their organisation and the particular situation. 

Researchers have studied genuine expression and emotional dissonance (Tschan et al. 

2005) and genuine expression and surface and deep acting strategies (Diefendorff et al. 

2005; Grandey 1999; Naring et al. 2006; Naring & van Droffelaar 2007). In addition, 

some researchers have included genuine expression or authenticity in their emotional 

labour models (e.g. Brotheridge & Grandey 2002; Grandey 2000; Holman et al. 2008; 

Rubin et al. 2005), in order to provide a more complete picture of the strategies 

employees use to manage their emotional labour.  

The present study supported the assertion that employees can comply with display rules 

through the genuine expression of required emotions. Genuine expression had 

discriminant validity when included with emotional labour and emotion work surface 

and deep acting measures, emotional dissonance and emotional job demands. Thus, it 

seems genuine expression is a distinct construct and is important in understanding the 

different strategies employees use to present appropriate emotions to customers (as is 

the case with emotional labour). In addition, it seems employees engage in genuine 

expression, as well as other emotional labour strategies (surface and deep acting), during 

co-worker interactions.  

Genuine expression increased employees’ sense of personal accomplishment, a finding 

in line with other research (Brotheridge & Lee 2002; Grandey 1999; Naring et al. 2006; 

Zammuner & Galli 2005a). Employees who engaged in greater genuine expression also 

felt less depersonalised, supporting Naring et al.’s (2006) research, and less emotional 

exhaustion. A unique contribution of the present research was that genuine expression 

was measured in relation to interactions with clients and with co-workers.  
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11.3.3 Practical Implications 

This research made several practical contributions, including the provision of a more 

comprehensive view of workplace emotion regulation in which employees’ client and 

co-worker interactions were considered. Previously, workplace emotion regulation has 

primarily focused on interactions with customers. However, this research makes it clear 

that interactions with co-workers need to be considered, as both interaction types can 

have negative consequences (including increased emotional exhaustion and 

depersonalisation). It is important that managers and practitioners familiarise 

themselves with emotion work, and, in doing so, consider strategies and approaches 

that might mitigate such negative outcomes.  

These approaches could include providing supervisory support, encouraging employees 

to engage in deep acting strategies when interacting with customers, and genuine 

expression when interacting with customers and co-workers, as long as this genuine 

expression is aligned with ‘organisationally-appropriate’ emotions. These actions address 

the different agendas of management and employees, as they can be used to maintain 

the level of service expected by an employer, while helping reduce the negative impacts 

these activities may have on the employees engaging in such emotion regulation. 

Employers would be wise to encourage or train employees to engage in genuine 

expression or deep acting behaviours when interacting with clients and with co-workers, 

rather than surface acting behaviours, as this will reduce burnout and increase job 

satisfaction.  

While previous emotional labour research emphasised the importance of person-job 

matching, training to encourage deep acting and the expression of genuine emotion may 

provide greater benefit. Larson and Yao (2005) have suggested physicians need to 

consciously practise deep acting and develop their empathic abilities, while Grandey 
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(2000) suggested two approaches, based on emotion regulation theory (Gross 1998b), 

that may develop a person’s ability to deep act, namely:  

1. Attentional deployment, which involves thinking about something that 

induces the required emotion and is also known as ‘method acting’ 

(Stanislavsky 1965). 

2. Cognitive change, which involves reappraising the situation to change the 

emotions they induce, such as positive self-talk, distraction or perspective-

taking (Totterdell & Holman 2003).  

Increasing employees’ awareness of the importance of displaying genuine emotions may 

also be beneficial, so too may giving employees greater autonomy to manage the 

emotional demands of their jobs. In doing so, it may be necessary to move away from 

scripted responses (the normal practice for call centre workers), as this approach is 

aligned with surface acting, and allow employees discretion, so as to encourage deep 

acting and genuine expression.  

11.4 Limitations and Future Research 

The current research findings need to be understood in relation to the limitations of this 

research. One concern relates to the use of cross-sectional data, as this meant causality 

cannot be proved. This is a common problem with most empirical workplace emotion 

regulation research. However, it is worth noting that the model was developed from 

current emotional labour and emotion regulation theory and past research. Longitudinal 

studies are needed to further address this concern and to provide a better understanding 

of the emotional labour process and the constructs’ causal ordering (see Hülsheger et al. 

2010; Philipp & Schüpbach 2010). In addition, longitudinal research is needed to 

demonstrate that emotional dissonance wholly mediates the relationships between 
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surface acting (emotional labour and emotion work) and emotional exhaustion, and 

surface acting (emotional labour and emotion work) and depersonalisation. 

Common method variance may also be an issue as the data were collected from the 

same source (i.e. employees) in each of the three studies. This problem is not easily 

overcome due to the nature of the information needed to study employee emotion 

regulation (i.e. the data must be collected from the employee). The reliance on one 

method of data collection (survey data) may also be an issue. Depending on the research 

objectives, future studies may need to consider the collection of data from multiple 

sources, including employees, customers and supervisors, to gain a broader view of 

emotion regulation. Gaining the views of these different sources may be useful, for 

example, in extending the research by Côté, Miners and Moon (2006) on ‘wise 

emotional regulation,’ which relates to how well employees engage in emotional labour 

to meet display rules and organisational expectations. This assumes employees who 

engage in emotion regulation strategies are successful in displaying an ‘appropriate’ 

emotional display aligned with organisational display rules. Using customer and 

supervisor ratings may be helpful in seeing whether employee emotions are aligned with 

an organisation’s display rules and, thus, whether employees are effective in their 

emotion regulation, as has been done by considering customers’ reactions (Groth et al. 

2009) and visitor reactions (Van Dijk et al. 2011).  

The inclusion of outcome variables based on archival data, such as employee turnover, 

absenteeism and performance, may also reduce the problem of common method 

variance. This is an avenue for future research, as the current study did not consider 

performance indicators. It is important to stress, however, that the study of emotion 

regulation requires the individual reporting of employees’ emotion regulation strategies 

and, thus, most research has a potential common method variance problem that is 
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difficult to avoid. It should also be noted that common method variance may not be as 

great a problem as was first thought (Spector 2006).  

The psychometric properties of the emotion work scale developed for this project 

needs further investigation. Adapting the emotional labour scales developed by 

Brotheridge and Lee (2002, 2003) to emotion work was an effective way to initially 

study emotion work strategies. However, by measuring emotion work in this way, the 

research may not have captured all aspects of emotion work. Emotion regulation 

strategies that go beyond surface and deep acting, such as those suggested by Gross 

(1998b), and adapted to the emotional labour literature by others (Grandey 2000; 

Mikolajczak et al. 2009) need to be investigated, not only in relation to emotional labour 

but also in relation to emotion work. Research has started in the area of emotional 

labour strategies (Diefendorff et al. 2008), but further development is needed. For 

example, Diefendorff et al. (2008) only considered 14 emotion regulation strategies and 

measured these strategies using individual items. It may be useful to include a broader 

range of emotion regulation strategies in future research and, in so doing, develop and 

refine a scale with multiple items to measure each emotion regulation strategy.  

Another limitation was that the study focused on occupations in which desired 

emotional expressions with customers were positive. Studies are needed that examine 

emotion regulation when an employee must express negative emotions (such as anger), 

which are required in certain occupations (e.g. debt collectors and police officers) and 

which may be necessary when engaging in emotion work (such as when a manager is 

reprimanding an employee). Future studies of occupations with negative display rules  

could also contribute to understanding the differences between the emotional labour 

strategies (which may require positive, negative, or neutral emotion) and emotion work 

strategies (which more often require only positive emotion). Also, the study of 
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suppression, when an employee is required to suppress emotions (and perhaps display 

other emotions), was not considered to be separate to surface acting. However, there 

are strong arguments for the separate study of these emotion regulation strategies (see 

Naring et al 2006) and this needs further examination. 

In addition to the display of negative emotions and emotional suppression, the display 

of inappropriate emotions (i.e. a discrepancy between displayed emotion and display 

rules) is often termed emotional deviance (Rafaeli & Sutton 1987; Tschan et al. 2005), 

which seems to be related to workplace incivility, although further work is needed to 

better understand this relationship.  

Researchers have identified many strategies employees use when they experience 

frequent incivility (Cortina & Magley 2009), including detachment, minimisation and 

conflict avoidance, which may be useful when studying emotion work more generally. It 

is also likely the strategies used for emotion work differ from those of emotional labour, 

as emotion work has weaker display rules and weaker links to performance. Thus, when 

engaging in emotion work, employees are likely to have different strategies available to 

them, such as avoidance, which are not available for emotional labour, as employees 

cannot avoid customers and still perform their jobs.  

A useful extension of the current project would be to consider occupations besides 

those with high emotional labour requirements. The current research used two nurse 

samples and an occupational sample to examine workplace emotions. As the current 

project focused on emotion work and emotional labour, employees in occupations 

known to have high emotion regulation requirements (with customers) were selected. 

Emotion work, however, is a factor in any occupation involving interactions with other 

employees and, thus, occupations not previously considered to have high emotional 

demands need further investigation.  
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Further research should also consider interactions outside of those studied in this 

project. The emotion work constructs only considered employee-employee interactions 

and, thus, the study of emotion work needs to be examined for different workplace 

employee interactions and relationships, such as employee interactions with supervisors 

and leaders, as was suggested by Humphrey et al. (2008). 

More research is also needed to better understand the antecedents to emotion work. 

Despite including several antecedents in the current project, few were good predictors 

of emotion work (despite these variables being good predictors of emotional labour). It 

may be antecedents such as job characteristics (skill variety, job autonomy, task 

significance) and personality factors (such as extraversion and emotional stability) could 

provide useful insights into the emotion work strategies employees use. Humphrey 

(2000) provided a compelling argument for the inclusion of job characteristics to better 

understand emotional labour, as they: 1) impact on an employee’s emotional display, 2) 

help develop and refine display rules, and 3) influence individual differences (such as 

emotional intelligence) that impact upon the emotional display.   

Empirical studies of job autonomy (also known as job control or job discretion) have 

had mixed findings. A negative relationship has been found between autonomy and 

emotional labour (Kruml & Geddes 2000b; Morris & Feldman 1997), but Abraham 

(1998) found autonomy and emotional dissonance were positively related. These studies 

did not conceptualise emotional labour as emotion regulation and, thus, little is known 

about the impact autonomy has on the emotional labour strategies or on emotion work 

strategies.  

The current research examined genuine expression as an alternative to emotion 

regulation strategies (emotion work and emotional labour), as has been suggested by 

others (Ashforth & Humphrey 1993; Diefendorff et al. 2005; Grandey 1999; Holman et 
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al. 2008; Naring et al. 2006; Naring & van Droffelaar 2007; Rubin et al. 2005). Genuine 

expression in interactions with customers and co-workers was studied here, whereas 

previous research only considered customer interactions (Diefendorff et al. 2005; 

Grandey 1999; Naring et al. 2006; Naring & van Droffelaar 2007). However, the 

genuine expression items for customer and co-worker interactions were combined. 

Future research should study genuine expression with co-workers separately to genuine 

expression with customers, although this may require the development of new scales. 

There may be differences in the genuine expression displayed and in the relationships 

with antecedent and outcome variables.  

The focus of the present research was towards an understanding of the relationships 

between the workplace emotion regulation strategies and their antecedents and 

outcomes. It would also be helpful to managers if researchers were to investigate the 

factors that influence a person’s preference for using surface or deep acting strategies, 

or genuinely expressing required emotions. Humphrey (2006) has suggested that certain 

characteristics such as empathy and emotional intelligence may influence whether a 

person has a preference to use surface or deep acting strategies. Also, as suggested by 

Brotheridge and Lee (2002), longitudinal research is necessary to see whether the 

combination of strategies employees use to manage their emotional labour are stagnant, 

or evolve over time (i.e. from surface to deep acting, to genuine expression). For 

example, does an employee first engage in surface acting when new to their job, then in 

turn engage in deep acting and eventually engage in genuine expression? 

This research found workplace emotion regulation occurs during client interactions and 

during co-worker interactions. This distinction was explored theoretically in terms of 

job autonomy, exchange-value and use-value, and context and target person. Another 

important distinction, and one that should be explored by others, includes differences in 
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display rules. There is some empirical research (Tschan et al. 2005) that suggests display 

rules are more explicit for emotional labour than for emotion work. There tends to be a 

great deal of information and guidelines that highlight ‘appropriate’ interactions with 

clients. Often adherence to these display rules is monitored, forms part of an 

employee’s job requirements and may be directly linked to performance. However, 

while guidelines for interactions with co-workers may be available in the workplace (e.g. 

‘codes of conduct’ are popular), they tend to refer to unacceptable workplace 

behaviours and often do not include guidelines about ‘appropriate’ or ‘expected’ 

employee behaviours when interacting with fellow employees.  

Organisational display rules may be prescriptive or contextual (Diefendorff & Richard 

2008). Display rules may also differ depending on the target person and the relative 

power between the employee and the target person. Diefendorff and Greguras (2009) 

found display rules for customer interactions (where customers have the most power) 

often involved the suppression or neutralising of emotion, whereas, for interactions 

with co-workers, where there is often equal power, display rules involved only the 

partial suppression of emotion. Future research is needed to see how display rules apply 

to emotion work and how social norms and codes of conduct impact on emotion 

regulation strategies (including surface and deep acting). This research could also 

explore why display rules are not as explicit for emotion work. This issue has received 

recent media coverage in Australia, where an Australian university implemented display 

rules for co-worker interactions that were not well-received by employees or their union 

representatives (Coslovich & Preiss 2012; Preiss 2012). 

Lastly, future research needs to explore the different relationships for emotion work 

strategies compared with the emotional labour strategies to further support the 

distinction between the two emotion regulation strategies. Findings from this research 
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showed that different relationships are present, for example, emotional labour deep 

acting was found to be positively related, and emotion work deep acting negatively 

related, to personal accomplishment. This research therefore established that indeed 

these two concepts are distinct however further support is needed through the 

exploration and confirmation of other distinct relationships for each of the strategies. 

Inputs such as job characteristics (autonomy, skill variety, task identity, task significance, 

feedback from job, feedback from agents, dealing with others) (Hackman and Oldham 

1980) have been suggested as good predictors of emotional labour strategies 

(Humphrey 2000) but, to date, few of these relationships have been modelled. So too, 

the inclusion of several of the job characteristics in future studies, especially the ones 

relating to workplace interactions (for example, dealing with others), may also help to 

further understand aspects of emotion work. Variables such as job performance and 

contextual performance are likely outcomes of emotion work and are yet to be studied 

in relation to emotion work. Lastly, the study of emotion work in situations where there 

is heightened levels of employee interdependence, such as in the case of self-managed 

teams, may be a useful way to more fully understand the mechanics of emotion work 

separate from emotional labour. 

11.5 Conclusions  

This chapter began with the project’s five research questions. Each was addressed in 

detail by summarising the theoretical and conceptual arguments presented throughout 

the thesis and summarising the empirical findings across the three studies. The main 

findings were that emotional labour and emotion work are most appropriately 

conceptualised as emotion regulation and operationalised as a set of emotion regulation 

strategies, although emotion work and emotional labour differ in terms of context and 

target person. The measures of emotion work and emotional labour used supported 

 342 



these arguments, as they were found to differ empirically. Several antecedents to, and 

outcomes of, emotion regulation strategies (emotion work and emotional labour) were 

examined. It was found that emotion work was best predicted by emotional labour, 

while emotional labour surface acting was best predicted by workload, frequency and 

positive affect. An examination of the outcomes found burnout (emotional exhaustion 

and depersonalisation) was influenced by employees’ workload, their use of surface 

acting when interacting with customers and co-workers, and their emotional dissonance 

from doing so. Burnout was reduced by an employee having a positive disposition, 

receiving supervisory support, and expressing genuine emotion. Greater feelings of 

personal accomplishment were evident when employees engaged in genuine expression 

and deep acting emotional labour. However, feelings of personal accomplishment fell 

when employees engaged in deep acting emotion work. Higher job satisfaction occurred 

when an employee engaged in less surface acting emotional labour and when the 

employee experienced less emotional dissonance. Finally, theoretical, empirical and 

practical implications were presented and limitations and suggestions for further 

research were provided.  
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Appendix A: Survey Items 

 

1. Affect- Two Dimensions 

Source: Watson, Clark and Tellegen, 1988. Items were measured on a five-point Likert 

scale labelled as follows: (1) very slightly or not at all, (2) a little, (3) moderately, (4) quite 

a bit, (5) extremely. The specific instruction for these items was “Indicate to what extent 

you generally feel this way, that is, how you feel on average.”  

Positive Affect 

Interested, Excited, Strong, Enthusiastic, Proud, Attentive, Active, Alert, Inspired, 

Determined. 

Negative Affect 

Distressed, Upset, Guilty, Scared, Hostile, Jittery, Irritable, Ashamed, Nervous, Afraid. 

____________________________________________________________________ 

2. Emotion Work 

Sources: Brotheridge & Lee, 2003; Diefendorff et al. 2005; Erickson & Ritter, 2001; 

Grandey, 1999. Items were measured on a five-point Likert scale labelled as follows: (1) 

never, (2) rarely, (3) sometimes, (4) often, (5) always. The lead question for all items was 

“In order to do your job effectively on an average day, how often do you do the 

following things?”  

Note: * only included in Sample Three data collection.  

Surface Acting 

Just pretend to have the emotions I need to display towards co-workers?  

Pretend to have emotions that I don’t really have during co-worker interactions? 

Resist expressing my true feelings toward co-workers? 

Fake a good mood around my co-workers? 

Put on a “show” or “performance” around my co-workers? 

Put on an act in order to deal with co-workers in an appropriate way? 

Put on a ‘mask’ in order to express the right emotions for the job? 

Hide my true feelings about a situation from my co-workers? 
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Deep Acting 

Make an effort to actually feel the emotions that I need to display towards co-workers? 

Try to actually experience the emotions that I must show to co-workers? 

Work hard to feel the emotions that I need to show to my co-workers? 

Really try to feel the emotions that I have to show to my co-workers? 

Genuine Expression 

Easily express positive emotions to co-workers?*  

React to co-workers’ emotions naturally and easily?*  

Feel that I can be myself at work?* 

____________________________________________________________________ 

3. Emotional Labour 

Sources: Brotheridge & Lee, 2003; Diefendorff et al. 2005; Erickson & Ritter, 2001; 

Grandey, 1999. Items were measured on a five-point Likert scale labelled as follows: (1) 

never, (2) rarely, (3) sometimes, (4) often, (5) always. The lead question for all items was 

“In order to do your job effectively on an average day, how often do you do the 

following things?”  

Surface Acting 

Just pretend to have the emotions I need to display towards clients?  

Pretend to have emotions that I don’t really have during client interactions? 

Resist expressing my true feelings toward patients/clients? 

Fake a good mood around my patients/clients? 

Put on a “show” or “performance” around my patients/clients? 

Put on an act in order to deal with patients/clients in an appropriate way? 

Put on a ‘mask’ in order to express the right emotions for the job? 

Hide my true feelings about a situation from my patients/clients? 
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Deep Acting 

Make an effort to actually feel the emotions that I need to display towards 

patients/clients? 

Try to actually experience the emotions that I must show to patients/clients? 

Work hard to feel the emotions that I need to show to my patients/clients? 

Really try to feel the emotions that I have to show to my patients/clients? 

Genuine Expression 

Easily express positive emotions to clients? 

React to co-workers’ emotions naturally and easily?  

Feel that I can be myself at work? 

___________________________________________________________________ 

4. Emotional Dissonance 

Source: Morris & Feldman, 1996b. Items were measured on a five-point Likert scale 

labelled as follows: (1) never, (2) rarely, (3) sometimes, (4) often, (5) always. The lead 

question for all items “In order to do your job effectively on an average day, how often 

do you do the following things?”  

Note: * only included in Sample Three data collection. (R) reversed item. ^relates to 

interactions with patients/clients. #relates to interactions with co-workers. 

 

Hide my true feelings while at work?^ 

Most of the time, the way I act and speak with my patients/clients matches how I feel 

anyway? (R)^ 

When I work with patients/clients, the way I act and speak often doesn’t match what I 

really feel?^ 

Hide my true feelings while at work?*# 

Most of the time, the way I act and speak with my co-workers matches how I feel 

anyway?*# (R) 

When I work with co-workers, the way I act and speak often doesn’t match what I 

really feel?*# 

____________________________________________________________________ 
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5. Workload 

Source: Martin & Wall, 1989. Items were measured on a five-point Likert scale labelled 

as follows: (1) to no extent, (2) little extent, (3) some extent, (4) great extent, (5) very 

great extent. The lead question for all items is: “When working, on an average day at 

work, to what extent do you find yourself…” 

Under constant pressure to do work on time? 

Having work piling up faster than you can complete it? 

Having to work faster than you would like? 

____________________________________________________________________ 

6. Supervisory Support  

Source: Caplan, Cobb, French, Harison and Pinneau, 1980. Items were measured on a 

seven-point Likert scale labelled as follows: (1) strongly disagree, (2) moderately 

disagree, (3) slightly disagree, (4) undecided, (5) slightly agree, (6) moderately agree, (7) 

strongly agree.  

My supervisor goes out of his or her way to make my life easier for me. 

It is easy to talk with my supervisor. 

My supervisor can be relied on when things get tough at work. 

My supervisor is willing to listen to my personal problems. 

____________________________________________________________________ 

7. Emotional Job Demands- Three Dimensions 

Sources: Brotheridge & Lee, 2002; 2003; Erickson & Ritter, 2001. Items were measured 

on a five-point Likert scale labelled as follows: (1) never, (2) rarely, (3) sometimes, (4) 

often, (5) always. The lead question for all items “In order to do your job effectively on 

an average day, how often do you do the following things?”  

Note: ** only included in nursing data collection. (R) reversed item 

 

Variety 

Display many different kind of emotions?** 

Display many different emotions when interacting with others?** 

Express many different emotions?** 
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Frequency 

Express particular emotions needed for my job?** 

Adopt certain emotions required as part of my job?** 

Display specific emotions required by my job?** 

Intensity 

Show some strong emotions?** 

I basically have to become a different person when I am at work?** 

Express intense emotions?** 

___________________________________________________________________ 

8. Job Satisfaction- Two Dimensions 

Source: Warr, Cook & Wall, 1979. Items were measured on a seven-point Likert scale 

labelled as follows: (1) extremely dissatisfied, (2) very dissatisfied, (3) moderately 

dissatisfied, (4) not sure, (5) moderately satisfied, (6) very satisfied, (7) extremely 

satisfied. The lead question for all items was “Overall, how satisfied or dissatisfied are 

you with…”  

Intrinsic Job Satisfaction 

The amount of variety in your job? 

The recognition you get for good work? 

Your chance of promotion? 

Your opportunity to use your abilities? 

The attention paid to suggestions you make? 

The amount of responsibility you are given? 

The freedom to choose your own method of working? 

Extrinsic Job Satisfaction 

Your physical work conditions? 

Your hours of work? 

Your rate of pay? 

Your co-workers? 

Your job security? 
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Your immediate supervisor? 

The way my organisation is managed? 

Employee relations between management and workers at my organisation? 

___________________________________________________________________ 

9. Burnout- Three Dimensions 

Source: Maslach & Jackson, 1981. Items were measured on a seven-point Likert scale 

labelled as follows: (0) Never occurs, (6) occurs every day.  

Emotional Exhaustion 

I feel burned out from my work. 

I feel like I'm at the end of my rope.  

I feel I'm working too hard on my job.  

I feel used up at the end of the workday.  

Working with people directly puts too much of a stress on me.  

I feel frustrated at my job. 

I feel emotionally drained from my work.  

Working with people all day is really a strain for me.  

I feel fatigued when I get up in the morning and have to face another day on the job.  

Depersonalisation 

I worry that this job is hardening me emotionally. 

I feel I treat some patients or co-workers as if they were impersonal objects. 

I've become more callous toward people since I took this job. 

I feel patients or co-workers blame me for some of their problems. 

I don't really care what happens to some patients or co-workers.  

Personal Accomplishment 

I have accomplished many worthwhile things in my job.  

I feel very energetic.  

I can easily understand how my patients or co-workers feel about things.  

I feel exhilarated after working closely with my patients or co-workers.  
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In my work, I deal with my emotional problems very calmly.  

I deal very effectively with the problems of my patients or co-workers.  

I feel I'm positively influencing other people's lives through my work.  

I can easily create a relaxed atmosphere with my patients/co-workers.  

___________________________________________________________________ 
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Appendix B  

Descriptive Statistics for Sample One (Study One) 

Emotional Job Demands Items 

 

Workload Items 

 

Supervisory Support Items 
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Emotion Work Items 

 

Emotional Labour Items (includes genuine expression items) 

 

Emotional dissonance items 
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PANAS Items 

 

Job satisfaction Items 
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Burnout Items 
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Descriptive Statistics for Sample Two (Study Two) 

Emotional Job Demands Items 

 

Workload Items 

 
 
Supervisory Support Items 
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Emotion Work Items  

 

 

Emotional Labour Items (includes genuine expression items) 

 
 
 
 
Emotional dissonance items 
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PANAS Items 

 
 
 
Job satisfaction Items 
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Burnout Items 

 
 
 
 
 
 
 
 
 
  

 360 



Descriptive Statistics for Sample Three (Study Three) 

PANAS Items 

 

Supervisory Support Items 
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Emotional Labour Items (includes genuine expression and emotional dissonance items) 

 
 
 
Emotion Work Items (includes genuine expression and emotional dissonance items) 
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Job Satisfaction Items 

 
 
Burnout Items 
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Appendix C  

Assessment of Skewness, Kurtosis, and Univariate and 

Multivariate Normality for Sample One (Study One) 

TableC-1: Assessment of Normality (Sample One) 

Variable Minimum Maximum Skewness Critical 
Ratio 

Kurtosis Critical 
Ratio 

PA_2 1.00 5.00 -.686 -5.098 .502 1.864 
PA_1 1.00 5.00 -.429 -3.185 -.012 -.044 
Sup_1 1.00 7.00 -.809 -6.010 -.407 -1.512 
Sup_2 1.00 7.00 -.779 -5.782 -.418 -1.551 
Freq_1 1.00 5.00 -.439 -3.258 .209 .776 
Freq_2 1.00 5.00 -.467 -3.470 .086 .318 
Var_1 1.00 5.00 -.094 -.699 -.326 -1.210 
Var_2 1.00 5.00 -.051 -.382 -.452 -1.679 
ELSA_1 1.00 5.00 .314 2.335 .168 .623 
ELSA_2 1.00 5.00 .464 3.443 -.120 -.445 
ELDA_2 1.00 5.00 -.122 -.904 -.710 -2.636 
ELDA_1 1.00 5.00 -.150 -1.111 -.500 -1.856 
EWSA_2 1.00 5.00 .296 2.196 -.446 -1.657 
EWSA_1 1.00 5.00 .465 3.450 .107 .396 
ED_2 1.00 5.00 .038 .281 -.106 -.395 
ED_1 1.00 4.50 .399 2.964 -.204 -.758 
EE_2 .00 6.00 -.240 -1.783 -.865 -3.214 
EE_1 .00 6.00 -.300 -2.229 -.754 -2.802 
Dep_2 .00 6.00 1.077 7.999 .914 3.395 
Dep_1 .00 6.00 .868 6.449 .649 2.410 
PAcc_2 1.00 6.00 -.258 -1.915 -.276 -1.024 
PAcc_1 .50 6.00 -.674 -5.009 1.098 4.076 
IJS_2 1.00 7.00 -.510 -3.789 .272 1.011 
IJS_1 1.00 7.00 -.375 -2.788 -.561 -2.084 
EJS_2 1.00 7.00 -.247 -1.837 -.404 -1.500 
EJS_1 1.00 7.00 -.450 -3.343 -.284 -1.056 
Work_2 1.00 5.00 -.629 -4.672 -.135 -.500 
Work_1 1.00 5.00 -.179 -1.332 -.701 -2.603 
Multivariate     75.423 16.739 
Note: PA= positive affect, Sup= supervisory support, Freq= frequency, Var= variety, 
ELSA= emotional labour surface acting, ELDA= emotional labour deep acting, 
EWSA= emotion work surface acting, ED= emotional dissonance, EE= emotional 
exhaustion, Dep= depersonalisation, PAcc= personal accomplishment, IJS= intrinsic 
job satisfaction, EJS= extrinsic job satisfaction, Work= workload, Multivariate= 
multivariate kurtosis value. 
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Assessment of Skewness, Kurtosis, and Univariate and 

Multivariate Normality for Sample Two (Study Two) 

Table C-2: Assessment of Normality (Sample Two) 

Variable Minimum Maximum Skewness Critical 
Ratio 

Kurtosis Critical 
Ratio 

PA_2 1.00 5.00 -.699 -3.741 1.108 2.966 
PA_1 2.00 5.00 -.418 -2.237 -.130 -.348 
Sup_1 1.00 7.00 -1.334 -7.145 1.218 3.261 
Sup_2 1.00 7.00 -1.202 -6.435 1.038 2.778 
Freq_1 1.00 5.00 -.346 -1.852 .242 .648 
Freq_2 1.00 5.00 -.510 -2.728 -.083 -.223 
Var_1 1.00 5.00 -.093 -.497 -.556 -1.488 
Var_2 1.00 5.00 -.068 -.362 -.560 -1.499 
ELSA_1 1.00 5.00 .666 3.566 .306 .819 
ELSA_2 1.00 5.00 .680 3.643 .204 .546 
ELDA_2 1.00 5.00 .185 .990 -.803 -2.149 
ELDA_1 1.00 5.00 .033 .174 -.800 -2.142 
EWSA_2 1.00 5.00 .395 2.116 -.163 -.437 
EWSA_1 1.00 5.00 .580 3.107 .658 1.763 
ED_2 1.00 5.00 .216 1.159 -.146 -.390 
ED_1 1.00 4.00 .319 1.710 -.518 -1.387 
EE_2 .00 6.00 .172 .919 -.826 -2.211 
EE_1 .00 5.50 .086 .461 -.927 -2.482 
Dep_2 .00 4.00 1.274 6.823 1.020 2.729 
Dep_1 .00 4.00 .947 5.071 .115 .309 
PAcc_2 .00 6.00 -1.294 -6.926 2.957 7.917 
PAcc_1 .00 6.00 -1.321 -7.071 3.226 8.636 
IJS_2 1.00 7.00 -.644 -3.446 .494 1.322 
IJS_1 1.00 7.00 -.534 -2.857 .277 .743 
EJS_2 1.00 7.00 -.197 -1.057 -.699 -1.871 
EJS_1 1.00 7.00 -.603 -3.228 .211 .566 
Work_2 1.00 5.00 -.012 -.063 -.391 -1.047 
Work_1 1.00 5.00 .174 .931 -.038 -.100 
Multivariate     62.981 10.076 
Note: PA= positive affect, Sup= supervisory support, Freq= frequency, Var= variety, 
ELSA= emotional labour surface acting, ELDA= emotional labour deep acting, 
EWSA= emotion work surface acting, ED= emotional dissonance, EE= emotional 
exhaustion, Dep= depersonalisation, PAcc= personal accomplishment, IJS= intrinsic 
job satisfaction, EJS= extrinsic job satisfaction, Work= workload, Multivariate= 
multivariate kurtosis value. 
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Assessment of Skewness, Kurtosis, and Univariate and 

Multivariate Normality for Sample Three (Study Three) 

Table C-3: Assessment of Normality (Sample Three- Group One) 

Variable Minimum Maximum Skewness Critical 
Ratio 

Kurtosis Critical 
Ratio 

PA_2 1.00 5.00 -.424 -2.487 -.569 -1.666 
PA_1 1.00 5.00 -.252 -1.474 -.317 -.930 
NAff_2 1.00 5.00 1.334 7.819 1.622 4.751 
NAff_1 1.00 5.00 1.694 9.925 3.221 9.436 
Sup_1 1.00 7.00 -.903 -5.289 -.173 -.508 
Sup_2 1.00 7.00 -.877 -5.140 -.337 -.987 
ELSA_2 1.00 5.00 -.022 -.131 -.510 -1.494 
ELSA_1 1.00 5.00 -.144 -.843 -.328 -.960 
ELDA_2 1.00 5.00 -.360 -2.111 -.311 -.911 
ELDA_1 1.00 5.00 -.155 -.909 -.335 -.983 
EWSA_2 1.00 5.00 .382 2.238 -.118 -.346 
EWSA_1 1.00 5.00 .366 2.147 .045 .132 
EWDA_2 1.00 5.00 -.164 -.963 -.105 -.309 
EWDA_1 1.00 5.00 .034 .201 .066 .193 
ED_1 1.00 5.00 .119 .696 -.077 -.224 
ED_2 1.00 5.00 .123 .718 -.411 -1.205 
GE_2 1.00 5.00 -.098 -.574 -.449 -1.315 
GE_1 1.50 5.00 .250 1.466 -.325 -.953 
EE_1 .00 6.00 .126 .741 -.627 -1.836 
EE_2 .00 6.00 .140 .821 -.873 -2.557 
Dep_1 .00 5.50 .416 2.438 -.689 -2.020 
Dep_2 .00 6.00 .384 2.251 -.640 -1.876 
PAcc_1 .00 6.00 -.248 -1.451 .150 .439 
PAcc_2 .00 6.00 -.509 -2.983 .206 .605 
IJS_1 1.00 7.00 -.789 -4.625 .056 .165 
IJS_2 1.00 7.00 -1.106 -6.480 .969 2.840 
EJS_1 1.00 7.00 -1.061 -6.214 .777 2.277 
EJS_2 1.00 7.00 -.675 -3.954 -.348 -1.019 
Multivariate     121.164 21.214 
Note: PA= positive affect, NA= negative affect, Sup= supervisory support, ELSA= 
emotional labour surface acting, ELDA= emotional labour deep acting, EWSA= 
emotion work surface acting, EWDA= emotion work deep acting, ED= emotional 
dissonance, GE= genuine expression, EE= emotional exhaustion, Dep= 
depersonalisation, PAcc= personal accomplishment, IJS= intrinsic job satisfaction, 
EJS= extrinsic job satisfaction, Multivariate= multivariate kurtosis value. 
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Table C-4: Assessment of Normality (Sample Three- Group Two) 

Variable Minimum Maximum Skewness Critical 
Ratio 

Kurtosis Critical 
Ratio 

PA_2 1.00 5.00 -.773 -4.420 .329 .939 
PA_1 1.00 5.00 -.561 -3.209 .282 .805 
NA_2 1.00 5.00 1.635 9.347 2.333 6.666 
NA_1 1.00 5.00 1.862 10.644 3.288 9.397 
Sup_1 1.00 7.00 -.963 -5.505 -.133 -.379 
Sup_2 1.00 7.00 -1.041 -5.948 -.066 -.187 
ELSA_2 1.00 5.00 -.121 -.692 -.811 -2.317 
ELSA_1 1.00 5.00 -.075 -.426 -.578 -1.652 
ELDA_2 1.00 5.00 -.495 -2.831 -.233 -.667 
ELDA_1 1.00 5.00 -.434 -2.478 .139 .398 
EWSA_2 1.00 5.00 .207 1.181 -.003 -.008 
EWSA_1 1.00 5.00 .185 1.058 .463 1.323 
EWDA_2 1.00 5.00 -.277 -1.583 -.114 -.326 
EWDA_1 1.00 5.00 -.114 -.649 .112 .320 
ED_1 1.00 5.00 .167 .956 -.058 -.164 
ED_2 1.00 5.00 .279 1.597 .393 1.122 
GE_2 1.00 5.00 -.218 -1.249 -.325 -.929 
GE_1 1.00 5.00 -.064 -.367 -.129 -.370 
EE_1 .00 6.00 .123 .701 -.843 -2.409 
EE_2 .00 6.00 .056 .322 -1.061 -3.033 
Dep_1 .00 6.00 .638 3.644 -.391 -1.119 
Dep_2 .00 5.50 .855 4.884 -.228 -.652 
PAcc_1 .00 6.00 -.665 -3.803 .402 1.148 
PAcc_2 .00 6.00 -.714 -4.083 .209 .596 
IJS_1 1.00 7.00 -.839 -4.793 .486 1.388 
IJS_2 1.00 7.00 -1.084 -6.195 1.089 3.111 
EJS_1 1.50 7.00 -.851 -4.864 .390 1.116 
EJS_2 1.00 7.00 -.445 -2.542 -.828 -2.366 
Multivariate     79.852 13.637 
Note: PA= positive affect, NA= negative affect, Sup= supervisory support, ELSA= 
emotional labour surface acting, ELDA= emotional labour deep acting, EWSA= 
emotion work surface acting, EWDA= emotion work deep acting, ED= emotional 
dissonance, GE= genuine expression, EE= emotional exhaustion, Dep= 
depersonalisation, PAcc= personal accomplishment, IJS= intrinsic job satisfaction, 
EJS= extrinsic job satisfaction, Multivariate= multivariate kurtosis value. 
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Table C-5: Assessment of Normality (Sample Three- Group Three) 

Variable Minimum Maximum Skewness Critical 
Ratio 

Kurtosis Critical 
Ratio 

PA_2 1.00 5.00 -.365 -2.223 -.361 -1.098 
PA_1 1.00 5.00 -.410 -2.492 -.182 -.554 
NA_2 1.00 5.00 1.322 8.043 1.303 3.962 
NA_1 1.00 5.00 1.464 8.907 2.194 6.673 
Sup_1 1.00 7.00 -1.039 -6.321 .282 .856 
Sup_2 1.00 7.00 -.972 -5.913 -.176 -.537 
ELSA_2 1.00 5.00 -.190 -1.155 -.572 -1.738 
ELSA_1 1.00 5.00 -.124 -.755 -.364 -1.106 
ELDA_2 1.00 5.00 -.424 -2.576 -.062 -.188 
ELDA_1 1.00 5.00 -.385 -2.343 -.278 -.844 
EWSA_2 1.00 5.00 .263 1.601 -.256 -.778 
EWSA_1 1.00 5.00 .173 1.054 .202 .616 
EWDA_2 1.00 5.00 -.129 -.787 -.157 -.479 
EWDA_1 1.00 5.00 -.087 -.529 .041 .126 
ED_1 1.00 5.00 -.102 -.620 .389 1.184 
ED_2 1.00 5.00 .049 .300 -.075 -.228 
GE_2 1.00 5.00 -.371 -2.259 .330 1.004 
GE_1 1.00 5.00 -.536 -3.260 .823 2.503 
EE_1 .00 6.00 .197 1.198 -.746 -2.269 
EE_2 .00 6.00 .184 1.119 -.869 -2.644 
Dep_1 .00 6.00 .712 4.328 -.157 -.478 
Dep_2 .00 6.00 .823 5.008 .202 .616 
PAcc_1 .00 6.00 -.465 -2.828 -.127 -.388 
PAcc_2 1.00 6.00 -.355 -2.162 -.409 -1.243 
IJS_1 1.00 7.00 -.914 -5.559 .502 1.528 
IJS_2 1.00 7.00 -1.013 -6.161 .892 2.712 
EJS_1 1.00 7.00 -.911 -5.539 .697 2.120 
EJS_2 1.00 7.00 -.648 -3.942 -.546 -1.662 
Multivariate     103.108 18.741 
Note: PA= positive affect, NA= negative affect, Sup= supervisory support, ELSA= 
emotional labour surface acting, ELDA= emotional labour deep acting, EWSA= 
emotion work surface acting, EWDA= emotion work deep acting, ED= emotional 
dissonance, GE= genuine expression, EE= emotional exhaustion, Dep= 
depersonalisation, PAcc= personal accomplishment, IJS= intrinsic job satisfaction, 
EJS= extrinsic job satisfaction, Multivariate= multivariate kurtosis value. 
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Appendix D: Results from the One-Factor Congeneric Models for 
the Sales Group in Study Three 

 

Confirmatory Factor Analysis for Positive and Negative Affect 

 

Affect was measured through positive affect and negative affect scales. The original 

subscales each contained ten items however two of the items measuring negative affect 

were extremely non-normal and thus removed prior to estimating the one-factor 

congeneric model. Initially, neither scale fitted the data, as can be seen in Table D-1, 

where the chi-squared values are statistically significant at the 1% level for both scales 

and the AGFI for the positive affect scale is below the 0.90 benchmark. Additionally, 

the RMSEA is above the acceptable minimum level of 0.08 for both scales. The scales 

were refined using the procedures for confirmatory factor analysis which were noted 

earlier (in section 4.5.2.1). Specifically, items that did not have high loadings (above 

0.50) and/or items with highly correlated error variances were removed sequentially 

until a good fit was achieved for each variable. For the negative affect scale, where this 

scale was reduced to three items (and therefore had zero degrees of freedom), the 

degrees of freedom were increased in order to examine the model’s fit by fixing the two 

error variances, that were closest in value, to be equal. After applying the refining 

process, an acceptable four-item positive affect scale and an acceptable three-item 

negative affect scale were found. These scales were used in further analyses.  
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Table D-1: Confirmatory Factor Analysis for Positive and Negative Affect 

         Variable Model χ2 df χ2/df CFI TLI GFI 
(AGFI) 

RMSEA 
(90% CI) 

         Positive 
Affect 
 

Original 
Model 
10-items 

105.40** 35 3.01 0.93 0.91 0.90 
(0.84) 

0.10 
(0.08-0.12) 

 
Final 
Model 
4-items 

0.18 ns 2 0.09 1.00 1.02 1.00 
(0.99) 

0.00 
(0.00-0.05) 

 
Negative 
Affect 
 

Original 
Model 
8-items 

46.13** 20 2.31 0.95 0.93 0.94 
(0.90) 

0.08 
(0.05-0.11) 

 
Final 
Model 
3-items 

0.30 ns 1 0.30 1.00 1.01 1.00 
(0.99) 

0.00 
(0.00-0.15) 

 
Note: CFI = Comparative Fit Index, TLI= Tucker Lewis Index, GFI= Goodness of Fit Index, 
AGFI= Adjusted Goodness of Fit Index, RMSEA = Root Mean Square Error of 
Approximation, ** p <0.01, ns = not statistically significant. 

Confirmatory Factor Analysis for Supervisory Support 

 

Supervisory support was measured by the four-item scale suggested by Caplan, et al. 

(1975). These four items were a good fit for the data, as can be seen in Table D-2. In 

particular, the chi-squared value was not statistically significant at the 5% level, and the 

normed chi-squared statistic was well below the 3.0 threshold. In terms of the fit 

indices, the CFI, TLI, GFI and AGFI are all above the 0.90 benchmark. Additionally, 

the RMSEA is well below the acceptable minimum level of 0.08, and so too the 

confidence interval. Consequently, the scale was used in subsequent analyses. 

Table D-2: Confirmatory Factor Analysis for Supervisory Support 

Variable Model χ2 df χ2/df CFI TLI GFI 
(AGFI) 

RMSEA 
(90% CI) 

Supervisory 
Support 

 

Original 
Model 4 

items 

2.08  

ns 

2 1.04 1.00 1.00 1.00 

(0.98) 

0.01 

(0.00-0.14) 

Note: CFI = Comparative Fit Index, TLI= Tucker Lewis Index, GFI= Goodness of Fit Index, 
AGFI= Adjusted Goodness of Fit Index, RMSEA = Root Mean Square Error of 
Approximation, ** p <0.01, ns = not statistically significant. 
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Confirmatory Factor Analysis for Emotional Labour: Surface Acting and Deep Acting 

 

The emotional labour scale had two factors (surface acting and deep acting). As can be 

seen in Table D-3, the original subscales, which included eight items that measured 

surface acting and four items that measured deep acting, did not fit the data well where 

the chi-squared values are statistically significant at the 5% level for both scales. In 

terms of the fit indices, the CFI, TLI GFI and AGFI for the surface acting scale are all 

below the 0.90 benchmark. Additionally, the RMSEA is above the acceptable minimum 

level of 0.08 for both scales. After refining the scales, both variables had acceptable 

three-item scales and therefore these refined scales were used for further analyses.  

Table D-3: Confirmatory Factor Analysis for Emotional Labour 

         Variable Model χ2 df χ2/df CFI TLI GFI 
(AGFI) 

RMSEA 
(90% CI) 

         Surface 
Acting 
 

Original 
Model 
8-items 

146.96** 20 7.35 0.87 0.82 0.83 
(0.69) 

0.18 
(0.15-0.20) 

 
Final 
Model 
3-items 

0.53 
ns 

1 0.53 1.00 1.00 1.00 
(0.99) 

0.00 
(0.00-0.17) 

 
Deep 
Acting 
 

Original 
Model 
4-items 

7.45** 2 3.73 0.98 0.94 0.98 
(0.91) 

0.12 
(0.04-0.21) 

 
Final 
Model 
3-items 

0.04        
ns 

1 0.04 1.00 1.02 1.00 
(0.99) 

0.00 
(0.00-0.11) 

 
Note: CFI = Comparative Fit Index, TLI= Tucker Lewis Index, GFI= Goodness of Fit Index, 
AGFI= Adjusted Goodness of Fit Index, RMSEA = Root Mean Square Error of 
Approximation, ** p <0.01, ns = not statistically significant. 

Confirmatory Factor Analysis for Emotion Work: Surface Acting and Deep Acting 

 

The scales measuring emotion work also included surface acting and deep acting 

dimensions. The original scales had eight surface acting items and four deep acting 

items as they were based on the emotional labour scales. As can be seen in Table D-4, 

the scales did not fit the data well as the chi-squared values are statistically significant at 
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the 1% level for both scales and the AGFI and TLI for both scales and also the GFI for 

surface acting are all below the 0.90 benchmark. Additionally, the RMSEA is above the 

acceptable minimum level of 0.08 for both scales. However, the revision process 

resulted in an acceptable three-item surface acting and an acceptable three-item deep 

acting scale. Consequently, these scales were used for further analyses.  

Table D-4: Confirmatory Factor Analysis for Emotion Work 

Variable Model χ2 Df χ2/df CFI TLI GFI 
(AGFI) 

RMSEA 
(90% CI) 

Surface 
Acting 
 

Original 
Model 
8-items 

131.46** 20 6.57 0.91 0.87 0.84 
(0.70) 

0.17 
(0.14-0.19) 

 
Final 
Model 
4-items 

1.21        
ns 

2 0.61 1.00 1.00 1.00 
(0.99) 

0.00 
(0.00-0.12) 

 
Deep 
Acting 
 

Original 
Model 
4-items 

19.37** 2 9.69 0.95 0.86 0.96 
(0.77) 

0.21 
(0.13-0.29) 

 
Final 
Model 
3-items 

1.92      
ns 

1 1.92 1.00 0.99 0.99 
(0.96) 

0.07 
(0.00-0.21) 

 
Note: CFI = Comparative Fit Index, TLI= Tucker Lewis Index, GFI= Goodness of Fit Index, 
AGFI= Adjusted Goodness of Fit Index, RMSEA = Root Mean Square Error of 
Approximation, ** p <0.01, ns = not statistically significant. 

Confirmatory Factor Analysis for Emotional Dissonance 

The emotional dissonance scale contained six items. As can be seen in Table D-5, the 

scale did not fit the data well as the chi-squared value is statistically significant at the 1% 

level, the normed chi-squared statistic is above 3.0, and except for the GFI, all other fit 

indices are outside the acceptable levels. The revised scale, containing three items, was a 

good fit for the data. Therefore, this scale was used in further analyses. 
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Table D-5: Confirmatory Factor Analysis for Emotional Dissonance 

Variable Model χ2 df χ2/df CFI TLI GFI 
(AGFI) 

RMSEA 
(90% CI) 

Emotional 
Dissonance 
 

Original 
Model  
6-items 

70.45** 9 7.83 0.83 0.71 0.91 
(0.78) 

0.18 
(0.14-0.22) 

 Final 
Model 
3-items 

0.83      
ns 

1 0.83 1.00 1.00 1.00 
(0.98) 

0.00 
(0.00-0.18) 

 
Note: CFI = Comparative Fit Index, TLI= Tucker Lewis Index, GFI= Goodness of Fit Index, 
AGFI= Adjusted Goodness of Fit Index, RMSEA = Root Mean Square Error of 
Approximation, ** p <0.01, ns = not statistically significant. 

Confirmatory Factor Analysis for Genuine Expression 

 

The original scale measuring genuine expression contained six items. As can be seen in 

Table D-6, the scale did not fit the data well as the chi-squared value is statistically 

significant at the 1% level and the RMSEA is above the acceptable minimum level of 

0.08. After the revision process, an acceptable three-item genuine expression scale 

resulted and was used in further analyses.  

Table D-6: Confirmatory Factor Analysis for Genuine Expression 

Variable Model χ2 Df χ2/df CFI TLI GFI 
(AGFI) 

RMSEA 
(90% CI) 

Genuine 
Expression 
 

Original 
Model 
6-items 

23.02** 9 2.56 0.96 0.94 0.96 
(0.91) 

0.09 
(0.04-0.13) 
 

 Final 
Model 
3-items 

0.03    
ns 

1 0.03 1.00 1.02 1.00 
(1.00) 

0.00 
(0.00-0.10) 

Note: CFI = Comparative Fit Index, TLI= Tucker Lewis Index, GFI= Goodness of Fit Index, 
AGFI= Adjusted Goodness of Fit Index, RMSEA = Root Mean Square Error of 
Approximation, ** p <0.01, ns = not statistically significant. 

Confirmatory Factor Analysis for Burnout: Emotional Exhaustion, Depersonalisation and Personal 
Accomplishment 

 

Burnout was measured through emotional exhaustion, depersonalisation and personal 

accomplishment scales. The original five-item depersonalisation scale fitted the data as 

shown in Table D-7 however one of the path coefficients was quite low (0.54). The 
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emotional exhaustion and personal accomplishment scales were not a good fit with the 

data, as can be seen in Table D-7, where the chi-squared values for all scales are 

statistically significant at the 1% level. In relation to the fit indices, the AGFI for both 

scales, and the TLI, CFI, and GFI for the emotional exhaustion scale were all below the 

minimum acceptable level of 0.90. Additionally, the RMSEA is above the acceptable 

minimum level of 0.08 for all scales. The original five-item scale used to measure 

depersonalisation was reduced to four 4-item scale. The nine-item emotional exhaustion 

scale was reduced to a 3-item scale, which fitted the data well. The original eight-item 

personal accomplishment scale was reduced to an acceptable 3-item scale. The refined 

scales measuring emotional exhaustion, depersonalised, and personal accomplishment 

were used in subsequent analyses. 

Table D-7: Confirmatory Factor Analysis for Burnout: Emotional Exhaustion, 

Depersonalisation and Personal Accomplishment 

Variable Model χ2 Df χ2/df CFI TLI GFI 
(AGFI) 

RMSEA 
(90% CI) 

Emotional 
Exhaustion 
 

Original 
Model 
9-items 

187.06** 27 6.93 0.87 0.83 0.83 
(0.72) 

0.17 
(0.18-0.19) 

 
Final 
Model 
3-items 

1.17     
ns 

1 1.17 1.00 1.00 1.00 
(0.98) 

0.03 
(0.00-0.19) 

 
Depersonalisation 
 

Original 
Model 
5-items 

4.51    
ns 

5 0.90 1.00 1.00 0.99 
(0.97) 

0.00 
(0.00-0.09) 

 
 Final 

Model 
4 items 

0.54 
ns 

2 0.23 1.00 1.02 1.00 
(0.99) 

0.00 
(0.00-0.09) 

Personal 
Accomplishment 
 

Original 
Model 
8-items 

56.38**  20 2.82 0.94 0.92 0.94 
(0.89) 

0.09 
(0.07-0.12) 

 
Final 
Model 
3-items 

0.72    
ns 

1 0.72 1.00 1.00 1.00 
(0.99) 

0.00 
(0.00-0.17) 

 
Note: CFI = Comparative Fit Index, TLI= Tucker Lewis Index, GFI= Goodness of Fit Index, 
AGFI= Adjusted Goodness of Fit Index, RMSEA = Root Mean Square Error of 
Approximation, ** p <0.01, ns = not statistically significant. 
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Confirmatory Factor Analysis for Job Satisfaction: Intrinsic Job Satisfaction and Extrinsic Job 
Satisfaction 
 

Job satisfaction had intrinsic and extrinsic job satisfaction dimensions. However, neither 

scale fitted the data well, as can be seen in Table D-8 where the chi-squared values for 

both scales are significant at the 1% level. In relation to the fit indices, the AGFI for 

both scales are below the accepted level of 0.90. Additionally, the RMSEA values are 

above the minimum accepted level of 0.08 for both scales. Intrinsic job satisfaction was 

reduced to an acceptable three-item scale that fitted the data well, while the extrinsic job 

satisfaction scale was reduced to an acceptable four-item scale that fitted the data well, 

as can also be seen in Table D-8. These two refined scales measuring job satisfaction 

were used in further analyses. 

 
Table D-8: Confirmatory Factor Analysis for Job Satisfaction: Intrinsic and Extrinsic 

Variable Model χ2 Df χ2/df CFI TLI GFI 
(AGFI) 

RMSEA 
(90% CI) 

Intrinsic 
Job 
Satisfaction 
 

Original 
Model 
7-items 

66.34** 14 4.74 0.94 0.91 0.92 
(0.83) 

0.14 
(0.10-0.17) 

 
Final 
Model 
3-items 

0.60 
ns 

1 0.60 1.00 1.00 1.00 
(0.99) 

0.00 
(0.00-0.17) 

 

Extrinsic 
Job 
Satisfaction 
 

Original 
Model 
8-items 

64.67** 20 3.23 0.95 0.92 0.93 
(0.88) 

0.10 
(0.08-0.13) 

 
Final 
Model 
4-items 

0.55 
ns 

2 0.27 1.00 1.00 1.00 
(0.99) 

0.00 
(0.00-0.09) 

 
Note: CFI = Comparative Fit Index, TLI= Tucker Lewis Index, GFI= Goodness of Fit Index, 
AGFI= Adjusted Goodness of Fit Index, RMSEA = Root Mean Square Error of 
Approximation, ** p <0.01, ns = not statistically significant. 

These analyses suggested all of the variables had acceptable measurement properties 

and, therefore, all of the variables were retained at this stage of the analysis.  
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Appendix E: Correlations for All Measures Used Across All Three Studies 
 

Table E-1: Correlations for Sample One: Hospital-Based Nurses (Study One) 
 

Variables Mean SD 2 3 4 5 6 7 8 9 10 11 12 13 14 
1. Variety 3.00 0.81 0.39 0.26 0.04 0.21 0.08 -0.03 0.06 0.02 0.07 0.02 0.11 0.16 0.09 

2. Frequency 3.38 0.73  0.14 0.23 0.46 0.22 0.19 0.02 0.07 0.07 0.03 0.25 0.08 0.04 

3. Positive Affect 3.62 0.80   -0.38 0.08 -0.31 -0.28 0.26 -0.10 -0.14 -0.31 0.41 0.47 0.30 

4. EL Surface Acting 2.56 0.84    0.26 0.67 0.69 -0.19 0.29 0.29 0.41 -0.21 -0.24 -0.28 

5. EL Deep Acting 2.97 0.96     0.25 0.18 0.04 0.21 0.13 0.07 0.17 -0.01 -0.06 

6. EW Surface Acting 2.51 0.83      0.58 -0.19 0.28 0.31 0.37 -0.17 -0.28 -0.28 

7. Emotional Dissonance 2.58 0.69       -0.18 0.20 0.27 0.39 -0.20 -0.29 -0.31 

8. Supervisory Support 4.94 1.67        -0.24 -0.28 -0.26 0.08 0.58 0.46 

9. Workload 3.55 0.97         0.62 0.19 0.01 -0.25 -0.35 

10. Emotional Exhaustion 3.27 1.59          0.41 0.00 -0.29 -0.44 

11. Depersonalisation 4.36 0.95           -0.33 -0.32 -0.35 

12. Personal Accomplishment 4.19 0.91            0.23 0.08 

13. Intrinsic Job Satisfaction 4.34 1.23             0.61 

14. Extrinsic Job Satisfaction 4.25 1.24                           

Note: EL= emotional labour, EW= emotion work. SD= standard deviation. 
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Table E2: Correlations for Sample Two: Community-Based Nurses (Study Two) 
 

 

Variables Mean SD 2 3 4 5 6 7 8 9 10 11 12 13 14 
1. Variety 3.04 0.78 0.23 0.02 -0.01 0.02 -0.02 -0.07 0.02 0.13 -0.01 -0.01 0.06 0.13 -0.02 
2. Frequency 3.35 0.67  -0.12 0.31 0.39 0.31 0.37 -0.06 0.21 0.12 0.04 0.03 -0.08 -0.03 
3. Positive Affect 3.89 0.63   -0.30 -0.01 -0.27 -0.24 0.14 -0.09 -0.09 -0.32 0.30 0.22 0.26 
4. EL Surface Acting 2.38 0.84    0.40 0.71 0.62 -0.05 0.25 0.45 0.51 -0.17 -0.20 -0.19 
5. EL Deep Acting 2.72 1.04     0.36 0.24 -0.07 0.31 0.39 0.25 -0.04 -0.06 0.00 
6. EW Surface Acting 2.31 0.74      0.54 -0.09 0.33 0.43 0.46 -0.18 -0.13 -0.17 
7. Emotional Dissonance 2.49 0.67       -0.11 0.22 0.32 0.32 -0.16 -0.16 -0.16 
8. Supervisory Support 5.60 1.36        -0.20 -0.31 -0.17 0.05 0.53 0.53 
9. Workload 2.97 0.85         0.58 0.24 0.02 -0.22 -0.37 
10. Emotional Exhaustion 2.48 1.41          0.43 -0.02 -0.34 -0.47 
11. Depersonalisation 0.94 0.92           -0.30 -0.19 -0.27 
12. Personal Accomplishment 4.44 0.99            0.02 0.02 
13. Intrinsic Job Satisfaction 4.78 1.00             0.65 
14. Extrinsic Job Satisfaction 4.59 1.18                           
Note: EL= emotional labour, EW= emotion work. SD= standard deviation. 
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Table E-3: Correlations for Sample Three: Broad-Occupational Sample (Study Three) - Group 1 
 

 

Variables Mean SD 2 3 4 5 6 7 8 9 10 11 12 13 14 
1. Positive Affect 3.70 0.85 -0.28 0.25 -0.11 0.41 -0.07 0.28 -0.08 0.29 -0.36 -0.34 0.30 0.41 0.38 
2. Negative Affect 1.63 0.75  -0.18 0.16 -0.15 0.09 -0.09 0.19 -0.02 0.26 0.30 -0.23 -0.28 -0.16 
3. Supervisory Support 5.04 1.67   0.00 0.13 0.05 0.13 -0.01 0.15 -0.32 -0.25 -0.02 0.65 0.77 
4. Emotional Dissonance 2.94 0.85    -0.01 0.68 0.20 0.80 0.21 0.24 0.36 -0.21 -0.01 -0.03 
5. Genuine Expression 3.54 0.73     0.03 0.49 -0.02 0.46 -0.14 -0.26 0.17 0.25 0.20 
6. EL Surface Acting 3.07 1.00      0.27 0.64 0.18 0.20 0.33 -0.08 0.00 0.02 
7. EL Deep Acting 3.50 0.85       0.20 0.68 -0.04 -0.09 0.23 0.19 0.15 
8. EW Surface Acting 2.79 0.92        0.26 0.25 0.39 -0.27 -0.03 -0.02 
9. EW Deep Acting 3.28 0.85         -0.01 0.02 0.10 0.20 0.24 
10. Emotional Exhaustion 2.72 1.52          0.48 -0.10 -0.44 -0.45 
11. Depersonalisation 1.88 1.34           -0.27 -0.28 -0.23 
12. Personal Accomplishment 3.92 1.18            0.08 0.03 
13. Intrinsic Job Satisfaction 5.01 1.35             0.82 
14. Extrinsic Job Satisfaction 4.95 1.38                           
Note: EL= emotional labour, EW= emotion work. SD= standard deviation. 
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Table E-4: Correlations for Sample Three: Broad-Occupational Sample (Study Three) - Group 2 
 

Variables Mean SD 2 3 4 5 6 7 8 9 10 11 12 13 14 
1. Positive Affect 3.77 .86 -0.17 0.30 -0.24 0.22 -0.20 0.24 -0.26 0.19 -0.34 -0.46 0.45 0.36 0.40 
2. Negative Affect 1.62 .86  -0.18 0.19 -0.15 0.14 0.01 0.20 0.01 0.20 0.21 -0.29 -0.27 -0.31 
3. Supervisory Support 5.11 1.78   -0.18 0.01 -0.18 0.05 -0.20 0.01 -0.25 -0.25 0.33 0.57 0.64 
4. Emotional Dissonance 2.90 .77    -0.17 0.52 0.12 0.64 0.12 0.33 0.38 -0.22 -0.26 -0.29 
5. Genuine Expression 3.51 .81     -0.10 0.42 -0.08 0.36 -0.06 -0.16 0.19 0.17 0.06 
6. EL Surface Acting 2.93 .94      0.15 0.62 0.18 0.37 0.37 -0.19 -0.10 -0.22 
7. EL Deep Acting 3.53 .85       0.04 0.64 0.05 -0.10 0.21 0.17 0.09 
8. EW Surface Acting 2.60 .76        0.16 0.37 0.47 -0.24 -0.26 -0.26 
9. EW Deep Acting 3.24 .85         0.00 -0.08 0.19 0.10 0.06 
10. Emotional Exhaustion 2.74 1.63          0.63 -0.13 -0.28 -0.43 
11. Depersonalisation 1.61 1.41           -0.30 -0.35 -0.40 
12. Personal Accomplishment 4.27 1.23            0.43 0.37 
13. Intrinsic Job Satisfaction 5.14 1.25             0.70 
14. Extrinsic Job Satisfaction 4.81 1.33                           
Note: EL= emotional labour, EW= emotion work. SD= standard deviation. 
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Table E-5: Correlations for Sample Three: Broad-Occupational Sample (Study Three) - Group 3 
 
Variables Mean SD 2 3 4 5 6 7 8 9 10 11 12 13 14 
1. Positive Affect 3.61 0.83 -0.30 0.33 -0.26 0.29 -0.18 0.15 -0.22 0.19 -0.25 -0.39 0.43 0.48 0.45 
2. Negative Affect 1.65 0.76  -0.25 0.21 -0.06 0.20 0.02 0.26 -0.05 0.33 0.35 -0.27 -0.19 -0.19 
3. Supervisory Support 5.21 1.63   -0.14 0.14 -0.13 0.16 -0.16 0.14 -0.23 -0.38 0.25 0.51 0.64 
4. Emotional Dissonance 2.80 0.74    -0.24 0.66 0.14 0.73 0.17 0.21 0.42 -0.33 -0.17 -0.16 
5. Genuine Expression 3.43 0.72     -0.14 0.46 -0.15 0.31 -0.11 -0.24 0.27 0.21 0.26 
6. EL Surface Acting 2.91 0.93      0.30 0.66 0.28 0.25 0.36 -0.23 -0.10 -0.19 

7. EL Deep Acting 3.26 0.84       0.24 0.67 0.06 -0.05 0.16 0.12 0.16 

8. EW Surface Acting 2.66 0.81        0.27 0.23 0.40 -0.30 -0.16 -0.13 

9. EW Deep Acting 3.14 0.82         0.07 0.01 0.09 0.08 0.13 

10. Emotional Exhaustion 2.77 1.51          0.52 -0.20 -0.35 -0.42 
11. Depersonalisation 1.64 1.31           -0.37 -0.34 -0.40 
12. Personal Accomplishment 3.89 1.16            0.31 0.23 

13. Intrinsic Job Satisfaction 5.24 1.15             0.72 

14. Extrinsic Job Satisfaction 4.90 1.24                           

Note: EL= emotional labour, EW= emotion work. SD= standard deviation. 

 

 383 



  

384 

 



References  

 
Abraham, R 1998, 'Emotional dissonance in organizations: Antecedents, consequences, 
and moderators', Genetics, Social, and General Psychology Monographs, vol. 124, no. 2,              
pp. 229-246. 

Abraham, R 1999a, 'The impact of emotional dissonance on organizational 
commitment and intention to turnover', The Journal of Psychology, vol. 133, no. 4, pp. 441-
445. 

Abraham, R 1999b, 'Negative affectivity: Moderator or confound in emotional 
dissonance-outcome relationships?', The Journal of Psychology, vol. 133, no. 1, pp. 61-72. 

Abraham, R 2000, 'The role of job control as a moderator of emotional dissonance and 
emotional intelligence-outcome relationships', The Journal of Psychology, vol. 134, no. 2,      
pp. 169-184. 

Adams, GA & Buck, J 2010, 'Social stressors and strain among police officers: It's not 
just the bad guys', Criminal Justice and Behavior, vol. 37, no. 9, pp. 1030-1040. 

Adelmann, P 1995, 'Emotional labor as a potential source of job stress', in Organizational 
Risk Factors For Job Stress, eds SL Sauter & LR Murphy, American Psychological 
Association, Washington, DC, pp. 371-381. 

Anderson, JC & Gerbing, DW 1998, 'Structural equation modeling in practice: A review 
and recommended two-step approach', Psychological Bulletin, vol. 103, no. 3, pp. 411-423. 

Anleu, SR & Mack, K 2005, 'Magistrates' everyday work and emotional labour', Journal of 
Law and Society, vol. 32, no. 4, pp. 590-614. 

Arbuckle, JL 2010, IBM SPSS AMOS 19 User's Guide, AMOS Development, 
Crawfordville, Florida. 

Ashforth, BE 2000, 'Foreword', in Emotions in the Workplace, eds NM Ashkanasy, CEJ 
Härtel & WJ Zerbe, Quorum, London, United Kingdom. 

Ashforth, BE & Humphrey, RH 1993, 'Emotional labor in service roles: The influence 
of identity', Academy of Management Review, vol. 18, no. 1, pp. 88-115. 

Ashforth, BE & Humphrey, RH 1995, 'Emotions in the workplace: A reappraisal', 
Human Relations, vol. 48, no. 2, pp. 97-125. 

 385 



Ashkanasy, N, Zerbe, W & Härtel, CEJ 2002a, 'Managing emotions in a changing 
workplace', in Managing Emotions in the Workplace, eds NM Ashkanasy, WJ Zerbe & CEJ 
Härtel, M.E.Sharpe, Armonk, New York, pp. 3-22. 

Ashkanasy, NM & Cooper, CL (eds) 2008, Research Companion to Emotion in Organizations 
Edward Elgar Publishing, Cheltenham, United Kingdom. 

Ashkanasy, NM & Daus, CS 2002, 'Emotion in the workplace: The new challenges for 
managers', Academy of Management Executive, vol. 16, no. 1, pp. 76-86. 

Ashkanasy, NM, Härtel, CEJ & Zerbe, WJ 2000a, 'Emotions in the workplace: 
Research, theory and practice', in Emotions in the Workplace: Research, Theory and Practice, 
eds NM Ashkanasy, CEJ Härtel & WJ Zerbe, Quorum Books, London, United 
Kingdom. 

Ashkanasy, NM, Härtel, CEJ & Zerbe, WJ (eds) 2000b, Emotions in the Workplace: 
Research, Theory and Practice, Quorum Books, London, United Kingdom. 

Ashkanasy, NM, Härtel, CEJ & Zerbe, WJ (eds) 2005, The Effect of Affect in Organizational 
Settings, Elsevier Science/JAI, Oxford, United Kingdom. 

Ashkanasy, NM, Härtel, CEJ & Zerbe, WJ (eds) 2012, Experiencing and Managing Emotions 
in the Workplace, Emerald Group, Bingly, United Kingdom. 

Ashkanasy, NM & Humphrey, RH 2011, 'Current emotion research in organizational 
behavior', Emotion Review, vol. 3, no. 2, pp. 214-224. 

Ashkanasy, NM, Zerbe, WJ & Härtel, CEJ (eds) 2002b, Managing Emotions in the 
Workplace, M.E.Sharpe, Armonk, New York. 

Austin, EJ, Dore, TCP & O'Donovan, KM 2008, 'Associations of personality and 
emotional intelligence with display rule perceptions and emotional labour', Personality and 
Individual Differences, vol. 44, no. 3, pp. 679-688. 

Australian Bureau of Statistics 2006, Australian and New Zealand Standard Classification of 
Occupations, ACN 1220.0, Australian Bureau of Statistics, Canberra, Australia. 

Australian Bureau of Statistics 2011, Table 04. Employed Persons by Industry, time series 
spreadsheet, cat. no. 6291.0.55.003 in Labour Force, Australia, Detailed, Quarterly, 
Canberra, Australia. 

Bagozzi, RP & Edwards, JR 1998, 'A general approach for representing constructs in 
organizational research', Organizational Research Methods, vol. 1, no. 1, pp. 45-87. 

Bagozzi, RP & Heatherton, TF 1994, 'A general approach to representing multifaceted 
personality constructs: Application to state self-esteem', Structural Equation Modeling:           
A Multidisciplinary Journal, vol. 1, no. 1, pp. 35-67. 

 386 



Bailey, JJ & McCollough, MA 2000, 'Emotional labor and the difficult customer: 
Coping strategies of service agents and organizational consequences', Journal of 
Professional Marketing Services, vol. 20, no. 2, pp. 51-72. 

Bakker, AB, Demerouti, E & Verbeke, W 2004, 'Using the job demands-resources 
model to predict burnout and performance', Human Resource Management, vol. 43, no. 1, 
pp. 83-104. 

Bakker, AB & Heuven, E 2006, 'Emotional dissonance, burnout and in-role 
performance among nurses and police officers', International Journal of Stress Management, 
vol. 13, no. 4,   pp. 423-440. 

Bakker, AB, van Veldhoven, M & Xathopoulou, D 2010, 'Beyond the demand-control 
model: Thriving on high job demands and resources', Journal of Personnel Psychology, vol. 9, 
no. 1, pp. 3-16. 

Baron, RM & Kenny, DA 1986, 'The moderator–mediator variable distinction in social 
psychological research: Conceptual, strategic, and statistical considerations', Journal of 
Personality and Social Psychology, vol. 51, no.6, pp. 1173-1182. 

Basch, J & Fisher, CD 2000, 'Affective events-emotions matrix: A classification of work 
events and associated emotions', in Emotions in the Workplace: Research, theory and practice, 
eds NM Ashkanasy, CEJ Härtel & WJ Zerbe, Quorum books, London, United 
Kingdom. 

Bateman, TS & Organ, DW 1983, 'Job satisfaction and the good soldier: The 
relationship between affect and employee citizenship', Academy of Management Journal, vol. 
26, no. 4, pp. 587-595. 

Baumeister, RF, Bratslavsky, E, Muraven, M & Tice, DM 1998, 'Ego depletion: Is the 
active self a limited resource?', Journal of Personality and Social Psychology, vol. 74, no. 5,         
pp. 1252-1265. 

Baumeister, RF, Schmeichel, BJ & Vohs, KD 2007a, 'Self-regulation and the executive 
function: The self as controlling agent', in Social Psychology: Handbook of basic principles, eds 
AW Kruglanski & ET Higgins, Guildford Press, New York, New York, pp. 516-539. 

Baumeister, RF, Vohs, KD & Tice, DM 2007b, 'The strength model of self-control', 
Current Directions in Psychological Science, vol. 16, no. 6, pp. 351-355. 

Beal, DJ, Trougakos, JP, Weiss, HM & Green, SG 2006, 'Episodic processes of 
emotional labor: Perceptions of affective delivery and regulation strategies', Journal of 
Applied Psychology, vol. 91, no. 5, pp. 1053-1065. 

Beehr, T, Bowling, NA & Bennett, MM 2010, 'Occupational stress and failures of social 
support: When helping hurts', Journal of Occupational Health Psychology, vol. 15, no. 1,          
pp. 45-59. 

 387 



Bentler, PM 1990, 'Comparative fit indexes in structural models', Psychological Bulletin,       
vol. 107, no. 2, pp. 238-246. 

Bentler, PM 1995, EQS: Structural Equations Program Manual, Multivariate Software Inc., 
Encino, California. 

Bentler, PM & Bonett, DB 1980, 'Significance tests and goodness of fit in the analysis 
of covariance structures', Psychological Bulletin, vol. 88, no. 3, pp. 588-606. 

Blau, PM 1964, Exchange and Power in Social Life, Wiley, New York, New York. 

Bollen, K 1989, Structural Equations with Latent Variables, John Wiley and Sons, New 
York, New York. 

Bollen, KA & Stine, RA 1993, 'Bootstrapping goodness-of-fit measures in structural 
equation models', in Testing Structural Equation Models, eds KA Bollen & JS Long, Sage, 
Newbury Park, California, pp. 111-135. 

Bono, JE & Vey, MA 2005, 'Toward Understanding Emotional Management at Work: 
A quantitative review of emotional labor research', in Emotions in Organizational Behavior, 
eds CEJ Härtel, WJ Zerbe & NM Ashkanasy, Lawrence Erlbaum Associates, New 
Jersey, pp. 213-233. 

Brief, AP & Weiss, HM 2002, 'Organizational behavior: Affect in the workplace', 
Annual Review of Psychology, vol. 53, pp. 279-307. 

Briner, RB & Kiefer, T 2005, 'Psychological research into the experience of emotion at 
work: Definitely older, but are we any wiser?', in The Effect of Affect in Organizational 
Settings, vol. 1, eds NM Ashkanasy, CEJ Härtel & WJ Zerbe, Elsevier Science/JAI, 
Oxford, United Kingdom, pp. 281-307. 

Brotheridge, CM 1999, 'Unwrapping the black box: A test of why emotional labour may 
lead to emotional exhaustion', in Administrative Sciences Association of Canada Conference, 
ASAC, New Brunswick, Canada, pp. 11-20. 

Brotheridge, CM 2006, 'A review of emotional labour and its nomological network', 
Ergonomia: International Journal of Ergonomics and Human Factors, vol. 28, no. 4, pp. 295-309. 

Brotheridge, CM & Grandey, AA 2002, 'Emotional labor and burnout: Comparing two 
perspectives of "people work"', Journal of Vocational Behavior, vol. 60, no. 1, pp. 17-39. 

Brotheridge, CM & Lee, RT 1998, 'On the Dimensionality of Emotional Labour: 
Development and validation of an emotional labour scale', in First Conference on Emotions 
in Organizational Life, San Diego, California. 

 388 



Brotheridge, CM & Lee, RT 2002, 'Testing a conservation of resources model of the 
dynamics of emotional labor', Journal of Occupational Health Psychology, vol. 7, no. 1, pp. 57-
67. 

Brotheridge, CM & Lee, RT 2003, 'Development and validation of the emotional labour 
scale', Journal of Occupational and Organizational Psychology, vol. 76, no. 3, pp. 365-379. 

Browne, MW & Cudeck, R 1993, 'Alternative ways of assessing model fit', in Testing 
Structural Equation Models, eds KA Bollen & JS Long, Sage, Newbury Park, California,       
pp. 136-162. 

Bulan, HF, Erickson, RJ & Wharton, AS 1997, 'Doing for others on the job: the 
affective requirements of service work, gender, and emotional well-being', Social 
Problems, vol. 44,  no. 2, pp. 235-256. 

Byrne, BM 1994, Structural Equation Modeling with EQS and EQS/Windows, Sage 
Publications, Thousand Oaks, California. 

Byrne, BM 2001, Structural Equation Modeling with AMOS: Basic concepts, applications and 
programming, Lawrence Erlbaum, Mahwah, New Jersey. 

Byrne, BM, Shavelson, RJ & Muthen, B 1989, 'Testing for the equivalence of factor 
covariance and mean structures: The issues of partial measurement invariance', 
Psychological Bulletin, vol. 105, pp. 456-466. 

Callahan, JL & McCollum, EE 2002, 'Obscured variability: The distinction between 
emotion work and emotional labor', in Managing Emotions in the Workplace, eds NM 
Ashkanasy, WJ Zerbe & CEJ Härtel, M.E. Sharpe, Armonk, New York, pp. 219-231. 

Caplan, RD, Cobb, S, French, JRP, Van Harrison, R & Pinneau, SR 1975, Job Demands 
and Worker Health: Main effects and occupational differences NIOSH-75-160, The Institute for 
Social Research, The University of Michigan, Ann Arbor, Michigan. 

Cheung, F & Tang, C 2009, 'The influence of emotional intelligence and affectivity on 
emotion labor strategies at work', Journal of Individual Differences, vol. 30, no. 2, pp. 75-86. 

Cheung, GW & Rensvold, RB 2002, 'Evaluating goodness-of-fit indexes for testing 
measurement invariance', Structural Equation Modeling: A Multidisciplinary Journal, vol. 9, 
no. 2, pp. 233-255. 

Chu, KH-L & Murrmann, SK 2006, 'Development and validation of the hospitality 
emotional labor scale', Tourism Management, vol. 27, no. 6, pp. 1181-1191. 

Cordes, CL & Dougherty, TW 1993, 'A review and an integration of research on job 
burnout', Academy of Management Review, vol. 18, no. 4, pp. 621-656. 

 389 



Cortina, LM & Magley, VJ 2009, 'Patterns and profiles of response to incivility in the 
workplace', Journal of Occupational Health Psychology, vol. 14, no. 3, pp. 272-288. 

Cortina, LM, Magley, VJ, Williams, JH & Langhout, RD 2001, 'Incivility in the 
workplace: Incidence and Inpact', Journal of Occupational Health Psychology, vol. 6, no. 1, pp. 
64-80. 

Coslovich, G & Preiss, B 2012, 'So happy together', The Age, April 3. 

Côté, S 2005, 'A social interaction model of the effects of emotion regulation on work 
strain', Academy of Management Review, vol. 30, no. 3, pp. 509-530. 

Côté, S, Miners, CTH & Moon, S 2006, 'Emotional intelligence and wise emotion 
regulation in the workplace', in Individual and Organizational Perspectives on Emotion 
Management and Display, vol. 2, eds WJ Zerbe, NM Ashkanasy & CEJ Härtel, Elsevier 
Science/JAI, Oxford, United Kingdom, pp. 1-24. 

Côté, S, Moon, S & Miners, CTH 2008, 'Emotion regulation in the workplace', in 
Research Companion to Emotion in Organisations, eds NM Ashkanasy & CL Coopper, 
Edward Elgar, Cheltenham, United Kingdom, pp. 284-300. 

Crawford, ER, LePine, JA & Rich, BL 2010, 'Linking job demands and resources to 
employee engagement and burnout: A theoretical extension and meta-analytic test', 
Journal of Applied Psychology, vol. 95, no. 5, pp. 834-848. 

Cropanzano, R, Rupp, DE & Byrne, ZS 2003, 'The relationship of emotional 
exhaustion to work attitudes, job performance, and organizational citizenship 
behaviors', Journal of Applied Psychology, vol. 88, no. 1, pp. 160-169. 

de Lange, AH, Taris, TW, Kompier, MAJ, Houtman, ILD & Bongers, PM 2003, '“The 
Very Best of the Millennium”: Longitudinal research and the demand-control-(support) 
model', Journal of Occupational Health Psychology, vol. 8, no. 4, pp. 282-305. 

Demerouti, E, Bakker, AB, Nachreiner, F & Schaufeli, WB 2001, 'The job demands-
resources model of burnout', Journal of Applied Psychology, vol. 86, no. 3, pp. 499-512. 

Diefendorff, JM, Croyle, MH & Gosserand, RH 2005, 'The dimensionality and 
antecedents of emotional labor strategies', Journal of Vocational Behavior, vol. 66, pp. 339-
357. 

Diefendorff, JM, Erickson, RJ, Grandey, AA & Dahling, JJ 2011, 'Emotional display 
rules as work unit norms: A multilevel analysis of emotional labor among nurses', Journal 
of Occupational Health Psychology, vol. 16, no. 2, pp. 170-186. 

Diefendorff, JM & Gosserand, RH 2003, 'Understanding the emotional labor process: 
A control theory perspective', Journal of Organizational Behavior, vol. 24, pp. 945-959. 

 390 



Diefendorff, JM & Greguras, GJ 2009, 'Contextualizing emotional display rules: 
Examining the roles of targets and discrete emotions in shaping display rule 
perceptions', Journal of Management, vol. 35, no. 4, pp. 880-898. 

Diefendorff, JM & Richard, EM 2008, 'Not all emotional display rules are created equal: 
Distinguishing between prescriptive and contextual display rules', in Research Companion 
to Emotion in Organizations, eds NM Ashkanasy & CL Cooper, Edward Elgar, 
Cheltenham, United Kingdom, pp. 316-334. 

Diefendorff, JM, Richard, EM & Yang, J 2008, 'Linking emotion regulation strategies to 
affective events and negative emotions at work', Journal of Vocational Behavior, vol. 73, no. 
3, pp. 498-508. 

Dormann, C & Kaiser, DM 2002, 'Job conditions and customer satisfaction', European 
Journal of Work and Organizational Psychology, vol. 11, no. 3, pp. 257-283. 

Duke, AB, Goodman, JM, Treadway, DC & Breland, JW 2009, 'Perceived 
organizational support as a moderator of emotional labor/outcomes relationships', 
Journal of Applied Social Psychology, vol. 39, no. 5, pp. 1013-1034. 

Dwyer, DJ & Ganster, DC 1991, 'The effects of job demands and control on employee 
attendance and satisfaction', Journal of Organizational Behavior, vol. 12, no. 7, pp. 595-608. 

Erickson, RJ & Ritter, C 2001, 'Emotional labor, burnout, and inauthenticity: Does 
gender matter?', Social Psychology Quarterly, vol. 64, no. 2, pp. 146-163. 

Fineman, S 1993, Emotion in Organizations, Sage, London, United Kingdom. 

Fishbach, A, Meyer-Gomes, K, Zapf, D & Rank, J 2006, 'Emotion work across 
cultures: A comparison between the United States and Germany', Research on Emotion in 
Organizations, vol. 2, pp. 193-217. 

Fornell, C & Larcker, DF 1981, 'Evaluating structural equation models with 
unobservable variables and measurement error', Journal of Marketing Research, vol. 18, no. 
1, pp. 39-50. 

Giardini, A & Frese, M 2006, 'Reducing the negative effects of emotion work in service 
occupations: Emotional competence as a psychological resource', Journal of Occupational 
and Organizational Health Psychology, vol. 11, no. 1, pp. 63-75. 

Glomb, TM, Kammeyer-Mueller, JD & Rotundo, M 2004, 'Emotional labor demands 
and compensating wage differentials', Journal of Applied Psychology, vol. 89, no. 4, pp. 700-
714. 

Glomb, TM & Tews, MJ 2004, 'Emotional labour: A conceptualization and scale 
development', Journal of Vocational Behavior, vol. 64, no. 1, pp. 1-23. 

 391 



Godwyn, M 2006, 'Using emotional labour to create and maintain relationships in 
service interactions', Symbolic Interaction, vol. 29, no. 4, pp. 487-506. 

Goffman, E 1959, The Presentation of Self in Everyday Life Anchor Books for Doubleday, 
New York, New York. 

Goldberg, LS & Grandey, AA 2007, 'Display rules versus display autonomy: Emotion 
regulation, emotional exhaustion, and task performance in a call centre simulation', 
Journal of Occupational Health Psychology, vol. 12, no. 3, pp. 301-318. 

Gosserand, RH & Diefendorff, JM 2005, 'Emotional display rules and emotional labor: 
The moderating role of commitment', Journal of Applied Psychology, vol. 90, no. 6, pp. 
1256-1264. 

Grandey, AA 1999, The effects of emotional labor: Employee attitudes, stress and 
performance, Unpublished  thesis, Colorado State University, Fort Collins, Colorado. 

Grandey, AA 2000, 'Emotion regulation in the workplace: A new way to conceptualise 
emotional labor', Journal of Occupational Health Psychology, vol. 5, no. 1, pp. 95-110. 

Grandey, AA 2003, 'When "the show must go on": Surface acting and deep acting as 
determinants of emotional exhaustion and peer-rated service delivery', Academy of 
Management Journal, vol. 46, no. 1, pp. 86-96. 

Grandey, AA, Fisk, GM & Steiner, DD 2005, 'Must "service with a smile" be stressful? 
The moderating role of personal contact for American and French employees', Journal of 
Applied Psychology, vol. 90, no. 5, pp. 893-904. 

Grandey, AA, Kern, JH & Frone, MR 2007, 'Verbal abuse from outsiders versus 
insiders: Comparing frequency, impact on emotional exhaustion, and the role of 
emotional labor', Journal of Occupational Health Psychology, vol. 12, no. 1, pp. 63-79. 

Grandey, AA, Tam, AP & Brauburger, AL 2002, 'Affective states and traits in the 
workplace: Diary and survey data from young workers', Motivation and Emotion, vol. 26,     
no. 1, pp. 31-55. 

Gross, JJ 1998a, 'Antecedent- and response-focused emotion regulation: Divergent 
consequences for experience, expression, and physiology', Journal of Personality and Social 
Psychology, vol. 74, no. 1, pp. 224-237. 

Gross, JJ 1998b, 'The emerging field of emotion regulation: An integrative review', 
Review of General Psychology, vol. 2, pp. 271-299. 

Groth, M, Hennig-Thurau, T & Walsh, G 2006, 'A conceptual model of the effects of 
emotional labor strategies on customer outcomes', in Individual and Organizational 
Perspectives on Emotion Management and Display, vol. 2, eds WJ Zerbe, NM Ashkanasy & 
CEJ Härtel, Elsevier Science/JAI, Oxford, United Kingdom, pp. 219-236. 

 392 



Groth, M, Hennig-Thurau, T & Walsh, J 2009, 'Customer reactions to emotional labor: 
The roles of employee acting strategies and customer detection accuracy', Academy of 
Management Journal, vol. 52, no. 5, pp. 958-974. 

Gursoy, D, Boylu, Y & Avci, U 2011, 'Identifying the complex relationships among 
emotional labor and its correlates', International Journal of Hospitality Management, vol. 30, 
no. 4, pp. 783-794. 

Hackman, JR & Oldham, GR 1975, 'Development of the Job Diagnostic Survey', Journal 
of Applied Psychology, vol. 60, no. 2, pp. 159-170. 

Hackman, JR & Oldham, GR 1980, Work Redesign, Addison-Wesley, Massachusetts. 

Hagger, MS, Wood, C, Stiff, C & Chatzisarantis, NLD 2010, 'Ego depletion and the 
strength model of self control: A meta-analysis', Psychological Bulletin, vol. 136, no. 4,         
pp. 495-525. 

Hair, JF, Black, WC, Babin, BJ & Anderson, RE 2010, Multivariate Data Analysis: A 
Global Perspective, Sixth edn, Pearson, Upper Saddle River, New Jersey. 

Halbesleben, JRB 2006, 'Sources of social support and burnout: A meta-analytic test of 
the conservation of resources model', Journal of Applied Psychology, vol. 91, no. 5, pp. 
1134-1145. 

Harris, LC 2002, 'The emotional labour of barristers: An exploration of emotional 
labour by status professionals', Journal of Management Studies, vol. 39, no. 4, pp. 553-584. 

Härtel, CEJ, Ashkanasy, NM & Zerbe, WJ (eds) 2007, Functionality, Intentionality and 
Morality, Emerald Group/JAI, Oxford, United Kingdom. 

Härtel, CEJ, Hsu, ACF & Boyle, MV 2000, Buffers and Aggravators in the Emotion Labor, 
Emotional Dissonance and Emotional Exhaustion Sequence in Service Work Monash University, 
Melbourne, Australia. 

Härtel, CEJ, Hsu, ACF & Boyle, MV 2002, 'A conceptual examination of the causal 
consequences of emotional labor, emotional dissonance, and emotional exhaustion: The 
argument for the role contextual and provider characteristics', in Managing Emotions in the 
Workplace, eds NM Ashkanasy, WJ Zerbe & CEJ Härtel, M.E. Sharpe, Armonk, New 
York. 

Härtel, CEJ, Zerbe, WJ & Ashkanasy, NM (eds) 2005, Emotions in Organizational Behavior, 
Lawrence Erlbaum Associates, Mahwah, New Jersey. 

Härtel, CEJ, Zerbe, WJ & Ashkanasy, NM (eds) 2009, Emotions in Groups, Organizations 
and Cultures, Emerald Group/JAI, Bingly, UK. 

 393 



Hess, JD 2001, Unidentifiable relationships in conceptual marketing models, University of 
Illinois, Champaign-Urban, Illinois, p. 57. 

Heuven, E, Bakker, AB, Schaufeli, WB & Huisman, N 2006, 'The role of self-efficacy in 
performing emotion work', Journal of Vocational Behavior, vol. 69, no. 2, pp. 222-235. 

Hinkin, TR 1998, 'A brief tutorial on the development of measures for use in survey 
questionnaires', Organizational Research Methods, vol. 1, no. 1, pp. 104-121. 

Hobfoll, SE 1988, The Ecology of Stress, Hemisphere Publishing, New York, New York. 

Hobfoll, SE 1989, 'Conservation of resources: A new attempt at conceptualizing stress', 
American Psychologist, vol. 44, no. 3, pp. 513-524. 

Hobfoll, SE 1998, Stress, Culture, and Community: The psychology and philosophy of stress, 
Plenum Press, New York, New York. 

Hochschild, AR 1979, 'Emotion Work, Feeling Rules, and Social Structure', American 
Journal of Sociology, vol. 85, no. 3, pp. 551-575. 

Hochschild, AR 1983, The Managed Heart: Commercialization of human feeling, University of 
California Press, Berkeley, California. 

Holman, D, Martínez-Inigo, D & Totterdell, P 2008, 'Emotional labour and employee 
well-being: An integrative review', in Research Companion to Emotion in Organizations eds 
NM Ashkanasy & CL Cooper, Edward Elgar Publishing, Cheltenham, United 
Kingdom, pp. 301-315. 

Hu, L-t & Bentler, PM 1999, 'Cutoff criteria for fit indexes in covariance structure 
analysis: Conventional criteria versus new alternatives', Structural Equation Modeling, vol. 
6, no. 1, pp. 1-55. 

Hu, Q, Schaufeli, WB & Taris, TW 2011, 'The demands-resources model: An analysis of 
additive and joint effects of demands and resources', Journal of Vocational Behavior, vol. 
79, no. 1, pp. 181-190. 

Hülsheger, UR, Lang, JWB & Maier, GW 2010, 'Emotional Labor, Strain, and 
Performance: Testing Reciprocal Relationships in a Longitudinal Panel Study', Journal of 
Occupational Health Psychology, vol. 15, no. 4, pp. 505-521. 

Hülsheger, UR & Schewe, AF 2011, 'On the costs and benefits of emotional labor: A 
meta-analysis of three decades of research', Journal of Occupational Health Psychology, vol. 
16, no. 3, pp. 361-389. 

Humphrey, RH 2000, 'The importance of job characteristics to emotional displays', in 
Emotions in the Workplace: Research, theory, and practice, eds NM Ashkanasy, CEJ Härtel & 
WJ Zerbe, Quorum Books, Westport, Connnecticut. 

 394 



Humphrey, RH, Pollack, JM & Hawver, T 2008, 'Leading with emotional labor', Journal 
of Managerial Psychology, vol. 23, no. 2, pp. 151-168. 

Huynh, T, Alderson, M & Thompson, M 2008, 'Emotional labour underlying caring: An 
evolutionary concept analysis', Journal of Advanced Nursing, vol. 64, no. 2, pp. 195-208. 

James, N 1989, 'Emotional labour: Skill and work in the social regulation of feelings', 
The Sociological Review, vol. 37, no. 1, pp. 15-42. 

Johns, M, Inzlicht, M & Schmader, T 2008, 'Stereotype threat and executive resource 
depletion: Examining the influence of emotion regulation', Journal of Experimental 
Psychology: General, vol. 137, no. 4, pp. 691-705. 

Johnson, H-AM & Spector, PE 2007, 'Service with a smile: Do emotional inteligence, 
gender, and autonomy moderate the emotional labor process? ', Journal of Occupational 
Health Psychology, vol. 12, no. 4, pp. 319-333. 

Johnson, JV & Hall, EM 1988, 'Job strain, work place social support, and cardiovascular 
disease: A cross-sectional study of a random sample of the Swedish working 
population', American Journal of Public Health, vol. 78, no. 10, pp. 1336-1342. 

Joreskog, KG 1993, 'Testing structural equation models', in Testing Structural Equation 
Models, eds KA Bollen & JS Long, Sage, Newbury Park, California, pp. 294-316. 

Judge, TA, Woolf, EF & Hurst, C 2009, 'Is emotional labor more difficult for some 
than for others? A multilevel, expereince-sampling study', Personnel Psychology, vol. 62, no. 
1, pp. 57-88. 

Kaplan, D 2000, Structural Equation Modeling: Foundations and extensions, Sage, Thousand 
Oaks, California. 

Karabanow, J 1999, 'When caring is not enough: Emotional labor and youth shelter 
workers', Social Service Review, vol. 73, no. 3, pp. 340-357. 

Karasek, R & Theorell, T 1990, Healthy Work : Stress, productivity, and the reconstruction of 
working life, Basic Books, New York, New York. 

Karasek, RA 1979, 'Job demands, job decision latitude, and mental strain: Implications 
for job redesign', Administrative Science Quarterly, vol. 24, no. 2, pp. 285-308. 

Kark, R & Medler-Liraz, H 2007, 'Leading with a smile: The influence of managers' 
leadership behavior on the emotional experience of employees and customers', in 
Functionality, Intentionality and Morality, vol. 3, eds CEJ Härtel, NM Ashkanasy & WJ 
Zerbe, Emerald Group/JAI, Oxford, United Kingdom, pp. 177-198. 

 395 



Kiffin-Petersen, S, Jordan, C & Soutar, G 2011, 'The big five, emotional exhaustion and 
citizenship behaviors in service settings: The mediating role of emotional labor', 
Personality and Individual Differences, vol. 50, no. 1, pp. 43-48. 

Korczynski, M 2003, 'Communities of coping: Collective emotional labour in service 
work', Organization, vol. 10, no. 1, pp. 55-79. 

Koys, DJ & Cotiis, TA 1991, 'Inductive measures of psychological climate', Human 
Relations, vol. 44, no. 3, pp. 265-285. 

Kruml, SM & Geddes, D 2000a, 'Catching fire without burning out: Is there an ideal 
way to perform emotional labor?', in Emotions in the Workplace: Research, theory, and practice, 
eds NM Ashkanasy, CEJ Härtel & WJ Zerbe, Quorum Books, Westport, Connnecticut. 

Kruml, SM & Geddes, D 2000b, 'Exploring the dimensions of emotional labor: The 
heart of Hochschild's work', Management Communication Quarterly, vol. 14, no. 1, pp. 8-49. 

Larson, EB & Yao, X 2005, 'Clinical empathy as emotional labor in the patient-
physician relationship', The Journal of the American Medical Association, vol. 293, no. 9, pp. 
1100-1106. 

Lau, VC, Au, WT & Ho, JM 2003, 'A qualitative and quantitative review of antecedents 
of counterproductive behavior in organizations', Journal of Business and Psychology, vol. 18, 
no. 1, pp. 73-99. 

Lee, RT & Ashforth, BE 1996, 'A meta-analytic examination of the correlates of the 
three dimensions of burnout', Journal of Applied Psychology, vol. 81, no. 2, pp. 123-133. 

Lee, RT, Lovell, BL & Brotheridge, CM 2010, 'Tenderness and steadiness: Relating job 
and interpersonal demands and resources with burnout and physical symptoms of stress 
in Canadian physicians', Journal of Applied Social Psychology, vol. 40, no. 9, pp. 2319-2342. 

Leidner, R 1991, 'Serving hamburgers and selling insurance: Gender, work, and identity 
in interactive service jobs', Gender and Society, vol. 5, no. 2, pp. 154-177. 

Leidner, R 1993, Fast Food, Fast Talk : Service work and the routinization of everyday life, 
University of California Press, Berkeley, California. 

Leiter, M & Maslach, C 1988, 'The impact of interpersonal environment on burnout 
and organizational commitment', Journal of Organizational Behavior, vol. 9, no. 4, pp. 297-
308. 

Leiter, MP 1988, 'Burnout as a function of communication patterns: A study of a 
multidisciplinary health team', Group and Organization Studies, vol. 13, no. 1, pp. 111-128. 

 396 



Lewig, KA & Dollard, MF 2003, 'Emotional dissonance, emotional exhaustion and job 
satisfaction in call centre workers', European Journal of Work and Organizational Psychology,    
vol. 12, no. 4, pp. 366-392. 

Locke, E 1976, 'The nature and causes of job satisfaction', in Handbook of Industrial and 
Organizational Psychology, ed. MD Dunnette, Rand McNally, Chicago, Illinois, pp. 1297-
1349. 

Lord, RG, Klimoski, RJ & Kanfer, R (eds) 2002, Emotions in the Workplace: understanding 
the structure and role of emotions in organizational behavior, Jossey-Bass, San Francisco, 
California. 

MacCallum, RC, Browne, MW & Sugawara, HM 1996, 'Power analysis and 
determination of sample size for covariance structure modeling', Psychological Methods, 
vol. 1, no. 2, pp. 130-149. 

Mann, S 1999, 'Emotion at work: To what extent are we expressing, suppressing, or 
faking?', European Journal of Work and Organizational Psychology, no. 8, no. 3, pp. 347-369. 

Mann, S 2004, ''People-work': Emotion management, stress and coping', British Journal of 
Guidance and Counselling, vol. 32, no. 2, pp. 205-221. 

Mann, S & Cowburn, J 2005, 'Emotional labour and stress within mental health 
nursing', Journal of Psychiatric and Mental Health Nursing, vol. 12, no. 2, pp. 154-162. 

Mardia, KV 1970, 'Measures of multivariate skewness and kurtosis with applications', 
Biometrika, vol. 57, no. 3, pp. 519-530. 

Martin, R & Wall, TD 1989, 'Attentional demands and cost responsibility as stressors in 
shopfloor jobs', Academy of Management Journal, vol. 32, no. 1, pp. 69-86. 

Martínez-Inigo, D, Totterdell, P, Alcover, CM & Holman, D 2007, 'Emotional labour 
and emotional exhaustion: Interpersonal and intrapersonal mechanisms', Work and 
Stress, vol. 21, no. 1, pp. 30-47. 

Maslach, C 1982, Burnout: The cost of caring, Prentice-Hall, Englewood Cliffs, New Jersey. 

Maslach, C & Jackson, SE 1981, 'The measurement of experienced burnout', Journal of 
Occupational Behaviour, vol. 2, no. 2, pp. 99-113. 

Maslach, C & Leiter, MP 2008, 'Early predictors of job burnout and engagement', 
Journal of Applied Psychology, vol. 93, no. 3, pp. 498-512. 

McShane, S, Olekalns, M & Travaglione, T 2010, Organisational Behaviour on the Pacific 
Rim, 3rd edn, McGraw-Hill, Sydney, Australia. 

 397 



Mesmer-Magnus, JR, DeChurch, LA & Wax, A 2012, 'Moving emotional labor beyond 
surface and deep acting: A discordance-congruence perspective', Organizational Psychology 
Review, vol. 2, no. 1, pp. 6-53. 

Mikolajczak, M, Tran, V, Brotheridge, CM & Gross, JJ 2009, 'Using an emotion 
regulation framework to predict the outcomes of emotionallabor', in Emotions in Groups, 
Organizations and Cultures, vol. 5, eds CEJ Härtel, WJ Zerbe & NM Ashkanasy, Emerald 
Group/JAI, Bingly, United Kingdom, pp. 245-273. 

Montes, SD & Irving, PG 2008, 'Disentangling the effects of promised and delivered 
inducements: Relational and transactional contract elements and the mediating role of 
trust', Journal of Applied Psychology, vol. 93, no. 6, pp. 1367-1381. 

Montgomery, AJ, Panagopolou, E, de Wildt, M & Meenks, E 2006, 'Work-family 
interference, emotional labor and burnout', Journal of Managerial Psychology, vol. 21, no. 1,  
pp. 36-51. 

Morris, JA & Feldman, DC 1996a, 'The dimensions, antecedents, and consequences of 
emotional labor', Academy of Management Review, vol. 21, no. 4, pp. 986-1010. 

Morris, JA & Feldman, DC 1996b, 'The impact of emotional dissonance on 
psychological well-being: The importance of role internalisation as a mediating variable', 
Management Research News, vol. 19, no. 8, pp. 19-28. 

Morris, JA & Feldman, DC 1997, 'Managing emotions in the workplace', Journal of 
Managerial Issues, vol. IX, no. 3, pp. 257-274. 

Morrison, E 2010, 'OB in AMJ: What is hot and what is not?', Academy of Management 
Journal, vol. 53, no. 5, pp. 932-936. 

Muraven, M & Baumeister, RF 2000, 'Self-regulation and depletion of limited resources: 
Does self-control resemble a muscle?', Psychological Bulletin, vol. 126, no. 2, pp. 247-259. 

Muraven, M, Tice, DM & Baumeister, RF 1998, 'Self-control as limited resource: 
Regulatory depletion patterns', Journal of Personality and Social Psychology, vol. 74, no. 3,        
pp. 774-789. 

Naring, G, Briet, M & Brouwers, A 2006, 'Beyond demand-control: Emotional labour 
and symptoms of burnout in teachers', Work and Stress, vol. 20, no. 4, pp. 303-315. 

Naring, G & van Droffelaar, A 2007, 'Incorporation of emotional labor in the demand-
control-support model: The relation with emotional exhaustion and personal 
accomplishment in nurses', in Functionality, Intentionality and Morality, vol. 3, eds CEJ 
Härtel, NM Ashkanasy & WJ Zerbe, Elsevier, Sydney, Australia, pp. 221-236. 

O'Brien, M 1994, 'The managed heart revisited: Health and social control', The 
Sociological Review, vol. 42, no. 3, pp. 393-413. 

 398 



Parkinson, B, Totterdell, P, Briner, RB & Reynolds, S 1996, Changing Moods: The 
psychology of mood and mood regulation, Addison Wesley Longman, New York, New York. 

Payne, RL & Fletcher, B 1983, 'Job demands, supports, and constraints as predictors of 
psychological strain among schoolteachers', Journal of Vocational Behavior, vol. 22, no. 2,     
pp. 136-147. 

Philipp, A & Schüpbach, H 2010, 'Longitudinal Effects of Emotional Labour on 
Emotional Exhaustion and Dedication of Teachers', Journal of Occupational Health 
Psychology, vol. 15, no. 4, pp. 494-504. 

Pierce, JL 1999, 'Emotional labor among paralegals', The Annals of the American Academy 
of Political and Social Science, vol. 561, no. 1, pp. 127-142. 

Preacher, KJ & Hayes, AF 2008, 'Asymptotic and resampling strategies for assessing 
and comparing indirect effects in multiple mediator models', Behavior Research Methods, 
vol. 40, no. 3, pp. 879-891. 

Preiss, B 2012, 'RMIT academics really not happy about having to be happy at work ', 
The Age, March 27. 

Pugliesi, K 1999, 'The consequences of emotional labor: Effects on work stress, job 
satisfaction and well-being', Motivation and Emotion, vol. 23, no. 2, pp. 125-154. 

Pugliesi, K & Shook, SL 1997, 'Gender, jobs and emotional labor in a complex 
organization', Social Perspectives on Emotion, vol. 4, pp. 283-316. 

Rafaeli, A & Sutton, RI 1987, 'Expression of emotion as part of the work role', Academy 
of Management Review, vol. 12, no. 1, pp. 23-37. 

Rafaeli, A & Sutton, RI 1989, 'The expression of emotion in organizational life', in 
Research in Organizational Behavior, vol. 11, eds LL Cummings & BM Staw, JAI Press, 
Greenwich, Connecticut, pp. 1-42. 

Rafaeli, A & Sutton, RI 1991, 'Emotional contrast strategies as means of social 
influence: Lessons from criminal investigators and bill collectors', Academy of Management 
Journal, vol. 34, no. 4, pp. 749-775. 

Reichers, AE & Schneider, B 1990, 'Climate and culture: An evolution of constructs', in 
Organizational Climate and Culture, ed. B Schneider, Jossey-Bass, San Francisco, California,  
pp. 5-39. 

Richards, JM & Gross, JJ 1999, 'Composure at any cost? The cognitive consequences of 
emotional suppression', Personality and Social Psychology Bulletin, vol. 25, no. 8, pp. 1033-
1044. 

 399 



Richards, JM & Gross, JJ 2000, 'Emotion regulation and memory: The cognitive costs 
of keeping one's cool', Journal of Personality and Social Psychology, vol. 79, no. 3, pp. 410-
424. 

Robbins, SP & Judge, TA 2011, Organizational Behavior, 14th edn, Prentice-Hall, Upper 
Saddle River, New Jersey. 

Rousseau, DM 1989, 'Psychological and implied contracts in organizations', Employee 
Responsibilities and Rights Journal, vol. 2, no. 2, pp. 121-139. 

Rubin, RS, Tardino, VMS, Daus, CS & Munz, DC 2005, 'A reconceptualization of the 
emotional labor construct: On the development of an integrated theory of perceived 
emotional dissonance and emotional labor', in Emotions in Organizational Behavior, eds 
CEJ Härtel, WJ Zerbe & NM Ashkanasy, Lawrence Erlbaum, Mahwah, New Jersey. 

Russell, JA 2003, 'Core affect and the psychological construction of emotion', 
Psychological Review, vol. 110, no. 1, pp. 145-172. 

Sass, JS 2000, 'Emotional labor as cultural performance: The communication of 
caregiving in a nonprofit nursing home', Western Journal of Communication, vol. 64, no. 3, 
pp. 330-358. 

Schaubroeck, J & Jones, JR 2000, 'Antecedents of workplace emotional labor 
dimensions and moderators of their effects on physical symptoms', Journal of 
Organizational Behavior,  vol. 21, no. 2, pp. 163-183. 

Schmeichel, BJ 2007, 'Attention control, memory updating, and emotion regulation 
temporarily reduce the capacity for executive control', Journal of Experimental Psychology: 
General, vol. 136, no. 2, pp. 241-255. 

Schmitt, N & Kuljanin, G 2008, 'Measurement invariance: Review of practice and 
implications', Human Resource Management Review, vol. 18, no. 4, pp. 210-222. 

Seery, BL & Corrigall, EA 2009, 'Emotional labor: Links to work attitudes and 
emotional exhaustion', Journal of Managerial Psychology, vol. 24, no. 8, pp. 797-813. 

Settoon, RP, Bennett, N & Liden, RC 1996, 'Social exchange in organizations: Perceived 
organizational support, leader-member exchange, and employee reciprocity', Journal of 
Applied Psychology, vol. 81, no. 3, pp. 219-227. 

Sharma, U & Black, P 2001, 'Look good, feel better: Beauty therapy as emotional labor', 
Sociology, vol. 35, no. 4, pp. 913-931. 

Shrout, PE & Bolger, N 2002, 'Mediation in experimental and nonexperimental studies: 
New procedures and recommendations', Psychological Methods, vol. 7, no. 4, pp. 422-445. 

 400 



Simon, HA 1976, Administrative behavior: A Study of Decision-Making in Administrative 
Organization., Third edn, Free Press, New York, New York. 

Smith, P 1992, The Emotional Labor of Nursing, Macmillan, London, United Kingdom. 

Sobel, ME 1982, 'Asymptotic confidence iIntervals for indirect effects in structural 
equation models', Sociological Methodology, vol. 13, pp. 290-312. 

Spector, PE 1987, 'Interactive effects of perceived control and job stressors on affective 
reactions and health outcomes for clerical workers', Work and Stress, vol. 1, no. 2,             
pp. 155-162. 

Spector, PE 2006, 'Method variance in organizational research: Truth or urban legend?', 
Organizational Research Methods, vol. 9, no. 2, pp. 221-232. 

SPSS Inc 2010, SPSS for Windows Version 19.0, Chicago, Illinois. 

Staden, H 1998, 'Alertness to the needs of others: A study of the emotional labour of 
caring', Journal of Advanced Nursing, vol. 27, no. 1, pp. 147-156. 

Stanislavsky, C 1965, An Actor Prepares, Theatre Arts Books, New York, New York. 

Steenkamp, J-BEM & Baumgartner, H 1998, 'Assessing measurement invariance in 
cross-national consumer research ', The Journal of Consumer Research, vol. 25, no. 1, pp. 78-
90. 

Steinberg, RJ & Figart, DM 1999a, 'Emotional demands at work: A job content 
analysis', The Annals of the American Academy of Political and Social Science, vol. 561, pp. 177-
191. 

Steinberg, RJ & Figart, DM 1999b, 'Emotional labor since The Managed Heart', The 
Annals of the American Academy of Political and Social Science, vol. 561, pp. 8-26. 

Stenross, B & Kleinman, S 1989, 'The highs and lows of emotional labour: Detectives' 
encounters with criminals and victims', Journal of Contemporary Ethnography, vol. 17, no. 4,   
pp. 435-452. 

Sweeney, JC & Soutar, GN 2001, 'Consumer perceived value: The development of a 
multiple item scale', Journal of Retailing, vol. 77, no. 2, pp. 203-220. 

Syed, J 2008a, 'From transgression to suppression: Implications of moral values and 
societal norms on emotional labour', Gender, Work and Organization, vol. 15, no. 2,            
pp. 182-201. 

Syed, J 2008b, 'Societal norms and contextual emotional labor', in Emotions, Ethics and 
Decision-Making, vol. 4, eds WJ Zerbe, CEJ Härtel & NM Ashkanasy, Emerald 
Group/JAI, Bingly, United Kingdom, pp. 241-258. 

 401 



Tabachnick, BG & Fidell, LS 2007, Using Multivariate Statistics, 5th edn, Pearson, Boston, 
Massachusetts. 

ter Doest, L & de Jonge, J 2006, 'Testing causal models of job characteristics and 
employee well-being: A replication study using cross-lagged structural equation 
modelling', Journal of Occupational and Organizational Psychology, vol. 79, no. 3, pp. 499-507. 

Theodosius, C 2006, 'Recovering emotion from emotion management', Sociology, vol. 40, 
no. 5, pp. 893-910. 

Theodosius, C 2008, Emotional Labour in Health Care: The unmanaged heart of nursing, 
Routledge, London, United Kingdom. 

Thomas, RW, Soutar, GN & Ryan, MM 2001, 'The selling orientation-customer 
orientation (S.O.C.O.) scale: A proposed short form', Journal of Personal Selling and Sales 
Management,    vol. 21, no. 1, pp. 63-69. 

Tice, DM & Bratslavsky, E 2000, 'Giving in to feel good: The Place of emotion 
regulation in the context of general self-control', Psychological Inquiry, vol. 11, no. 3, pp. 
149-159. 

Totterdell, P & Holman, D 2003, 'Emotion regulation in customer service roles: Testing 
a model of emotional labor', Journal of Occupational Health Psychology, vol. 8, no. 1, pp. 55-
73. 

Tschan, F, Rochat, S & Zapf, D 2005, 'It's not only the client: Studying emotion work 
with clients and co-workers with an event-sampling approach', Journal of Occupational and 
Organizational Psychology, vol. 78, pp. 195-220. 

Tucker, LR & Lewis, C 1973, 'A reliability coefficient for maximum likelihood factor 
analysis', Psychometrika, vol. 38, no. 1, pp. 1-10. 

Turnbull, S 1999, 'Emotional labor in corporate change programmes: The effects of 
organizational feeling rules on middle managers', HRDI, vol. 2, no. 2, pp. 125-146. 

Van Dijk, PA & Kirk-Brown, A 2004, 'It can be exhausting being someone else: An 
evaluation of emotional labour and emotional dissonance in the service experience', 
Proceedings of the 18th Annual Conference of the Australian and New Zealand Academy of 
Management. 

Van Dijk, PA & Kirk-Brown, A 2006, 'Emotional labour and negative job outcomes: 
An evaluation of the mediating role of emotional dissonance', Journal of Management and 
Organization, vol. 12, no. 2, pp. 101-115. 

Van Dijk, PA & Kirk, A 2008, 'Emotional labor and tourism-based visitor interactions: 
Job characteristics as determinants of emotion regulation', Tourism Analysis, vol. 13, no. 
3, pp. 233-243. 

 402 



Van Dijk, PA, Smith, LDG & Cooper, BK 2011, 'Are you for real? An evaluation of the 
relationship between emotional labour and visitor outcomes', Tourism Management, vol. 
32, no. 1, pp. 39-45. 

Van Maanen, J & Kunda, G 1989, '"Real feelings": Emotional expression and 
organizational culture', in Research in Organizational Behavior, vol. 11, eds LL Cummings & 
BM Staw, JAI Press, Greenwich, Connecticut, pp. 43-103. 

Vandenberg, RJ & Lance, CE 2000, 'A review and synthesis of the measurement 
invariance literature: Suggestions, practices, and recommendations for organizational 
research', Organizational Research Methods, vol. 3, no. 1, pp. 4-70. 

Vargo, SL & Lusch, RF 2004, 'The four service marketing myths', Journal of Service 
Research, vol. 6, no. 4, pp. 324-335. 

Viswesvaran, C, Sanchez, JI & Fisher, J 1999, 'The role of support in the process of 
work stress: A meta-analysis', Journal of Vocational Behavior, vol. 54, no. 2, pp. 314-334. 

Wallace, JC, Edwards, BD, Shull, A & Finch, DM 2009, 'Examining the consequences 
in the tendency to suppress and reappraise emotions on task-related job performance', 
Human Performance, vol. 22, no. 1, pp. 23-43. 

Wang, G, Seibert, SE & Boles, T 2011, 'Synthesizing what we have known and looking 
ahead: A meta-analytic review of 30 years of emotional labor research', in What have we 
Learned? Ten Years on, vol. 7, eds CEJ Härtel, WJ Zerbe & NM Ashkanasy, Emerald 
Group Publishing, Bingley, United Kingdom, pp. 1-45. 

Warr, P 1990, 'Decision latitude, job demands, and employee well-being', Work and 
Stress, vol. 4, no. 4, pp. 285-294. 

Warr, P, Cook, J & Wall, TD 1979, 'Scales for the measurement of some work attitudes 
and aspects of psychological well-being', Journal of Occupational Psychology, vol. 52, no. 2, 
pp. 129-148. 

Watson, D, Clark, LA & Tellegen, A 1988, 'Development and validation of brief 
measures of positive and negative affect: The PANAS scale', Journal of Personality and 
Social Psychology, vol. 54, no. 6, pp. 1063-1070. 

Wegge, J, Dick, Rv, Fisher, GK, West, MA & Dawson, JF 2006, 'A test of basic 
assumptions of affective events theory (AET) in call centre work', British Journal of 
Management, vol. 17, no. 3, pp. 237-254. 

Weiss, H 2002, 'Deconstructing job satisfaction: Separating evaluations, beliefs and 
affective experiences', Human Resource Management Review, vol. 12, no. 2, pp. 173-194. 

 

 403 



Weiss, HM & Cropanzano, R 1996, 'Affective events theory: A theoretical discussion of 
the structure, causes and consequences of affective experiences at work', in Research in 
Organizational Behavior, vol. 18, eds BM Staw & LL Cummings, JAI Press, Greenwich, 
Connecticut, pp. 1-74. 

West, SG, Finch, JF & Curran, PJ 1995, 'Structural equation models with nonnormal 
variables: Problems and remedies', in Structural Equation Modeling: Concepts, issues, and 
applications, ed. RH Hoyle, Sage, Thousand Oaks, California, pp. 56-75. 

Wharton, AS 1993, 'The affective consequences of service work: Managing emotions on 
the job', Work and Occupations, vol. 20, no. 2, pp. 205-232. 

Wharton, AS 1999, 'The psychosocial consequences of emotional labor', The Annals of 
the American Academy of Political and Social Science, vol. 561, no. 1, pp. 158-176. 

Wharton, AS & Erickson, RJ 1993, 'Managing emotions on the job and at home: 
Understanding the consequences of multiple roles', Academy of Management Review, vol. 
18, no. 3, pp. 457-486. 

Wilk, SL & Moynihan, LM 2005, 'Display rule "regulators": The relationship between 
supervisors and worker emotional exhaustion', Journal of Applied Psychology, vol. 90, no. 5,   
pp. 917-927. 

Williams, LJ, Vandenberg, RJ & Edwards, J 2009, 'Structural equation modeling in 
management research: A guide for improved analysis', The Academy of Management Annals, 
vol. 3, no. 1, pp. 543-604. 

Wright, TA & Hobfoll, SE 2004, 'Commitment, psychological well-being and job 
performance: An examination of conservation of resources (COR) theory and job 
burnout', Journal of Business and Management, vol. 9, no. 4, pp. 389-406. 

Yanay, N & Shahar, G 1998, 'Professional feelings as emotional labor', Journal of 
Contemporary Ethnography, vol. 27, no. 3, pp. 346-373. 

Yang, F-H & Chang, C-C 2008, 'Emotional labour, job satisfaction and organizational 
commitment amongst clinical nurses: A questionnaire survey', International Journal of 
Nursing Studies, vol. 45, no. 6, pp. 879-887. 

Yang, J & Mossholder, KW 2004, 'Decoupling task and relationship conflict: The role 
of intragroup emotional processing', Journal of Organizational Behavior, vol. 25, no. 5, pp. 
589-605. 

Zammuner, VL & Galli, C 2005a, 'The relationship with patients: "Emotional labour" 
and its correlates in hospital employees', in Emotions in Organizational Behavior, eds CEJ 
Härtel, WJ Zerbe & NM Ashkanasy, Lawrence Erlbaum, Mahwah, New Jersey. 

 404 



Zammuner, VL & Galli, C 2005b, 'Wellbeing: Causes and consequences of emotion 
regulation in work settings', International Review of Psychiatry, vol. 17, no. 5, pp. 355-364. 

Zapf, D 2002, 'Emotion work and psychological well-being: A review of the literature 
and some conceptual considerations', Human Resource Management Review, vol. 12, pp. 
237-268. 

Zapf, D & Holz, M 2006, 'On the positive and negative effects of emotion work in 
organizations', European Journal of Work and Organizational Psychology, vol. 15, no. 1, pp. 1-
28. 

Zapf, D, Seifert, C, Schmutte, B, Mertini, H & Holz, M 2001, 'Emotion work and job 
stressors and their effects on burnout', Psychology and Health, vol. 16, pp. 527-545. 

Zapf, D, Vogt, C, Seifert, C, Mertini, H & Isic, A 1999, 'Emotion work as a source of 
stress: The concept and development of an instrument', European Journal of Work and 
Organizational Psychology, vol. 8, no. 3, pp. 371-400. 

Zeithaml, V, Parasuraman, A & Berry, LL 1990, Delivering Quality Service: Balancing 
customer perceptions and expectations, Free Press, New York, New York. 

Zerbe, WJ 2000, 'Emotional dissonance and employee well-being', in Emotions in the 
Workplace: Research, theory, and practice, eds NM Ashkanasy, CEJ Härtel & WJ Zerbe, 
Quorum Books, Westport, Connecticut. 

Zerbe, WJ, Ashkanasy, NM & Härtel, CEJ (eds) 2006, Individual and Organizational 
Perspectives on Emotion Management and Display, Elsevier Science/JAI, Oxford, United 
Kingdom. 

Zerbe, WJ, Härtel, CEJ & Ashkanasy, NM (eds) 2008, Emotions, Ethics and Decision-
Making, Emerald Group/JAI, Bingly, United Kingdom. 

Zerbe, WJ, Härtel, CEJ & Ashkanasy, NM (eds) 2010, Emotions and Organizational 
Dynamism, Emerald Group/JAI, Bingly, United Kingdom. 

 

 
 

 405 


	Declaration
	Abstract
	Table of Contents
	Acknowledgements
	List of Figures
	List of Tables
	Chapter 1 An Introduction to the Research Project
	1.1 Introduction
	1.2 Key Definitions
	1.3 The Background to the Present Research Project
	1.4 Research Objectives
	1.4.1 Consolidating the Emotional Labour Research
	1.4.2 A Neglected Aspect of Workplace Emotion Regulation: The Case for Emotion Work
	1.4.3 Conceptualising and Operationalising Emotion Work
	1.4.4 Proposing and Testing a Model of Workplace Emotion Regulation (Inclusive of Emotion Work and Emotional Labour)

	1.5 The Research Questions
	1.6 The Project’s Research Contributions
	1.6.1 Theoretical Contributions
	1.6.2 Empirical Contributions
	1.6.3 Practical Contributions

	1.7 An Outline of the Thesis
	1.8 Conclusions

	Chapter 2 Workplace Emotion Regulation: Making the Case for Emotional Labour and Emotion Work
	2.1 Introduction
	2.2 Emotion in the Workplace
	2.3 The Origins of Workplace Emotion Regulation: Emotional Labour and Hochschild’s Research
	2.4 Conceptualisations of Emotional Labour
	2.4.1 Emotional Job Demands (EJD)
	2.4.2 Emotional Behavioural Display
	2.4.3 Emotional Dissonance
	2.4.4 Emotional Labour Strategies and Emotion Regulation
	2.4.5 An Integrated View
	2.4.6 Conclusions

	2.5 Expanding Workplace Emotion Regulation: Including Emotion Work
	2.5.1 Disentangling Emotional Labour and Emotion Work
	2.5.2 The Importance of Research in the Area of Emotion Work
	2.5.3 Conceptualising Emotion Work: Emotion Regulation
	2.5.4 Proposed Negative Consequences of Emotion Work
	2.5.5 Existing Research in the Area of Emotion Work
	2.5.5.1 Conceptual Models Inclusive of Aspects of Emotion Work
	2.5.5.2 Emotion Work Research: Employee-Supervisor Interactions
	2.5.5.3 Emotion Work Research: Employee-Employee Interactions

	2.5.6 Summary

	2.6 A Proposed Typology of Emotion Regulation in the Workplace
	2.7 Conclusions

	Chapter 3 A Workplace Emotion Regulation Model
	3.1 Introduction
	3.2 Conclusions from Chapter Two
	3.3 Some Emotion Regulation Models
	3.3.1 Grandey’s (2000) Emotion Regulation Model
	3.3.2 Rubin, Tardino, Daus and Munz (2005) Emotion Regulation Model
	3.3.3 Holman, Martinez-Inigo and Totterdell (2008) Emotion Regulation Model
	3.3.4 Summary

	3.4 A New Workplace Emotion Regulation Model
	3.4.1 Model Building: Addressing Concerns of Previous Conceptual Models
	3.4.2 Model Building: Incorporating Empirical Findings
	3.4.3 Model Building: Theoretical Approaches

	3.5 Antecedents
	3.5.1 Workload
	3.5.2 Emotional Job Demands
	3.5.3 Positive and Negative Affect
	3.5.4 Social Support

	3.6 Outcomes
	3.6.1 Burnout
	3.6.1.1 Emotion Regulation and Resource Theories
	3.6.1.2 Emotion Regulation and Social Interaction Theories
	3.6.1.3 Emotion Regulation and Burnout: Empirical Findings
	3.6.1.4 Genuine Expression and Burnout: Empirical Findings
	3.6.1.5 Emotion Work and Burnout
	3.6.1.6 Emotion Work: Empirical Studies
	3.6.1.7 Emotion Work and the Strength Model of Self-control

	3.6.2 Job Satisfaction

	3.7 Mediator
	3.7.1 Emotional Dissonance

	3.8 A Structural Workplace Emotion Regulation Model
	3.9 Conclusions

	Chapter 4 Study One- The Research Approach and Methodology for the Hospital-Based Nurse Sample
	4.1 Introduction
	4.2 The Hospital-Based Nurse Sample (Sample 1)
	4.3 The Measures Used for Study One
	4.3.1 Workload
	4.3.2 Emotional Job Demands
	4.3.3 Positive and Negative Affect Scale
	4.3.4 Social Support
	4.3.5 Emotional Dissonance
	4.3.6 Emotional Labour
	4.3.7 Emotion Work
	4.3.8 Genuine Expression
	4.3.9 Job Satisfaction
	4.3.10 Burnout

	4.4 Data Collection Procedure – The Hospital-Based Nurse Sample
	4.5 Data Analysis Procedures
	4.5.1 Preliminary Analysis of the Data
	4.5.2 Validating the Measures
	4.5.2.1 Unidimensionality
	4.5.2.1.1 The Chi-square Statistic and the Normed Chi-square Statistic (χ2)
	4.5.2.1.2 The Comparative Fit Index (CFI)
	4.5.2.1.3 The Tucker-Lewis Index (TLI)
	4.5.2.1.4 The Goodness of Fit (GFI) and Adjusted Goodness of Fit (AGFI)
	4.5.2.1.5 The Root Mean Square Error of Approximation (RMSEA)

	4.5.2.2 Construct Reliability
	4.5.2.3 Convergent Validity
	4.5.2.4 Discriminant Validity

	4.5.3 Assessing the Measurement Model
	4.5.4 Estimating the Structural Model
	4.5.4.1 Model Fit
	4.5.4.2 Assessing the Hypotheses
	4.5.4.3 Direct and Indirect Effects
	4.5.4.4 Explained Variance


	4.6 Conclusions

	Chapter 5 Study One- An Assessment of the Measurement Properties of the Constructs for the Hospital-Based Nurse Sample
	5.1 Introduction
	5.2 A Preliminary Analysis of the Data: Data Cleaning and Assumption Testing
	5.3 Examining the Measurement Properties of Each Construct
	5.4 The Confirmatory Factor Analyses for Sample One
	5.4.1 Emotional Job Demands
	5.4.2 Workload
	5.4.3 Positive and Negative Affect
	5.4.4 Emotional Labour
	5.4.5 Emotion Work
	5.4.6 Emotional Dissonance
	5.4.7 Genuine Expression
	5.4.8 Supervisory Support
	5.4.9 Burnout
	5.4.10 Job Satisfaction

	5.5 Construct Reliability
	5.6 Convergent and Discriminant Validity
	5.6.1 Convergent Validity
	5.6.2 Discriminant Validity
	5.6.3 Summary

	5.7 Descriptive Statistics for the Retained Variables
	5.8 Results for Testing the Hypotheses
	5.9 A Revised Model
	5.10 Conclusions

	Chapter 6 Study One - An Assessment of the Measurement Model and the Structural Model for the Hospital -Based Nurse Sample
	6.1 Introduction
	6.2 Testing some Multivariate Assumptions
	6.3 The Measurement Model
	6.4 Testing the Revised Structural Models
	6.5 Testing the Impact of Emotion Regulation Strategies on Burnout
	6.5.1 Model Fit
	6.5.2 Structural Path Coefficients
	6.5.3 An Assessment of Total Effects, Direct Effects and Indirect Effects
	6.5.4 An Assessment of Mediation
	6.5.5 The Variance Explained
	6.5.6 A Summary of the Hypotheses and the Findings Relating to Burnout

	6.6 Testing the Impact Emotion Regulation Strategies have on Job Satisfaction
	6.6.1 Model Fit
	6.6.2 The Structural Path Coefficients
	6.6.3 An Assessment of Total Effects, Direct Effects and Indirect Effects
	6.6.4 The Variance Explained
	6.6.5 A Summary of the Hypotheses and Findings Relating to Job Satisfaction

	6.7 Conclusions

	Chapter 7 Study Two- Research Approach and Methodology for the Community-Based Nurse Sample
	7.1 Introduction
	7.2 The Revised Measures and Models
	7.3 The Community-Based Nurse Sample
	7.4 The Measures Used in Study Two
	7.5 Data Collection Procedure – Community-Based Nurse Sample
	7.6 Data Analysis Procedures
	7.6.1 A Preliminary Analysis of the Data
	7.6.1.1 Unidimensionality
	7.6.1.2 Construct Reliability
	7.6.1.3 Convergent Validity
	7.6.1.4 Discriminant Validity
	7.6.1.5 Measurement Properties: Invariance Analysis

	7.6.2 Assessing the Multiple-Group Measurement Model
	7.6.3 Testing the Multiple-Group Structural Model
	7.6.3.1 Direct and Indirect Effects
	7.6.3.2 Explained Variance


	7.7 Conclusions

	Chapter 8 Study Two - The Variables’ Measurement Properties, the Measurement Model and the Structural Model for the Community-Based Nurse Sample
	8.1 Introduction
	8.2 A Preliminary Analysis of the Data
	8.3 The Measurement Properties and Generalisability of Each Variable
	8.3.1 Configural Invariance for Sample Two
	8.3.2 The Metric Invariance Analysis of the Variables

	8.4 Construct Reliability
	8.5 Convergent and Discriminant Validity
	8.5.1 Convergent Validity
	8.5.2 Discriminant Validity

	8.6 The Reliability and Validity of the Refined Variables
	8.7 Descriptive Statistics for the Retained Variables
	8.8 Testing the Hypotheses
	8.9 Testing some Multivariate Assumptions
	8.10 Assessing the Measurement Model with the Community-Based Nurses’ Sample
	8.11 Testing the Structural Model: Invariance from Sample One to Sample Two
	8.11.1 A Revised Model
	8.11.2 Equivalence Analysis
	8.11.3 The Impact Emotion Regulation Strategies have on Burnout: Assessing Model Equivalence
	8.11.4 The Impact Emotion Regulation Strategies have on Job Satisfaction: Assessing Model Equivalence

	8.12 A Comparison of the Total Effects, Direct Effects and Indirect Effects for Study One and Two
	8.13 The Variance Explained
	8.14 Conclusions

	Chapter 9 Study Three - The Research Approach and Methodology for Study Three
	9.1 Introduction
	9.2 The Broad Occupational Groups
	9.3 The Measures Used in Study Three
	9.4 Data Collection Procedures
	9.5 Data Analysis Procedures
	9.5.1 A Preliminary Analysis of the Data
	9.5.2 Generalising the Measures
	9.5.2.1 Unidimensionality
	9.5.2.2 Construct Reliability
	9.5.2.3 Convergent Validity
	9.5.2.4 Discriminant Validity
	9.5.2.5 Invariance Analysis

	9.5.3 Assessing the Measurement Model
	9.5.4 Estimating the Structural Model
	9.5.4.1 Model fit
	9.5.4.2 Assessing the Hypotheses
	9.5.4.3 Direct and Indirect Effects
	9.5.4.4 Explained Variance

	9.5.5 Testing the Multiple-Group Structural Model

	9.6 Conclusions

	Chapter 10 Study Three - Generalising and Extending the Model: An Assessment of the Variables’ Measurement Properties, the Measurement Model and the Structural Model across the Three Occupational Groups
	10.1 Introduction
	10.2 Preliminary Data Analysis: Data Cleaning and Assumption Testing
	10.3 Examining the Variables’ Measurement Properties
	10.4 The Confirmatory Factor Analyses
	10.5 The Variables’ Invariance
	10.5.1 Goodness of Fit for the Other Occupational Groups
	10.5.2 Metric Invariance Analysis for All of the Variables

	10.6 Construct Reliability
	10.7 Convergent and Discriminant Validity
	10.7.1 Convergent Validity
	10.7.2 Discriminant Validity
	10.7.3 The Variables’ Measurement Properties

	10.8 The Refined Variables’ Descriptive Statistics
	10.9 Testing Hypotheses
	10.10 Testing some Multivariate Assumptions
	10.11 Assessing the Measurement Model
	10.12 Estimating the Structural Models
	10.13 Examining the Estimated Models: Beyond the Nursing Data
	10.14 The Impact Emotion Regulation Strategies have on Burnout
	10.14.1 Model Fit
	10.14.2 The Structural Path Coefficients
	10.14.3 An Assessment of Total Effects, Direct Effects and Indirect Effects
	10.14.4 An Assessment of Mediation
	10.14.5 The Variance Explained in the Endogenous Variables
	10.14.6 A Summary of the Hypotheses and the Findings Relating to Burnout

	10.15 The Impact Emotion Regulation Strategies have on Job Satisfaction
	10.15.1 Model Fit
	10.15.2 The Structural Path Coefficients
	10.15.3 An Assessment of Total Effects, Direct Effects and Indirect Effects
	10.15.4 The Variance Explained in the Endogenous Variables
	10.15.5 A Summary of the Hypotheses and Findings Relating to Job Satisfaction

	10.16 The Revised Models
	10.16.1 Equivalence Analysis
	10.16.2 Testing the Impact of Emotional Labour on Burnout: Assessing Model Equivalence
	10.16.3 The Impact of Emotional Labour on Job Satisfaction: An Assessment of Model Invariance

	10.17 A Summary of Study One, Study Two and Study Three
	10.17.1 The Measures
	10.17.2 The Antecedents of Workplace Emotion Regulation
	10.17.3 Workplace Emotion Regulation Outcomes
	10.17.3.1  The Burnout Dimensions
	10.17.3.2 The Job Satisfaction Dimensions
	10.17.3.3 Emotion Work and Emotional Labour Distinction


	10.18 Conclusions

	Chapter 11 Discussion and Conclusions
	11.1 Introduction
	11.2 The Research Questions
	11.2.1  Conceptualisation and Operationalisation of Emotional Labour
	11.2.2 Emotion Work Independent of Emotional Labour
	11.2.3 A Conceptualisation and Operationalisation of Emotion Work and its Relationship with Emotional Labour
	11.2.4 Emotion Work, Emotional Labour and Other Related Measures
	11.2.5 Antecedents and Outcomes of Emotion Work and Emotional Labour
	11.2.5.1 Predicting Workplace Emotion Regulation Strategies
	11.2.5.2 Predicting Burnout
	11.2.5.3 Predicting the Two Dimensions of Job Satisfaction


	11.3 Theoretical and Empirical Contributions
	11.3.1 Theoretical Contributions
	11.3.2 Empirical Contributions
	11.3.3 Practical Implications

	11.4 Limitations and Future Research
	11.5 Conclusions

	Appendices
	References

