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ABSTRACT 

 

Recent studies on emotional labor address how worker emotional behavior is influenced 

by and influences organizational routines. To build upon existing theories, this dissertation 

investigates the determinants and consequences of emotional labor from a perspective on the 

interaction of self and organization. More specifically, the dissertation offers a model of 

emotional labor that combines dramaturgical and dispositional approaches. In this model, display 

rules (the standards for appropriate expression of emotions on the job) and 

individual/organizational well-being (i.e., emotional exhaustion and service performance) act as 

the antecedents and consequences of emotional labor respectively. In addition, it posits that there 

can be mutual influences between organizational settings and personal traits on emotional 

behavior. Thus, individual differences—including public service motivation and emotional 

intelligence—are hypothesized to moderate the relationships among the antecedents, dimensions, 

and consequences of emotional labor. 

The data for hypothesis testing were collected by means of self-report survey, developed 

on the basis of a theoretical analysis of relevant literature. Questionnaires were administered to 

the Certified Public Manager (CPM) program students who are currently working full-time in 

service occupations in Florida. Structural equation modeling (SEM) and moderated multiple 

regression (MMR) analysis were employed to test the proposed model. 

Analytical results provided support for hypotheses set forth regarding the determinants 

and consequences of emotional labor, while the majority of the moderating hypotheses failed to 

be supported. The findings include: positive display rules (what to express on the job) contribute 

to more attempts to modify inner feelings to match the required emotional displays. In contrast, 

negative display rules (what not to express) result in the adjustment of observable emotional 

expressions to pretend feeling a desired emotion. Also, the increased emotional inauthenticity 

opens a window for a greater risk of job stress. In addition, more emotive efforts made by 

employees to approximate the desired emotion lead to better service performance. However, 

emotional inauthenticity often results in poor service performance. Finally, workers with higher 

levels of compassion will exert more efforts to comply with organizational rules and norms and 

report less emotive dissonance when dealing with clients/customers. Besides, commitment to 



 xi

public interest, compassion, and effective emotional regulation contribute to better service 

performance. 

The work advances the understanding of the subtleties of emotional labor in public 

service roles. Information provided not only reconciles the disputes between the dramaturgical 

and dispositional approaches of emotional labor, but also allows practitioners to better target 

their emotion management strategies and limit the potentially harmful consequences to worker 

health and performance. Findings demonstrate that the attention paid to the tasks performed by 

employees who work “with heart” to deliver services is of vital importance to enhance public 

service. 

.



 1

CHAPTER ONE 

INTRODUCTION 

 

Life’s a burden. Bear it. 

Life’s a duty. Dare it. 

Life’s a thorn crown. Wear it. 

And Spurn to be the Coward. 

—Jane Addams 

 

As implied from the above quotation, the increase in the variety and importance of public 

service requires workers to have a sense of zeal and self-determination toward their jobs. They 

often have to pursue what is best for the whole community at a conscious sacrifice of self-

interest. This study examines a critical element of quality public service—emotional labor 

defined as the act of expressing appropriate emotions to citizens. The main objective is to probe 

the determinants and consequences of performing desirable work-related emotions during service 

transactions. This chapter starts with an introduction of the background of this study, followed by 

research questions and a discussion of their importance. 

 

Background of the Study 

 

In the past, organizational sciences, including public administration, seemingly remained 

under the thrall of the rational image of organizations advanced with Max Weber’s (1947) theory 

of bureaucracy. He suggested that bureaucracy is the dominant organization form in a legal-

rational society with the characteristics of efficiency, predictability, calculability, and 

impersonality. Thus, the workplace was promoted naively as an emotion-free environment with 

decisions made on a rational basis only (Fineman, 1999). The denial of emotional factors is 

neither realistic nor plausible. Although it is true that emotions could sometimes become 

dysfunctional for individuals and organizations, many have argued for attention to the functional 

role of human emotions (Armon-Jones, 1986; Averill, 1980; Fineman, 1999; Goffman, 1959, 

1961; Hochschild, 1979, 1983; Mameli, 2004; Keltner & Haidt, 2001; Thoits, 1989, 2001). Thus, 

while scholars and practitioners continued to privilege the rational aspects of organization, in the 
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late 1980s some organizational scientists turned away from rationalism and toward a more 

humanist view that could take account of the emotional side of organizational life. 

Perhaps the most prominent stream of research dealing with the expression of emotions 

focuses on what is called emotional labor—a term coined by sociologist Arlie Hochschild in 

1983 in The Managed Heart. Emotional labor is used to refer to situations in which employees 

are expected to actively display socially and organizationally desired emotions as they engage in 

job-related interactions with the people they serve (Ashforth & Humphrey, 1993; Callahan & 

McCollum, 2002; Guy et al., 2008; Hochschild, 1983; Morris & Feldman, 1997; Rafaeli & 

Sutton, 1987). Thus, Hochschild’s concept is essentially different from another type of emotion 

management at work, “intra-organizational emotional labor,” which represents the control of 

emotional expression while interacting with other members within an organization (Briner, 1999). 

Because of Hochschild’s work, emotional labor has become a topic of research interest to 

contemporary organizational scholars. The subject can be found in the fields of sociology, 

management, organizational behavior, occupational psychology, education, and criminology. In 

addition, it has been applied to the study of a variety of occupations, for example, bank clerks 

(Pugh, 2001; Wharton, 1993), debt collectors (Morris & Feldman, 1997), call center workers 

(Lewig & Dollard, 2003; Mulholland, 2002; Shuler & Sypher, 2000; Totterdell & Holman, 2003; 

Zapf et al., 1999), cruise ship employees (Tracy, 2000), flight attendants (Heuven et al., 2006; 

Hochschild, 1983), health care workers (Bono et al, 2007; Wharton, 1993; Zammuner & Galli, 

2005), hotel employees (Chu, 2002; Glomb & Tews, 2004; Grandey et al., 2002; Zapf et al., 

1999), restaurant waiters/waitresses (Abraham, 1998), school teachers (Kruml & Geddes, 2000a), 

supermarket cashiers (Rafaeli, 1989; Rafaeli & Sutton, 1990), surveyors (Schaubroeck & Jones, 

2000), telephone operators (Wilk & Moynihan, 2005), university employees (Grandey, 2003; 

Pugliesi, 1999), zoo workers (Van Dijk & Brown, 2006).  

In the public administration literature, Guy and Newman (2004) first introduced the 

concept of emotional labor through the lens of gender segregation in the workplace. They 

contended that, because emotional labor is often work that requires nurturing and caring, it is 

characterized as “women’s work” and is undervalued in the labor marketplace. The argument 

that emotional labor is marginalized (for example, it is often not included in annual performance 

evaluations) is sustained by related work. Mastracci, Newman, and Guy (2006) confirmed that 

the majority of the performance instruments used by public agencies did not identify the 
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performance of emotion work. Even though the work was often uncompensated, research by 

Meier and his colleagues (2006) revealed that emotional labor leads to better performance in 

public schools.  

This dissertation builds upon the recent appreciation for emotional labor. Since Stivers’ 

(1995, 2000, 2005) work highlights that the caring function is inherent to public service, it is 

worthwhile to pay more attention to the tasks performed by employees who work “with heart” to 

deliver services. The essence and significance of emotional labor in public service roles should 

be addressed in theory, and further investigations are required.  

 

Statement of Problem 

 

The purpose of this study is to explain how emotional labor is influenced by, and 

influences, day-in and day-out organizational routines. Emotional labor—generally defined as 

the act of expressing socially embedded, organizationally desired emotions during worker-citizen 

interactions—is the central focus here. By adopting elements of Erving Goffman’s (1959, 1961) 

analysis of face-to-face interaction, Hochschild defined emotional labor as the “management of 

feeling to create a publicly observable facial and bodily display” (1983: 7). This creates a 

dramaturgical image of service interactions, where the client is the audience, the employee is the 

actor, the work setting is the stage, and the rule for emotional display is the script (Grandey, 

2000). The dramaturgical perspective provides a way of thinking about service encounters as a 

performance directed by an organization or through other institutional mechanisms. Until now, 

however, it has not been clear what the “script”—the standards for the appropriate expression of 

emotions on the job—means to employees and to what extent it regulates their emotional 

displays. Thus, the first research question the study attempts to answer is: “How do organizations 

control how employees control their emotions at work?” This question addresses the antecedents 

of emotional labor from a dramaturgical approach. Positive and negative display rules are used to 

conceptualize the answer. 

In contrast to many sociologists like Hochschild (1979, 1983) (who frame emotional 

labor as a behavior constituted and commodified by organizations), researchers in organizational 

psychology (e.g., Abraham, 1998; Erickson & Ritter, 2001; Heuven et al., 2006; Mattila et al, 

2003; Morris & Feldman, 1996, 1997; Prati, 2004; Wharton, 1999; Zapf & Holz, 2006) apply a 
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dispositional approach to emotional labor. Many of them have demonstrated that personality 

traits (e.g., affectivity, self-efficacy, or emotional intelligence) may play a primary role in 

explaining variation in the performance of emotional labor and its consequences. Since 

individual differences in emotional reaction exist even under similar environmental conditions, 

these variables must be explained and dealt with theoretically if researchers are to understand the 

determinants of emotional labor. Thus, this dissertation posits that there can be mutual influences 

between macroscopic (e.g., display rules) and microscopic (e.g., personal traits) factors that 

determine workers’ emotional coping strategies during service encounters. This dissertation then 

attempt to answer the following question in this study: “How do individual differences influence 

workers’ reaction to emotional display rules?” By individual differences this study means 

workers’ motivation and ability to manage job-related emotions. Public service motivation and 

emotional intelligence are used to represent the two individual dispositions. 

Regarding the consequences of emotional labor in organizations, mixed findings are 

reported by researchers. Numerous studies address the unfavorable consequences of emotional 

labor, such as burnout (Grandey, 2000; Hochschild, 1983; Montgomery et al., 2006; Morris & 

Feldman, 1996; Van Dijk & Kirk-Brown, 2006; Zapf & Holz, 2006; Zerbe, 2000), stress 

(Ashforth & Humphrey, 1993; Grandey, 2000), job-induced tension (Liu et al, 2004), and 

depersonalization (Zapf & Holz, 2006; Zerbe, 2000). However, emotional labor also has been 

shown to lead to job satisfaction (Guy et al., 2008), emotional adaptability (Schaubroeck & Jones, 

2002), and increased client satisfaction (Hsieh & Guy, 2009). Such mixed findings call for more 

work to be done to reconcile these disagreements. Many of the disparities in the existing research 

about the consequences of emotional labor may be resolved by considering the characteristics of 

individual workers. Thus, the last research question is: “How do employees’ motivation and 

ability moderate the relationship between emotional labor and its consequences, i.e. emotional 

exhaustion and service performance?” 

 This dissertation incorporates the research questions and creates a model of emotional 

labor that combines the dramaturgical and dispositional approaches. 
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Significance of the Study 

 

This study has significant theoretical implications for research in public administration 

and organizational behavior, as well as practical implications for managers and workers in public 

service roles. 

First, the study contributes to scholarship by enriching public management theory. In 

comparison with the research trend in other disciplines, emotional labor research in public 

administration is just now emerging. Although Thompson (1978) advocated the significance of 

compassion in serving citizens, Lipsky (1980) drew attention to the study of street-level 

bureaucrats, Goodsell (1981) proposed to rebuild a new relationship between public officials and 

the public, and Pogrebin & Poole (1995) revealed the dynamics of emotion management among 

police officers, researchers and managers still pay little attention to emotional labor—the “heart” 

of service work. Frederickson (1997) pointed out that, although the spirit of public 

administration combines rational and empirical knowledge built on experience, wisdom, and 

judgment, theories and practices derived solely from rational assumptions may be unable to 

account for important elements in the field, such as compassion and benevolence. Thus, with the 

inspiration of previous work on emotional labor in public sector (e.g. Guy & Newman, 2004; 

Mastracci et al., 2006; and Guy et al., 2008), this study extends the findings and scope of 

research on emotional labor.  

Second, this dissertation provides insights on two disputations among the research on 

emotional labor. First, the search for determinants of emotional labor often looks at either work 

setting or personality variables. However, this is an unsatisfactory strategy because the two sets 

of causal variables may not capture the social nature of emotional labor. Thus, this dissertation 

proposes an integrative analysis of emotional labor, which views it as dependent on institutional 

forces moderated by individual differences. This approach reminds scholars and practitioners 

that it is not the person or the work environment alone that is responsible for the behavior of 

emotional laborers. Second, in terms of the consequences of performing emotional labor, 

previous research has implicitly or explicitly concluded that emotional labor has negative and 

dysfunctional consequences for workers (Adelmann, 1989; Erickson, 1991; Hochschild, 1983). 

This study will broaden the existing literature by dealing with a comprehensive view of 

emotional work. This study challenges the underlying assumptions that cast workplace emotions 
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in a negative light and suggests the possibility that, under certain conditions, performing 

emotional labor actually leads to favorable outcomes. 

Finally, for practitioners, if emotional labor is the key to performing excellent public 

service, they need to have a thorough understanding of it and its effects in order to manage it 

better. Thus, there are implications for more effective management of emotions during service 

transactions. For example, rather than telling workers what not to express on the job, it would be 

more favorable and helpful if organizations specify appropriate expression of emotions for 

workers to follow. In addition, selection of capable workers, enhancement of positive service 

attitude, and training of interpersonal skills can facilitate emotional labor and its positive 

outcome. For workers, this dissertation suggests that it is crucial to lower emotional 

inauthenticity when dealing with clients/customers and master emotions without letting emotions 

control the situation; otherwise, exhaustion and frustration may take over their work lives. 

Therefore, coping strategies for effective emotional management need to be cultivated and 

developed in order to perform the work well. 

This research also reminds managers that emotional labor can be better targeted within 

those interactions where such service is most expected and required. The role of management in 

shaping expectations about emotional expression comes into play indirectly through the 

organizational context, including recruitment and selection, socialization, rewards and 

punishments, work design, workplace values and norms. This is not to say that organizations 

should not interfere with their employees’ emotional displays. However, as suggested by Morris 

and Feldman (1996), the purpose of these managerial activities is to ensure that employees 

possess enough self-regulation to conform to their job roles, through meeting, maintaining, and 

changing them when necessary. 

 

Summary 

 

The rapid and significant increase in the number of jobs that require regulated displays of 

emotion, as well as the potential impact of emotional displays on service quality, makes this 

issue worthy of additional attention. This study is designed to reveal emotional labor in public 

service and this chapter has introduced background information to explain the emergence of 

emotional labor studies in the field of public administration, followed by research questions and 
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a discussion of their importance. The remainder of the dissertation investigates the questions 

proposed in this chapter. It is organized into four chapters: 

Chapter Two compares and contrasts extant definitions on emotional labor to clarify 

common dimensions of this concept. In addition to the conceptualization of emotional labor, the 

chapter explores appropriate literatures on the determinants and consequences of emotional labor 

and then presents the research models and specific hypotheses to be tested. A thorough review 

and comparison of dramaturgical and dispositional approaches to the study of emotional labor is 

presented in the same section. Chapter Three describes the research methodology employed in 

this study. Sampling procedure and data collection efforts are introduced first. Then, measures of 

research variables are explained. Finally, the chapter explains techniques used to analyze the data. 

Chapter Four reports and discusses the statistical results based on the survey findings. 

Characteristics of the data and descriptive statistics of the survey items are presented, followed 

by two phases of data analyses. Evaluation of proposed hypotheses comes after the display of 

analytical results. Chapter Five provides concluding observations drawn from the study. It begins 

with a review of key findings. In addition, theoretical and practical implications of this study are 

examined. An assessment of the shortcomings of the study and an agenda for future research are 

included. 
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CHAPTER TWO 

LITERATURE REVIEW 

 

This chapter examines the literature on emotion labor. It starts with a brief overview of 

the definitions of emotional labor at work. The construct domain of emotional labor is then 

examined. Comparisons between dramaturgical and dispositional approaches to the study of 

emotional labor will be delineated. Finally, this chapter offers a review of the existing theoretical 

and empirical development on the antecedents and consequences as well as moderators of 

emotional labor. The relevant research hypotheses are developed followed by the literature 

review. 

 

Conceptualization of Emotional Labor 

 

Emotional labor is crucial to the functioning of many organizations. Since the economy 

has shifted from manufacturing to services, the nature of job roles has changed to a great extent. 

While workers in factories deal with machines, workers in service occupations interact with 

people. Thus, emotional labor occurs commonly in the workplace. Jobs involving emotional 

labor possess three characteristics (Hochschild, 1983): (1) they entail face-to-face or voice-to-

voice interactions with the public; (2) they require the worker to produce an emotional state or 

reaction in the client/customer; and (3) the display of emotions has to follow certain rules, called 

feeling rules (Hochschild, 1979, 1983) or display rules (Ashforth & Humphrey, 1993; Ekman, 

1973; Rafaeli & Sutton, 1989). According to Hochschild, about one-third of all jobs require 

substantial amounts of emotion management in the workplace. 

Definitions 

Any attempt to conceptualize emotional labor begins with the seminal work of 

Hochschild (1979, 1983). Hochschild (1979) originally proposed the term “emotion work” to 

capture the essence of the thoughtful control and presentation of emotions to others in a variety 

of interpersonal contexts. Later, Hochschild (1983) coined the term “emotional labor” to capture 

a very specific meaning associated with the management of emotions, namely being paid to 

manifest a specific emotional state as part of one’s job. Although some studies use the two terms 
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interchangeably, there is a distinction between them. By using Hochschild’s words, emotion 

work and emotional labor differ in the extent of use versus exchange value: 

I use the term emotional labor to mean the management of feeling to create a 

publicly observable facial and bodily display; emotional labor is sold for a wage and 

therefore has exchange value. I use the synonymous terms emotion work or emotion 

management to refer to these same acts done in a private context where they have 

use value (p. 7). 

Callahan and McCollum (2002) expounded the distinction between emotion work and 

emotional labor by elaborating the ideas of use versus exchange value as well as internal versus 

external control (see Figure 2.1). According to them, use value is the inherent and natural worth 

of something, whereas exchange value is perceived as the ability to be exchanged for something 

else of value. Emotion work has use value because, when individuals display appropriate 

emotion to perform their job, it provides a chance for self-fulfillment, helps smooth their 

interpersonal relationships with others, and produces an indirect influence on organizational 

outcome. In contrast to emotion work, emotional labor has exchange value because it is 

performed by workers in exchange for the rewards that result from effective job performance. 

That is, emotional labor is a means to an end—for workers, it means getting the job done for 

rewards; for organizations, it means excellent service performance. 

 
 
 

 

 

 

Figure 2.1: Emotional Labor versus Emotion Work 

 
 
In addition, it is possible to draw a line between emotion work and emotional labor by 

examining the way of emotion regulation at work. In earlier research, emotion is sometimes 

posited as a psychobiological means of adaptation, such as laughing while people feel happy or 

crying while they are sad. Different from the organismic view of emotion, Hochschild (1979) 

contended that emotions can to some degree be managed and are subject to the influence of 
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norms and situations. In that sense, emotion work can be portrayed as emotion management that 

meets personal expectations and goals, while emotional labor is the control of feeling or facial 

display to meet organizational expectations (Callahan & McCollum, 2002). That is, emotional 

labor is perceived as a job duty that organizations impose on their employees (Guy et al., 2008). 

This nuanced distinction is subtle but significant for this study because the concept of emotional 

labor implies that societal institutions may affect how emotion occurs in the workplace. 

To increase the understanding of emotional labor, Table 2.1 presents definitions that have 

emerged over the last decade. Hochschild’s definition is listed for the purpose of comparison. 

Although she provides a lens that reveals the dynamics of emotional labor, recent research 

reveals subtle differences in definitions and conceptualizations. The slight differences in the 

definitions of emotional labor may lead to confusion but they also broaden and enrich the 

understanding of the phenomenon. 

Among these different perspectives on emotional labor, Ashforth and Humphrey’s (1993) 

and Morris and Feldman’s (1996) conceptualizations greatly influence current research (Grandey, 

2000). In comparison with Hochschild’s seminal perspective, Ashforth and Humphrey treated 

emotional labor more as an observable behavior than as the internal management of feelings. 

They defined emotional labor as “the act of displaying the appropriate emotion (i.e., conforming 

with a display rule)” (p. 90). The advantage of this approach is its focus on the relationship 

between observable expressions of emotion and service context, such as display rules and task 

effectiveness. However, focusing merely on behavior may leave researchers without a theoretical 

link between emotional labor and the effects of emotion management on individual and 

organizational well-being (Bono & Vey, 2005). By contrast, Morris and Feldman’s (1996) 

definition of emotional labor was similar to Hochschild’s perspective: “the effort, planning, and 

control needed to express organizationally desired emotion during interpersonal transactions” (p. 

987). This definition draws attention to emotion management and the expression of prescribed 

emotions in organizations.  

As is clear in Table 2.1, even though the definition of emotional labor varies slightly 

among researchers, there is general agreement that it is the effort made by employees in order to 

conform to organizational expectations for appropriate emotional displays. Thus, when 

emotional labor is linked to service delivery, it requires workers to show desirable work-related 

emotions in order to produce an emotional state in the people they serve, i.e., satisfaction with 
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the provided service, and this is the substantial nature of emotional labor proposed by 

Hochschild and other scholars listed in the Table. 

 
 

Table 2.1: Definitions of Emotional Labor 

Source Definition 

Hochschild (1983) “The management of feeling to create a publicly observable facial and bodily 
display; emotional labor is sold for a wage and therefore has exchange value” (p. 
7). 

Ashforth and 
Humphrey (1993) 

“The act of displaying the appropriate emotion (i.e., conforming with a display 
rule)” (p. 90). 

Morris and Feldman 
(1996) 

“The effort, planning, and control needed to express organizationally desired 
emotion during interpersonal transactions” (p. 987). 

Grandey (2000) “May involve enhancing, faking, or suppressing emotions to modify the emotional 
expression…in response to display rules for the organization or job” (p. 95). 

Kruml and Geddes 
(2000a) 

“What employees perform when they are required to feel or at least project the 
appearance of certain emotions in order to produce, for insurance, ‘excellent 
customer service’” (p. 177). 

Chu (2002) “The degree of manipulation of one’s inner feelings or outward behavior to 
display the appropriate emotion in response to display rules or occupational 
norms” (p.31) 

Diefendorff and 
Richard (2003) 

“The management of emotions as part of the work role” (p. 284). 

Meier et al. (2006) “The projection of feelings and emotions needed to gain the cooperation of clients 
or coworkers, the ability to see another’s side of the issue and integrate that 
perspective into what the organization does” (p. 899). 

Johnson (2007) “The expression of organizationally desired emotions by service agents during 
service encounters” (p. 3). 

Guy et al. (2008) “That work which requires the engagement, suppression, and/or evocation of the 
worker’s emotions in order to get the job done” (p. 97). 

 
 

Noteworthy is that Hochschild’s emotional labor differs from what is conceived of as 

intra-organizational emotional labor (Briner, 1999). In contrast to emotional labor as a central 

characteristic or part of the service job, the latter refers to the control of emotional expression as 

part of the day-to-day interaction within an organization (Donald, 2001). For example, 
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supervisors or managers suppress some emotions and display others in order to create, maintain, 

or change desired image in the minds of subordinates and secure hearty cooperation from them. 

However, this dimension of emotion management is not the focus of this study. Instead, this 

dissertation has primarily made use of Hochschild’s (1983) original understanding of emotional 

labor. Thus, what this study means by emotional labor here is the effort made by workers to 

experience and/or display, if not feel, desired emotions in order to conform to role expectations 

when they interact with clients or customers. 

Operationalizations 

Hochschild’s (1983) work has inspired a growing body of researchers from various 

disciplines to explore the concept of emotional labor. Much of the early research, including 

Hochschild’s work, is qualitative in nature. Recently, however, there are more studies that 

employ quantitative approaches to explore the nature and dimensionality of emotional labor and 

its associated antecedents and consequences. 

While research has gradually evolved from qualitative studies to quantitative studies, 

ambiguity about how emotional labor is measured still persists as researchers use different 

approaches to understand its dimensions. This results in measurement discrepancies. Some (e.g., 

Hochschild, 1983; Gosserand & Diefendorff, 2005; Grandey, 2000; Johnson, 2007) treat 

emotional labor as a bi-dimensional construct, comprised of two emotional labor strategies 

(surface acting and deep acting) or two ways of emotion regulation (emotional reappraisal and 

emotional suppression). Others see emotional labor as a multi-dimensional construct (e.g., 

Diefendorff et al., 2005; Glomb & Tews, 2004; Morris & Feldman, 1997). To develop a valid 

measurement for this study, it is important to know how different scholars conceptualize 

emotional labor. Thus, the following explains and illustrates these measurement discrepancies.  

Emotional labor as a bi-dimensional construct. Hochschild (1983) is credited with first 

operationalization of emotional labor. After observing how flight attendants cope, she argued 

that laborers utilize two strategies to manage emotions: surface acting (which involves adjusting 

observable emotional expressions to mask true feelings and pretend to feel a desired emotion) 

and deep acting (which refers to consciously modifying true feelings to exactly feel a desired 

emotion). She further specified that there are two types of deep acting. Active deep acting is the 

first category. This form of deep acting is termed active because it requires cognitive 

manipulation of inward feelings as well as outward expressions in order to fulfill role 
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requirements. By contrast, passive deep acting describes the situation when the employee 

spontaneously feels the desired emotion or displays authentic emotions, so there is no need for 

cognitive manipulation of emotion.  

Following Hochschild’s research, many scholars have asserted that emotional labor can 

be measured by the two types of emotional acting (Brotheridge & Grandey, 2002; Brotheridge & 

Lee, 2003; Gosserand & Diefendorff, 2005; Grandey, 2000, 2003; Johnson, 2007). However, 

there is a lack of consensus with respect to the development and validation of a scale for doing so. 

To overcome the ambiguity of the measures, Grandey (2000) recommended the use of emotion 

regulation theory proposed by Gross (1998) as a framework to guide research. According to 

Gross, emotion regulation is comprised of two processes: (1) antecedent-focused emotion 

regulation: an individual modifies the situation or the appraisal of the situation in order to adjust 

emotions—this is analogous to deep acting; (2) response-focused emotion regulation: an 

individual manipulates the observable expression of reaction to a situation in a manner consistent 

with surface acting (Grandey, 2000). Thus, Grandey simplified surface acting as the effort to 

“modify expression”, whereas deep acting requires emotional laborers to further “modify 

feelings.” However, the results of a later empirical study (Totterdell & Holman, 2003) disputed 

Grandey’s idea that emotion regulation at work can be perfectly equated with emotional labor. It 

found that use of deep acting was not related to positive refocus (attentional deployment), which 

was the main form of antecedent-focused process in Gross’s model. 

Emotional labor as a multi-dimensional construct. Morris and Feldman (1996, 1997) 

proposed a model of emotional labor based on an interactionist perspective, where emotions are 

expressed and determined by the social environment. It is social factors that determine the 

experience and expression of emotion during service transactions. Following this logic, they 

expanded the construct of emotional labor by identifying four dimensions that affect emotional 

display: frequency of appropriate display, attentiveness to required display rules (duration and 

intensity of display), variety of emotions to be displayed, and emotional dissonance (discrepancy 

between felt and displayed emotions). This approach contributes to our understanding of 

emotional labor by pointing out that it is not a dichotomous variable; that is, whether or not an 

employee is, or is not, performing it (Bono & Vey, 2005). In other words, employees can be 

involved in emotional labor but there are differences in the degree or intensity of emotion work 
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because it is subject to contextual (e.g., organizational rules and norms) or individual factors (e.g. 

abilities and skills). 

However, other researchers criticized Morris and Feldman’s approach and raised some 

conceptual and methodological concerns with respect to their four dimensions of emotional labor. 

That is, their approach confuses the antecedents of emotional labor with emotional labor. For 

example, Grandey (2000) argued that frequency, duration, and variety of emotional labor might 

shed light on the job demands for employees’ emotional displays but these three factors did not 

capture what emotional labor is. Likewise, Kruml and Geddes (2000b) argued that Morris and 

Feldman’s dimensions of emotional labor were problematic. They critiqued the content validity 

of Morris and Feldman’s first three dimensions because these three dimensions failed to 

conceptually link to their definition of emotional labor, which emphasized the individual’s 

“effort, planning, and control needed to express organizationally desired emotion during 

interpersonal transactions” (Morris & Feldman, 1997, p. 987). 

Unlike Morris and Feldman’s struggle to bring a new conceptualization into emotional 

labor research, Diefendorff et al. (2005) identified three dimensions of emotional labor 

corresponding to Hochschild’s (1983) acting perspective. They developed a scale based on three 

types of acting: surface acting, deep acting (active deep acting), and genuine acting (passive deep 

acting). Factor analysis supported the three-factor model. However, the same result did not 

prevail in other studies that employed a similar approach. Both Kruml and Geddes’ (2000b) and 

Chu’s (2002) work favored a two-factor model scale. In addition, Guy et al. (2008) argue that 

emotional labor may exist on a continuum with “the range being from superficial expressions of 

friendliness to true expression or suppression of deeply felt emotions” (p. 66). Different acting 

strategies may not exclude one from another. Thus, simply treating surface acting, deep acting, 

and genuine acting as three distinct factors may present theoretical and statistical challenges, and 

thereby students of emotional labor demand a better construct that can account for the nature and 

dimensionality of such behavior. 

Kruml and Geddes (2000a; 2000b) suggested the utilization of two dimensions, emotive 

dissonance and emotive effort, to conceptualize emotional labor. Hochschild (1983) defined 

emotive dissonance as the difference between genuinely felt emotions and feigned emotions. 

Thus, it represents the degree to which employees’ expressed emotions align with their true 

feelings. According to Kruml and Geddes (2000a), emotive dissonance can capture Hochschild’s 
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(1983) concept of surface acting and passive deep acting (genuine acting), which are considered 

to be the opposite ends of a continuum. On the one hand, if an employee spontaneously feels the 

desired emotion, emotive dissonance is low. On another hand, if he or she feels nothing or the 

opposite emotion, emotive dissonance is high. 

Another dimension of emotional labor is emotive effort, which denotes the degree to 

which individual workers actively try to adjust their inner feeling to match the emotions they are 

expected to express. Kruml and Geddes (2000b) claimed that this dimension incorporates 

Hochschild’s (1983) active deep acting because the latter involves emotive efforts and attempts 

to actually experience the desired emotions. In that sense, workers are required to actively strive 

to invoke thoughts, images, memories, or past experience to conjure up the appropriate 

emotional state. 

As shown above, there is still a lack of universally accepted measures of emotional labor. 

The dimensions to emotional labor represent different perspectives that researchers employed to 

study this abstract concept. Discrepant measurement may explain why researchers often have 

different foci on the determinants and mixed results about the consequences of performing work-

related emotions. Discussing the determinants and effects of emotional labor without general 

agreement on its dimensionality, results in researchers continuing to produce fragmented works 

that further confuse rather than enlighten (Fisher & Ashkanasy, 2000). 

 This study is well aware of the measurement issue and therefore chooses Kruml and 

Geddes’ (2000b) dimensions as the operationalization of emotional labor for the sake of 

conceptual and methodological plausibility. Since scholars have asserted that surface acting and 

deep acting are two separate constructs (Brotheridge & Lee, 2003; Grandey, 2000, 2003), Kruml 

and Geddes’ dimensions are more likely to reflect the diverse aspect of emotive acting, which 

includes surface acting, deep acting, and genuine acting (Cropanzano et al., 2004). In addition, 

the distinction of emotive effort and emotive dissonance stands up well in successive studies 

(e.g., Chu, 2002). Due to these reasons, Kruml and Geddes’ construct may be more logically 

comprehensive and valid than other operationalizations of emotional labor. 

The following reviews the scholarly literature on emotional labor. A comparison will be 

presented in that section to contrast how dramaturgical and dispositional approaches differ from 

each other. 
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Two Main Approaches to the Study of Emotional Labor 

 

Historically, workplace emotions are treated as dysfunctional organizational practices 

that should be minimized in routine organizational life. However, this perspective has been 

eclipsed by the growth of social constructionist approaches (Fineman, 2000). From this 

standpoint, Averill (1980) argues that emotions are socially constructed—organizational rules 

and social norms provide shared expectations about appropriate behaviors and they shape 

individuals’ actual behaviors. Thus, emotions function as “transient roles that individuals take in 

the drama depicted by the society within which individuals are involved” (Liu & Perrewé, 2005, 

p. 71). This encourages researchers to give more attention to the social and relational context of 

emotion. The concept of emotional labor represents a shift in this direction. However, 

researchers and theorists employ distinct approaches to explore the antecedents and 

consequences of emotional labor. Following is the review and comparison of two main 

approaches—dramaturgical and dispositional models—to the study of emotional labor. 

Dramaturgical Approach 

The study of emotional labor first emerged from the field of sociology. In contrast to the 

traditional psychological conception of self as an aggregate of traits or personality dispositions, 

this conception of self is more interactive, social, and processual (Lazarus & Cohen-Charash, 

2001). There is no question that all human beings are equipped with a capacity to be emotional, 

but it is also clear that institutional forces possess certain influences on our emotion regulation 

processes. As William Shakespeare describes, “all the world is a stage, and all men and women 

merely players.” Social interaction, such as emotional labor, is performed on a stage in front of 

citizens/customers. Mediating between the world and individual actors is “a collection of 

internalized symbolic representation of the world” (Scott, 2001, p. 57). Thus, Goffman (1959, 

1961) provided the concept of “encounter.” He specified that every encounter is embedded 

within an occasion that is part of a larger structural and cultural unit. Turner and Stets (2005) 

offered a clear summary of Goffman’s work: 

What makes Goffman’s approach to interaction dramaturgical is that individuals are 

seen to be actors who know their lines from a cultural script as they ‘act’ on stage 

composed of physical props and other equipment in front of an audience of others. 
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However, individuals are not just actors, they are also strategists who manipulate the 

expression of gestures to present themselves in a certain way (p. 28). 

By adopting elements of Goffman’s analysis of face-to-face encounter, Hochschild 

asserted that emotional labor is the “management of feeling to create a publicly observable facial 

and bodily display” (1983: 7) and a “gesture in a social exchange; it has a function there and is 

not to be understood merely as a facet of personality” (Hochschild, 1979, p. 568). Following this 

definition, many sociologists claim that emotional labor is prescribed by organizations or society 

as a whole. This creates a dramaturgical image of service interactions, where the organizational 

display rule is the script, the work setting is the stage, the client/customer is the audience, and the 

emotional laborer is the actor (Grandey, 2000). Cropanzano et al. (2004) provided an insightful 

observation on emotional labor at work through the lens of the dramaturgical perspective: 

[O]rganizations define an implicit stage upon which employees play out their 

roles...Many workers are cast into an organizational role, directed by a supervisor, 

and guided by formal (e.g. written job description) and informal (e.g., corporate 

culture) scripts. Their costumes include the correct emotions. 

This perspective leads to the reverse of the causal relationships between affectivity and 

behavior compared to the traditional psychological view on how emotions affect behavior 

(Lazarus & Cohen-Charash, 2001). It “examines how role demands and organizational culture 

affect emotions as displayed” and “tends to emphasize affectivity as displayed rather subjectively 

experienced” (p. 51). Specifically speaking, the approach is to address the significance of 

emotional “feeling rules” (Hochschild, 1979, 1983) or “display rules” (Ashforth & Humphrey, 

1993; Ekman, 1973; Rafaeli & Sutton, 1989) that are constituted by organizations. In the 

workplace, socially embedded, organizationally shared guidelines not only govern how we 

should feel but also foresee how we will actually act. For example, in her study of flight 

attendants, Hochschild (1983) depicts that the company “lays claim not simply to her physical 

motions…but to her emotional actions and the way they show in the ease of a smile” (pp. 7-8). 

For the flight attendant, the smiles to airline passengers are the expression of emotions required 

by the company. The effort to display a “desired” smile is emotional labor.  

 In summary, the social nature of emotional labor is the main research interest of 

dramaturgical approach. Hochschild (1983) claimed that the way individuals perform emotional 

labor is influenced by various institutional characteristics. Institutional variables, such as 
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presence of display rules (Diefendorff et al., 2005; Liu, 2006; Morris & Feldman, 1996), 

organizational culture (Beyer & Nino, 2001), or other job variables such as display training and 

quality orientation (Briner, 1999; Kruml & Geddes, 2000b; Schaubroeck & Jones, 2000) are 

frequently treated as determinants of emotional labor in the existing literature. 

Dispositional Approach 

In contrast to what sociologists did to establish a social theory of emotional labor 

(Hochschild, 1983), psychologist side moves from a more constructive stance back to a 

dispositional approach, which “involves the measurement of personal characteristics and the 

assumption that such measures can aid in explaining individual attitudes and behavior” (Staw & 

Ross, 1985, p. 470). Staw and Ross argued that personal dispositions, traits, and personalities are 

interchangeable terms based on a set of common assumptions: that people can be categorized 

into certain dimensions, that these dimensions have some stability over time, and that these 

dimensions are useful in predicting individual behavior across situations. This approach proposes 

that individual characteristics affect the ways individuals perform emotional labor through 

different emotional coping strategies, and thus lead to different outcomes (Chu, 2002). The 

underlying assumption is that individuals with different disposition orientations appraise and 

react to the same emotional display rules differently. In addition, individuals with different 

dispositions tend to utilize different acting strategies to enact emotional labor. 

Some scholars (e.g., Chu, 2002; Rafaeli & Sutton, 1989) have suggested that research 

may be overly inclined to emphasize institutional or situational factors and they call for more 

studies to be done to demonstrate how these individual characteristics relate to emotional labor. 

As a response, many scholars have posited that individual characteristics may play a primary role 

in explaining variation in emotional labor behavior (e.g., Grandey, 2000; Johnson, 2007; Jones, 

1998; Kruml & Geddes, 2000b; Morris & Feldman, 1996, 1997). For example, Liu et al. (2004) 

and Schaubroek and Jones (2000) indicated that particular affective styles will be more or less 

congruent with particular emotional display rules, and therefore, will in turn affect individuals’ 

perceptions of display requirements. In addition, Opengart (2005) illustrated that an employee’s 

emotional intelligence provides the foundational ability to perceive emotional display rules 

within a given job context. 

Although the dispositional approach primarily examines how personal traits influence the 

display of work-related emotions, it also has rich findings on the consequences of emotional 
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labor. Many of them have recognized the importance of individual characteristics in determining 

the consequences of emotional labor (e.g., Liu et al., 2004; Morris & Feldman, 1997; Refaeli & 

Sutton, 1989; Wharton, 1999), and have acknowledged that the negative effects of emotional 

labor might be greater for some individuals than for others. 

In short, Hochschild (1983) suggested that there are institutional and individual factors 

that influence the way that individuals perform emotional labor. Thus, the search for 

determinants of emotional labor by looking at either work setting or personality variables is an 

unsatisfactory strategy because the two sets of causal variables may not precisely reflect the 

dynamics of emotional labor. Thus, this study draws a model of emotional labor that combines 

dramaturgical and dispositional perspectives. In this model, organizational rules (positive and 

negative display rules) and individual and organizational well-being (emotional exhaustion and 

service performance) act as the antecedents and consequences of emotional labor respectively, 

while individual differences—including public service motivation and emotional intelligence—

are hypothesized to moderate the relationships. 

 

Research Hypotheses 

 

For the study, the selection of the dimensions of emotional labor is critical because it may 

have decisive impacts on the outcome of analyses. Based on the literature review, this study 

chooses Kruml and Geddes’ construct (2000b). The section below discusses how the two 

dimensions of emotional labor, emotive effort and emotive dissonance, are associated with the 

proposed antecedents (positive and negative display rules), consequences (emotional exhaustion 

and service performance), and moderators (public service motivation and emotional intelligence) 

of emotional labor. 
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Figure 2.2: A Proposed Model of Antecedents, Moderators, and Consequences of Emotional Labor in Public Service Roles 
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Hypotheses on the Antecedents of Emotional Labor 

The concept of emotional labor implies that emotions can be managed and that thinking, 

perceiving, and imagining are involved in the emotion management process (Hochschild, 1979). 

So, it shares similarities with physical labor—“both require skill and experience and are subject 

to external controls and divisions of labor” (Guy et al., 2008, p. 5). Researchers agree that 

emotional labor assumes an exchange value because it is construed as a form of labor performed 

in return for a wage (Domagalski, 1999; Hochschild, 1983). In other words, the focus is on “an 

emotional performance that is bought and sold as a community” (Mastracci et al., 2006, p. 124). 

This gives room for a process of organizational control. Such a control process helps 

circumscribe desired behaviors and assures that they conform to the goals of the organization or 

the social expectations toward emotional laborers. Indeed, control exists everywhere in 

organizations (Tannenbaum, 1968), but the question is: “How do organizations control how 

employees personally control their inner feelings?” To answer this question, this dissertation has 

to comprehend the social nature of emotional labor. 

Emotional labor is based on a shared definition of the common organizational goal, and a 

shared interpretation and common understanding embodied in rules for appropriate behavior. 

The rules provide criteria for what emotions are acceptable and desired at work. Thus, the 

meaning of emotional labor is constructed in the context of organization and the dyadic 

interaction between worker and client/customer. This does not mean that individual workers only 

adapt to external job requirements. Rather, the way they feel and display emotions at work is 

inevitably shaped by emotional display rules. March and Olsen (1989) indicated that 

organizational rules (e.g., display rules) can reflect subtle lessons of cumulative experience, and 

the process by which appropriate rules are determined and applied is one involving high levels of 

human intelligence, discourse, and deliberation. Thus, display rules mean the routines, 

procedures, conventions, roles, and regulations around which emotional labor is constructed and 

viewed as appropriate on the job.  

Display rules range from implicit (e.g., in the form of unspoken expectations) to explicit 

(e.g., written policies for employees). They may be imposed and enforced by direct coercion and 

organizational authority, or they may be part of a code of appropriate behavior that is learned and 

internalized through socialization—i.e. education and training. Organizations that have strong 

rules have systematic human resource efforts—such as selection, formal socialization, training, 
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and reward and punishment systems—to foster the desirable expressive behaviors of their 

employees (Rafaeli & Sutton, 1987). In such organizations, display rules are explicitly written in 

the organizations’ official archives (e.g., job description, strategic plans, policy, and training 

manuscripts), and are well institutionalized through socialization (Hochschild, 1983; Van 

Maanen & Kunda, 1989). 

 These rules enhance employees’ perceived needs to regulate emotions (Pugh, 2002), but 

empirical research yields mixed findings with respect to the relationship between display rules 

and actual behavior (Diffendorff & Richard, 2003). For instance, Grandey (2003) found that 

display rules were positively related to deep acting and unrelated to surface acting. By contrast, 

Brotheridge and Lee (2003) found display rules were positively associated with deep acting and 

surface acting, while Gosserand and Diefendorff (2005) only confirmed that display rules 

positively correlated to surface acting. In a study separating positive display rules (that request 

expression of positive emotions) and negative display rules (that request suppression of 

appropriate emotions), Brotheridge and Grandey (2002) found that both types of rules were 

positively related to surface acting and deep acting. This finding was partially sustainable in the 

work of Diefendorff et al. (2005) in which positive and negative display rules successfully 

predicted deep acting and surface acting respectively. Although discrepancy persists, this 

dissertation hypothesizes that, in an organization that has explicit display rules, employees are 

more likely to perceive the expectations and try to act in the expected manner. Meanwhile, 

obsessive emotional regulation may result in emotive dissonance among employees. 

Hypothesis 1: Positive display rules correlate positively with emotive effort. 

Hypothesis 2: Positive display rules correlate positively with emotive dissonance. 

Hypothesis 3: Negative display rules correlate positively with emotive effort. 

Hypothesis 4: Negative display rules correlate positively with emotive dissonance. 

Hypotheses on the Consequences of Emotional Labor 

Because some aspects of emotional labor may have positive consequences for individual 

and organizational well-being, while others may have negative consequences, it is important that 

researchers not restrict attention to only positive or only negative outcomes (Wharton, 1999). 

Here this dissertation presents emotional exhaustion and service performance as main 

consequences of emotional labor. Although emotional exhaustion has been widely studied (e.g., 

Abraham, 1998; Brotheridge & Grnadey, 2002; Brotheridge & Lee, 2002; Guy et al., 2008; 
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Lewig & Dollard, 2003; Morris & Feldman, 1997; Totterdell & Holman, 2003; Wharton, 1993; 

Wilk & Moynihan, 2005; Zapf et al., 1999; Zapf & Holz, 2006), the inclusion of emotional 

exhaustion, as well as service performance, in the hypothesized model enables this study to 

examine how individual motivation and ability influences the relationships between emotional 

labor and its consequences. The following is the discussion and development of associated 

hypotheses. 

Emotional exhaustion. Emotional exhaustion is a key component of the burnout 

syndrome. It is a specific stress-related reaction to the overwhelming emotional demands 

imposed by other people. The emotional overload makes people feel drained, “used up,” lacking 

enough energy to face another day (Maslach, 1982).  

Emotional labor involves intentional attempts to manage the emotions of others, 

especially clients or customers, to win their cooperation (Guy et al., 2008), and these emotional 

demands open the window for emotional exhaustion. According to Rafaeli and Sutton (1987), 

emotional labor requires “faking in good faith” and “faking in bad faith”. Faking in good faith 

means, when engaging in deep acting, an actor attempts to modify feelings to match the required 

displays in order to seem authentic to the audience. Conversely, faking in bad faith represents the 

alternative strategy—surface acting. Employees modify their displays without shaping their inner 

feelings. They conform to the display rules in order to keep the job, but do not “buy into” the 

feelings they are expressing through their body language. Empirical research has demonstrated 

that false face acting leads to negative outcomes of emotional labor (Guy, Newman, Mastracci, 

2008; Montgomery et al., 2006; Van Dijk & Kirk-Brown, 2006; Zapf & Holz, 2006). More 

specifically, suppression of emotion often generates emotional inauthenticity, which has been 

shown to have harmful effects on individual well-being (Phillips et al., 2006; Rubin et al., 2005; 

Van Dijk & Kirk-Brown, 2006; Zapf & Holz, 2006). For example, many service providers have 

to conform to organizational display rules—service with a smile—by manipulating their 

emotional displays when their genuine emotions are discordant with organizational display rules. 

This type of emotion work contributes to burnout. 

Not every emotional labor strategy has deleterious effects, however. For example, Kruml 

and Geddes (2000a) demonstrated that emotive dissonance (which is conceptualized as a 

continuum of surface acting versus genuine acting) was more strongly related to emotional 

exhaustion than emotive effort (which is perceived as a synonym of deep acting). Totterdell and 
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Holman (2003) also confirmed this finding. In addition, Brotheridge and Grandey (2002) and 

Grandey et al. (2005) found that surface acting was positively related to emotional exhaustion 

while deep acting showed almost no relationship. Finally, Johnson (2007) indicated that surface 

acting was positively related to emotional exhaustion, while deep acting exhibited a negative 

relationship with emotional exhaustion. Johnson’s work was the first study to find significant 

negative relationships between deep acting and emotional exhaustion. Thus, she specified the 

implication of this finding: 

[T]he process of deep acting, which brings the employee’s emotions in line with the 

positive display rules, may actually contribute to reduced emotional exhaustion as 

employees are now experiencing positive emotions and thereby less likely to be 

emotionally exhausted (p. 47). 

Based on this literature, hypotheses regarding the effects of emotional labor on emotional 

exhaustion are proposed: 

Hypothesis 5: Emotive effort correlates negatively with emotional exhaustion. 

Hypothesis 6: Emotive dissonance correlates positively with emotional exhaustion. 

Service Performance 

The idea that displaying organizationally-desired emotions benefits performance, such as 

producing excellent customer service, is widely accepted in the emotional labor literature 

(Ashforth & Humphrey, 1993; Barger & Grandey, 2006; Fineman, 2000; Grandey, 2000; 

Hochschild, 1983; Johnson, 2007). That is, emotional labor “helps keep the organization 

organized; when emotion management fails, so can the organization” (Fineman, 2000, p. 5). 

Hochschild’s example of flight attendants illustrates the relationship between emotional labor 

and organizational performance. In that case, attendants must show a friendly demeanor so that 

airline passengers feel welcome. If an attendant loses his or her temper with a passenger, it 

would be inappropriate. This is even truer in the public sector where citizen satisfaction is always 

the ultimate goal. Thus, Guy et al. (2008) noted that emotional labor is “a human capital issue 

that directly affects the perceptions that citizens have of government” (p. 62). That is, public 

employees are required to be skilled in  “impression management”—the process by which people 

seek to control the image others have of them (Rosenfeld, Giacalone, & Riordan, 1995)—in the 

dyadic relationship with citizens.  
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Recent research also provides empirical evidence that the performance of emotional labor 

can predict service performance. Barger and Grandey (2006) demonstrate that “service with a 

smile” is positively related to customers’ evaluations of service quality. Even in brief encounters, 

the display of positive emotion by employees can make clients or customers feel satisfied with 

their interactions overall. Typically, positive emotional expressions (e.g., smile, friendliness, and 

empathy) lead to better service performance. However, inauthentic emotional expressions, if 

perceived as such by clients or customers, result in poor service performance (Rafaeli & Sutton, 

1987). More emotive efforts made by employees to approximate the expressed emotion make it 

less likely to be perceived as disingenuous. By contrast, surface acting involves just the 

modification of expressed emotion, so it is still possible for the negative feelings to leak out 

through other channels of nonverbal communication or tone of voice (Grandey, 2000; Johnson, 

2007). Totterdell and Holman’s (2003) work provides theoretical support for this notion. They 

reported that deep acting was positively associated with service performance while surface acting 

did not demonstrate such a relationship. In addition, Johnson (2007) found that deep acting was 

positively related to service performance, whereas surface acting had a negative effect although 

it was not statistically significant. Thus, this study hypothesizes that emotional labor is 

associated with service performance and two hypotheses are proposed as follows for empirical 

testing. 

Hypothesis 7: Emotive effort correlates positively with service performance. 

Hypothesis 8: Emotive dissonance correlates negatively with service performance. 

Hypotheses on the Moderators of Emotional Labor 

Here it is proposed that individual differences act as moderators in the hypothesized 

model. Although emotional labor is potentially good for organizational performance, most 

researchers tend to agree that emotional labor may have a negative impact on employee morale 

and health (Abraham, 1998; Ashforth & Humphrey, 1993; Erickson & Ritter, 2001; Erickson & 

Wharton, 1997; Grandey, 2000; Guy et al., 2008; Hochschild, 1983; Liu et al, 2004; 

Montgomery et al., 2006; Morris & Feldman, 1996; Pugliesi, 1999; Wharton, 1999; Van Dijk & 

Kirk-Brown, 2006; Zapf, 2002; Zapf & Holz, 2006; Zerbe, 2000). However, merely focusing on 

institutional forces without consideration of individual differences may bias our understanding of 

the dynamics of emotional labor. For example, Wharton (1993) criticized the claims of most of 

the research on emotional labor that “institutionally regulated emotion management is 
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necessarily an assault on workers’ private selves” (p. 208). Instead, she showed in her study that 

the effects of emotional labor were moderated by the employees’ level of self-monitoring 

abilities. This encourages the hypothesis that the effects of emotional labor on organizational and 

individual well-being may vary across individuals. Therefore, a thorough view of the presence 

and consequences of emotional labor requires the inclusion of both work setting and personal 

trait factors. 

In terms of individual differences, this study includes two factors—using “public service 

motivation” to represent the attitude of an employee toward public service on the one hand and 

using “emotional intelligence” to refer the knowledge, skills, and abilities (KSAs) to perform 

such service on the another hand. Considering the interaction between personal factors and the 

actual work situation, this study utilizes the two factors as moderators. Associated hypotheses are 

discussed next. 

Public service motivation (PSM). PSM is “an individual’s predisposition to respond to 

motives grounded primarily or uniquely in public institutions and organizations” (Perry & Wise, 

1990, p. 368). It has been a most discussed topic in the field of public administration. Scholars 

assert that public employees are strongly motivated by the desire to help the general public 

compared to their private counterparts (Frederickson & Hart, 1985; Houston, 2005; Perry, 1996; 

Perry & Wise, 1990). Perry and Wise suggested that PSM can fall into three distinct categories: 

rational, normative, and affective. Rational motives involve actions grounded in self-interest 

maximization, such as the attraction to public policy making because of personal identification 

and/or advocacy of special or private interest; Normative motives refer to actions generated by 

efforts to conform to societal norms, such as a commitment to serving public interest and 

carrying on one’s civic duty; Affective motives is perceived as triggers of behavior that are 

grounded in emotional responses to various social contexts, such as a commitment to the regime 

values of extensive and active love of others (Perry & Wise, 1990; Rainey, 2003; Naff & Crum, 

1999). 

The topic of public service motivation became a focus of empirical research in the 1990s. 

Perry (1996, 1997) explored the dimensionality of PSM and proposed a four dimension construct, 

which includes attraction to public affairs, commitment to the public interest, compassion, and 

self-sacrifice. He developed a scale for measuring these dimensions by using confirmatory factor 

analysis. Perry (2000) also sought to elaborate and advance the theory of PSM to explain the 
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motivational processes in government and voluntary organizations. He contended that the theory 

must include four domains of variables: sociohistorical context, motivational context, individual 

characteristics, and behavior. He indicated that the behavior of a public-service employee is 

highly influenced by situations where behavioral rules are clear and then facilitate self-regulatory 

efforts. 

Perry’s work may illuminate the role of emotional labor in public service jobs. The work 

of Guy et al. (2008) and Hsieh and Guy (2009) suggest that emotional labor is the key element in 

excellent public service. Their findings indicate that effective management of emotions during 

service encounters produces a better dyadic interaction between public employees and citizens. 

As discussed, display rules enhance employees’ regulation of their emotions. However, research 

on emotional labor is still in its infancy with respect to how individuals differ in the response to 

display rules. The concept of PSM provides an opportunity to fill the gap. However, this is an 

unexplored area that has not been previously studied by scholars. Thus, this study has to provide 

the following hypotheses without refined specification and theory but relying on the belief that 

one’s motives should help to explain how s/he reacts to role requirements imposed by 

organizations. 

Hypothesis 9: PSM moderates the relationship between positive display rules and 

emotive effort. That is, the positive relationship between positive display rules and 

emotive effort will be exacerbated when PSM is high and attenuated when PSM is low. 

Hypothesis 10: PSM moderates the relationship between positive display rules and 

emotive dissonance. That is, the positive relationship between positive display rules and 

emotive dissonance will be exacerbated when PSM is high and attenuated when PSM is 

low. 

Hypothesis 11: PSM moderates the relationship between negative display rules and 

emotive effort. That is, the positive relationship between negative display rules and 

emotive effort will be exacerbated when PSM is high and attenuated when PSM is low. 

Hypothesis 12: PSM moderates the relationship between negative display rules and 

emotive dissonance. That is, the positive relationship between negative display rules and 

emotive dissonance will be exacerbated when PSM is high and attenuated when PSM is 

low. 
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Bright (2008) argued that PSM research has fallen short of showing a connection 

between PSM and the important behaviors of public employees. Only one study has focused on 

the connections among PSM, job satisfaction, and the turnover intentions of public employees 

(Naff & Crum, 1999). Naff and Crum found that PSM had a strong positive effect on job 

satisfaction and performance ratings and a negative effect on plans to leave the government. 

Since there is no study that probes the relationship between PSM and burnout, this dissertation 

proposes the following hypotheses based upon Naff and Crum’s argument. Furthermore, this 

study hypothesizes that PSM will reduce the risk of emotional exhaustion among emotional 

laborers as it lowers the turnover intentions of public employees.  

Hypothesis 13: PSM moderates the relationship between emotive effort and emotional 

exhaustion. That is, the negative relationship between emotive effort and emotional 

exhaustion will be exacerbated when PSM is high and attenuated when PSM is low. 

Hypothesis 14: PSM moderates the relationship between emotive dissonance and 

emotional exhaustion. That is, the positive relationship between emotive dissonance and 

emotional exhaustion will be attenuated when PSM is high and exacerbated when PSM is 

low. 

Many researchers have addressed the connection between PSM and job performance. 

Perry and Wise (1990) first suggested that in public organizations, PSM is positively related to 

individual performance. Naff and Crum (1999) offered an empirical test of Perry and Wise’s 

hypotheses. They found that people with high PSM are more likely than others to perform better 

on the job. In their research on federal employees, Alonso and Lewis’s work (2000) also 

demonstrated evidence on whether PSM positively affected performance ratings. Their measures 

of PSM were positively associated with performance ratings. Based on the above literature, I 

hypothesize that PSM will be positively related to service performance. Also, PSM is 

hypothesized to moderate the relationship between emotional labor and service performance, 

although there is no existing research and theory that proclaims such a moderator effect. 

Hypothesis 15: PSM moderates the relationship between emotive effort and service 

performance. That is, the positive relationship between emotive effort and service 

performance will be exacerbated when PSM is high and attenuated when PSM is low. 



 29

Hypothesis 16: PSM moderates the relationship between emotive dissonance and service 

performance. That is, the negative relationship between emotive dissonance and service 

performance will be attenuated when PSM is high and exacerbated when PSM is low. 

 Emotional intelligence (EI). This study also considers employees’ KSAs of performing 

emotional labor, and EI is an important dimension of this. EI refers to the competence to identify 

and express emotions, motivate oneself, handle relationships with others, and understand and 

regulate both positive and negative emotions in oneself and others” (Goleman, 1995; Matthews 

et al., 2002; Salovey & Mayer, 1990). With respect to the individual competence of performing 

emotional labor, Guy et al. provided specific guidelines: 

The performance encompasses a range of personal and interpersonal skills, including 

the ability to evoke and display emotions one does not actually feel, to sense the 

affect of the other and alter one’s own affect accordingly, and to elicit the desired 

emotional response from the other. The ability to sense the affect of the other is 

accomplished through intuition and communication. Simply put, emotional labor 

requires affective sensitivity and flexibility with one’s own emotions as well as those 

of the other (p. 97).  

 What Guy and her colleagues describe is the ability to perform emotional labor. This 

ability is called emotional intelligence. Thus, it is possible to make a connection between EI and 

emotional labor (Opengart, 2005). Prati (2004) provided some empirical findings that support the 

relationship between EI and emotional acting. She reported that EI was found to be a positive 

and significant predictor for the emotional effort of deep acting and genuine acting, which 

suggests that individuals with high EI are more capable of, and likely to, engage in deep acting 

and genuine acting during interpersonal interactions.  This study treats EI as a vital characteristic 

that enables an individual to appropriately match the role expectations prescribed by 

organizations. Thus: 

Hypothesis 17: EI moderates the relationship between positive display rules and emotive 

effort. That is, the positive relationship between positive display rules and emotive effort 

will be exacerbated when EI is high and attenuated when EI is low. 

Hypothesis 18: EI moderates the relationship between positive display rules and emotive 

dissonance. That is, the positive relationship between positive display rules and emotive 

dissonance will be exacerbated when EI is high and attenuated when EI is low. 
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Hypothesis 19: EI moderates the relationship between negative display rules and 

emotive effort. That is, the positive relationship between negative display rules and 

emotive effort will be exacerbated when EI is high and attenuated when EI is low. 

Hypothesis 20: EI moderates the relationship between negative display rules and 

emotive dissonance. That is, the positive relationship between negative display rules and 

emotive dissonance will be exacerbated when EI is high and attenuated when EI is low. 

Heuven et al. (2006) suggest that the manner in which employees manage their emotions 

at work is a critical factor in predicting personal and work outcomes. Their research reported that 

self-efficacy could help reduce negative consequences of emotional labor and that it increased 

motivation when facing difficult tasks, such as emotionally charged interpersonal interactions. 

Research also verifies the moderation of EI on the negative effects of emotional labor. For 

example, Prati (2004) reported that increased surface acting is associated with a sharper increase 

in burnout for individuals who have lower levels of EI as compared to those with higher levels of 

EI. Based on this finding: 

Hypothesis 21: EI moderates the relationship between emotive effort and emotional 

exhaustion. That is, the negative relationship between emotive effort and emotive 

dissonance will be exacerbated when EI is high and attenuated when EI is low.  

Hypothesis 22: EI moderates the relationship between emotive dissonance and emotional 

exhaustion. That is, the positive relationship between emotive dissonance and emotional 

exhaustion will be attenuated when EI is high and exacerbated when EI is low. 

The core function of government is service and public service jobs inevitably require 

interpersonal interaction. Most of these interactions are related to the performance of civic duties. 

In that sense, EI, as the ability to manage one’s own emotions, as well as the emotions of others, 

can play a vital role in predicting service outcomes. Research also indicates that EI positively 

correlate with one’s job performance (Lyons & Schneider, 2005). For example, in their survey of 

middle-level administrators in the Hong Kong government, Wong and Law (2002) reported that 

job performance has a positive significant correlation with EI. In addition, Austin’s work (2004) 

suggested that self-reports of emotional perception ability relate to performance measures. In 

contrast to the research on the effects of EI in organizations, however, there is still little evidence 

concerning the moderating effects of EI on the emotional labor - service performance 

relationship. This study may be the initial effort to probe the connection among emotional labor, 
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service performance, and EI. Following the research that has been done in related topics, I assert 

that employees with high levels of EI are those who make use of emotional labor strategies 

effectively and master their interaction with citizens in a more effective manner, and that this can 

generate better service performance. Thus, hypotheses are presented: 

Hypothesis 23: EI moderates the relationship between emotive effort and service 

performance. That is, the positive relationship between emotive effort and service 

performance will be exacerbated when EI is high and attenuated when EI is low. 

Hypothesis 24: EI moderates the relationship between emotive dissonance and service 

performance. That is, the negative relationship between emotive dissonance and service 

performance will be attenuated when EI is high and exacerbated when EI is low. 

 

Summary 

 

This chapter presented a review of the different definitions and operationalizations of 

emotional labor. The discussion provides the basis for an integration of these different aspects of 

emotional labor. Researchers have contributed the ingredients for integrating this wealth, depth 

and breadth of knowledge into a clearer framework of emotions in the workplace. However, 

debates and disputations remain. Many of the disparities in the existing research can be resolved 

by bridging two main research approaches to the study of emotional labor. Some work has been 

done to bridge the gap between the dramaturgical and dispositional approaches, but few of them 

incorporate the concern with the interaction between self and organization. The exclusion of the 

interaction effect of self and organization hinders our understanding of the dynamics of 

emotional labor. Thus, this study endeavors to look for the missing piece.  

The model of emotional labor shown in Figure 1 presents the key factors affecting the 

display of job-related emotions and their corresponding relationships. The model assumes that 

display rules and individual differences interact to produce a given behavior—emotional labor, 

and that employee performance has a direct relationship with organizational outcomes. This 

model underlines that it is not the person or the work environment alone that accounts for the act 

of emotional labor, and this holistic approach may provide a better explanation for worker 

behavior. Besides, incorporating PSM and EI into the study of emotional labor may reveal the 

importance of individual motivation and capacities to critical human resource issues.  
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The proposed model is relatively simple for purposes of clarity and relevance to 

emotional labor. The goal is not to cover all possible causes for employee behavior, but to 

include only those most critical to displaying job-related emotions. Relevant measures will be 

presented in the next chapter. 
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CHAPTER THREE 

METHODOLOGY 

 

The chapter discusses the methodology used for this study and is organized into three 

parts: the data collection process is outlined first, including survey development and sampling 

procedure. Next measurement of variables is presented, and the measures of research constructs 

are discussed. Finally, the analytical techniques used are addressed. 

 

Survey Procedure 

 

The data were collected by means of a self-report survey, a method is now recognized as 

the most widely used data collection technique in organizational research for assessing 

phenomena that are not directly observable (Bartlett, 2005). The advantage of the survey over 

direct interviews is that they may be administered to large numbers of respondents, are easy to 

tabulate, and allow for generalizability. 

Questionnaire Development 

The instrument was developed on the basis of the theoretical review presented in Chapter 

2. After the initial questionnaire was drafted, a pretest (pilot test) was conducted. The purpose 

was to circulate the questionnaire among scholars and professionals for content validation. First, 

the questionnaire was distributed to six social science scholars (three professors and three Ph.D. 

students). At least two of them were familiar with the study of emotional labor. These social 

scientists proofread the survey questionnaire to identify and correct typographical and 

grammatical errors, misspellings, and irrelevant terminology and provided the researcher with 

suggestions for questionnaire formatting. A revised questionnaire was then administered to 

graduate students in the Askew School of Public Administration and Policy at the Florida State 

University for pretest. A brief overview of the purpose and importance of the survey was 

provided to the respondents. 

It is important to note that the pretest should use a sample as similar as possible to that of 

the main study (Bartlett, 2005). Since the focal participants of this study come from public 

employees in the state or local governments, the results of the pretest are more reliable if pretest 

respondents possess work experience with public organizations. Forty-six out of the 49 pretest 
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respondents have worked in government. After the pretest, the questionnaire was revised again 

and the newly developed survey instrument (see Appendix A) was administered to the survey 

participants. 

Before distributing the survey, a cover letter (which stresses that participation in the 

survey is voluntary and the questionnaire is anonymous) and the questionnaire were reviewed 

and approved by Florida State University’s Human Subjects Committee under the provision of 

Federal Regulation 45 CFR 46. A copy of the cover letter for the survey and the letter of 

approval from the Committee are attached in Appendixes B and C. 

Survey Participants 

This study surveyed public service workers enrolled in the Certified Public Manager 

program at the Florida State University during the survey time span. According to the Florida 

Center for Public Management (2006), the Certified Public Manager (CPM) program is a 

comprehensive training and development program for public sector managers at all levels of 

state and local government in the state. The CPM program consists of eight four-day training 

sessions, from Level One to Eight. It is estimated to be approximately three thousand students 

per year, but the exact number of CPM students varies from course to course and level to level. 

In order to have the largest possible sampling of workers from a variety of occupations in state 

and local governments, the time frame was mid November, 2008, through the end of February, 

2009.  

Questionnaires were only administered to students in Levels One to Two because, 

according to the program director, those who are enrolled in these levels are primary street-level 

bureaucrats—the focal group of this study. With the assistance of the CPM program staff, this 

study distributed the survey packages to each instructor and provided them with an instruction 

about how to conduct the survey. An emphasis was made in this instruction that participation 

should be completely voluntary. Thus, while students were participating the program training, 

they were given a survey packet by the instructor and asked to complete the survey in class. 

After class, the instructor collected the questionnaires and brought them back to the center. 

326 state and local employees were enrolled in Levels One or Two of the program from 

the mid November, 2008, to the end of February, 2009, and 243 of them had returned the survey, 

a response rate of 74.5%. However, the sample was reduced to 208 public service workers 

because the 35 employees do not talk to or help any client/customer on a typical work day. 
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It should be noted that a questionnaire was distributed to the workers’ supervisor as well 

in order to provide objective information about the workers’ behavior and performance on the 

job. However, only 81 questionnaires were returned, and this was not sufficient for further 

analysis. Thus, information obtained from the supervisor survey was not used here. 

 

Measures 

 

Variables were conceived and operationalized on the basis of existing research across the 

subjects of emotional labor, burnout, performance measurement, public service motivation, and 

emotional intelligence. To obtain validity and reliability for, this study started with tested items 

reported in the literature, followed by the common practice of modifying the measures in 

accordance with survey results (including the pretest and main survey). The next section is a 

detailed list of questions used. Participants responded to these items on a seven-point Likert scale 

ranging from 1 = “strongly disagree” to 7 = “strongly agree”. The values of Cronbach’s alpha for 

each latent variable, represented by a set of items, will be presented as well. Cronbach’s alpha is 

the most popular reliability statistic to examine a scale’s internal consistency. It reflects the 

homogeneity of the measure. Cronbach’s alpha coefficients range from 0 to 1.0, with the higher 

value indicating better reliability. In general, a Cronbach’s Alpha value of .70 or higher indicates 

acceptable internal consistency for a scale (Hair et al., 2006). 

Items for the Dimensions of Emotional Labor 

The study employed Kruml and Geddes’ dimensions of emotional labor (2000b).  They 

developed a six-item scale that measures the underlying mechanisms of emotional labor. In their 

work, they identified two dimensions for emotional labor: emotive effort and emotive dissonance. 

Four items measure emotional effort (a=.66), which represents deep acting. Another two items 

measure emotional dissonance (a=.68). However, the values for inter-item reliability for the two 

constructs are below the generally accepted cut-off point, .7. Thus, as shown in Table 4.1, this 

dissertation employed similar measures from the research by Diefendorff and his colleagues 

(2005). In their study of 297 employed undergraduate students who worked in service jobs, the 

Cronbach’s alpha was .85 for emotive effort (that was conceived as deep acting) and it was .92 

for emotive dissonance (that was conceived as surface acting). The Cronbach’s alpha values 

were satisfactory. Obviously, however, too many duplicated items existed in the original emotive 
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dissonance scale. Therefore, this study removed two items, “I fake a good mood when 

interacting with clients/customers” and “I put on a ‘mask’ in order to display the emotions I need 

for the job”, from the scale and slightly modified the wording of the remaining items thereafter 

according to the comments of peer reviewers. Cronbach’s alpha for the newly revised emotive 

dissonance scale was .931 in the pretest sample and .911 in the sample of 208 CPM students. For 

the emotive effort scale, Cronbach’s alpha was .923 in the pretest sample and .886 in the main 

sample. Cronbach’s alpha coefficients for the two constructs showed the presence of a high 

degree of internal consistency. 

 
 

Table 3.1: Emotional Labor Scale 

Emotive Dissonance 
 EL1: I wear a “mask” in order to deal with clients/customers in an appropriate way. 
 EL2: I put on a “show” or “performance” when interacting with clients/customers. 
 EL3: I pretend to feel the emotions I need to display for my job. 
 EL4: I show feelings to clients/customers that are different from what I feel inside. 
 EL5: I fake the emotions I show when dealing with clients/customers. 

Emotive Effort 
 EL6: I try to actually experience the emotions that I must show to clients/customers. 
 EL7: I make an effort to actually feel the emotions that I need to display toward 

others. 
 EL8: I work hard to actually feel the emotions that I need to show to 

clients/customers. 
 EL9: I work at developing the feelings inside of me that I need to show to 

clients/customers. 

 
  
Items for the Antecedents of Emotional Labor 

Display rules acted as the antecedents of emotional labor in this study. Display rules 

range from implicit (e.g., in the form of unspoken expectations) to explicit (e.g., written policies 

for employees), but this study did not directly measure what display rules are. Instead, it 

measured individual perceptions of display rules. This variable was operationalized by adopting 

and altering items from Diefendorff et al. (2005). Following Schaubroeck and Jones (2000) and 

Brotheridge and Grandey (2002), Diefendorff and his colleagues created four items for positive 

display rule perceptions (norms for expressing positive emotions) and three items for negative 

display rules (norms for suppressing negative emotions). The reliabilities for the positive and 

negative display rule perceptions were alpha=.73 and alpha=.75 in the previous research. In this 
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study, the values of Cronbach’s alpha for the two constructs showed better internal 

consistency:  .838 for positive display rule and .855 for negative display rule respectively in the 

pretest sample and .831 and .795 in the main survey. 

 
 

Table 3.2: Display Rule Perception Scale 

Positive Display Rules 
 DR1: Part of my job is to make the client/customer feel good. 
 DR2: My Agency expects me to express positive emotions to clients/customers as 

part of my job. 
 DR3: My agency would say that part of the product for clients/customers is friendly, 

cheerful service. 
 DR4: My agency expects me to try to be enthusiastic in my interactions with 

clients/customers. 

Negative Display Rules 
 DR5: I am expected to suppress my bad moods or negative reactions to 

clients/customers. 
 DR6: My agency expects me to pretend that I am not upset or distressed, when I 

really am. 
 DR7: I am expected not to show anger while on the job. 

 
 
Items for the Consequence of Emotional Labor 

Emotional exhaustion. Emotional exhaustion was operationalized and measured by a 

six-item scale developed by Wharton (1993). These items denote respondents’ feelings of being 

“used up” at the end of the workday. In Wharton’s work, the Cronbach’s alpha for this scale 

was .87, which demonstrated the internal consistency of the scale. Interestingly, this study 

generated similar results of internal consistency test: the reliability alpha was .877 in the pretest 

sample and .866 in the main sample, suggested that the emotional exhaustion scale is reliable and 

consistent across studies.  

 
 

Table 3.3: Emotional Exhaustion Scale 

 EE1: I feel emotionally drained from my work. 
 EE2: I feel used up at the end of the work day. 
 EE3: I dread getting up in the morning and having to face another day on the job. 
 EE4: I feel burned out from my work. 
 EE5: I feel frustrated by my job. 
 EE6: I feel I’m working too hard on my job. 
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Service performance. An established scale was adopted and modified in order to fit the 

purpose of this study. Liao and Chuang (2004) developed a seven-item scale to measure the 

service performance of restaurant employees. However, some of these items may not capture the 

dynamics of public service. Thus, some modification and deletion of inappropriate items was 

required. Items that were removed were “Pointing out and relating item features to a customer’s 

needs,” “suggesting items customers might like but did not think of,” and “explaining an item’s 

features and benefits to overcome a customer’s objection.” Four out of Liao and Chuang’s seven 

items remained (see Table 3.4). The result of reliability test showed acceptable internal 

consistency for this scale: Cronbach’s alpha was .771 in the pretest sample and it was .831 in the 

main sample. 

 
 

Table 3.4: Service Performance Scale 

 SP1: I am friendly and helpful to clients/customers. 
 SP2: I approach clients/customers quickly. 
 SP3: I ask good questions and listen to find out what a client/customer wants. 
 SP4: I am able to help clients/customers when needed. 

 

 

Items for the Moderators of Emotional Labor 

Public service motivation. Perry (1996) first explored the dimensionality of PSM and 

proposed a four-dimension construct, which includes attraction to public affairs, commitment to 

the public interest, compassion, and self-sacrifice. He surveyed students in a master of public 

administration program and a master of business administration program and then developed a 

scale from the survey data for measuring these dimensions. Cronbach’s alphas for these 

subscales were .77, .69, .72, and .74 in Perry’s research. In a recent study, Coursey and Pandey 

(2007) offered a three-factor model by eliminating the subscale of self-sacrifice based on a 

nationwide survey of public managers. The shorter scale was statistically better than Perry’s 

original dimensions in their work. Thus, this study employed an abridged version of Perry’s scale 

from Coursey and Pandey’s (2007) research. 

In that study, however, the scale was inconsistent across the two survey samples. It was 

first considered unreliable in the pretest sample because alpha coefficients for the three subscales 

were .737, .7, and .562. In addition, there was a high correlation between commitment to public 

interest and compassion. Perhaps, a small sample size contributed to this result. In spite of this, a 
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factor analysis based on the sample of 208 CPM students supported this scale, though an item, “I 

have little compassion for people in need who are unwilling to take the first step to help 

themselves”, was not significantly loaded with any of the three factors (factor loading < .4) and 

therefore was removed from the scale. Cronbach’s alphas for these factors, based on the 

remaining items (listed in Table 4.5), were .775, .755, and .703, which demonstrated acceptable 

internal consistency for the measure. This scale was measured on a seven-point Likert scale 

ranging from (1) = ”strongly disagree” to (7) = “strongly agree”. 

 
 

Table 3.5: Public Service Motivation Scale 

Attraction to Public Policymaking 
 PSM1: Politics is a dirty word. (Reversed) 
 PSM2: The give and take of public policy making doesn't appeal to me. (Reversed)  
 PSM3: I don't care much for politicians. (Reversed) 

Commitment to public interest 
 PSM4: I unselfishly contribute to my community. 
 PSM5: Meaningful public service is very important to me.  
 PSM6: I would prefer seeing public officials do what is best for the whole community 

even if it harmed my interests. 
 PSM7: I consider public service my civic duty. 

Compassion 
 PSM8: It is difficult for me to contain my feelings when I see people in distress. 
 PSM9: I am often reminded by daily events about how dependent we are on one 

another. 

 
 
Emotional intelligence. Wong and Law (2002) developed a self-report measure that 

derives its four dimensions from the Salovey and Mayer (1990) conceptualization of EI. 

Consequently, Wong and Law’s (2002) dimensions are (1) appraisal and recognition of emotion 

in the self (self-emotional appraisal); (2) appraisal and recognition of emotion in others (others’ 

emotional appraisal); (3) regulation of emotion in the self (regulation of emotion); and (4) use of 

emotion to facilitate performance (use of emotion). The reliability estimates for the four 

subscales were .86, .85, .79, and .82 in their research. In this study, however, the results of factor 

analysis rejected the differentiation of some subscales, including self-emotional appraisal, others’ 

emotion appraisal, and regulation of emotion. In order to shorten the length of survey instrument, 

this study preserved two subscales of Wong and Law’s measure. Remaining items are listed in 

Table 4.6. Cronbach’s alpha for regulation of emotion was .855 in the pretest sample and .817 in 
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the main sample; for use of emotion, alpha coefficients were .839 and .785. Values of 

Cronbach’s alpha showed the presence of good inter-item consistency for this measure. 

 
 

Table 3.6: Emotional Intelligence Scale 

Regulation of Emotion 
 EI1: I am able to handle difficulties rationally. 
 EI2: I am quite capable of controlling my own emotions. 
 EI3: I can always calm down quickly when I get angry. 
 EI4: I have good control of my own emotions. 

Use of Emotion 
 EI5: I always set goals for myself and then try my best to achieve them. 
 EI6: I always tell myself I am a competent person. 
 EI7: I am a self-motivated person. 
 EI8: I always encourage myself to be the best. 

 
 

Analytical Phases and Techniques 

 

The analyses of data were performed using a combination of different statistical 

techniques. The analyses, for the most part, treated survey items measured at the ordinal level as 

interval level, while continuity was seemingly assured among these categorical variables. It is 

arguably statistically imprecise (Hoffmann, 2004), but generating scales from sets of categorical 

question items may help this study diminish this problem. As portrayed in Figure 3.1, the data 

analyses were divided into two phases: the first phase focused on testing the hypotheses among 

proposed antecedents and consequences of emotional labor using structural equation modeling 

(SEM) analysis. The second phase focuses on examining the proposed moderating effects of 

individual attitude and ability on emotional labor and its associated consequences by using 

moderated regression analysis. These techniques were chosen because each has its strengths for a 

certain analysis. The analysis procedures are discussed below. 
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Figure 3.1 Phases of Statistical Analyses
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Phase One 

The relationships among display rules (positive and negative display rules), emotional 

labor (emotive dissonance and emotive effort), and its consequences (emotional exhaustion and 

service performance) were tested using SEM. SEM is considered to be a confirmatory technique 

for representing dependency (or causal) relations in multivariate data (Burnette & Williams, 

2005; McDonald & Ho, 2002). Models in SEM can be examined and understood as a structure of 

interrelationships expressed in a series of regression equations (Hair et al., 2006). A SEM model 

consists of two parts: The measurement model, or confirmatory factor analysis (CFA) model, 

which is a model that specifies the degree to which latent variables can be operationalized by sets 

of indicators, and the path model, which specifies a complete set of dependency relationships 

among the proposed model’s observed variables. These make SEM a convenient tool not only 

for testing construct validity but for representing complex dependency relationships (e.g., 

mediation) in a proposed model. 

Scholars often recommend a two-step SEM process for estimating the measurement 

model and the path model (Anderson & Gerbing, 1988; Hair et al., 2006). By the two steps, 

researchers first test the fit and convergent and discriminant validity of the construct for the 

proposed measurement model. Once a satisfactory measurement model is obtained, the second 

step is to test the full structural model, also called the structural regression (SR) model, the 

hybrid model, or the LISREL model (Kline, 2005). Then, the measurement model fit provides a 

basis for assessing the validity of the full structural model (Hair et al., 2006). 

EQS (Bentler, 2006a), one of the most popular SEM software programs, was used in this 

study to test the proposed model. SEM provides path coefficients to assess the dependency 

relations posited in the model. A combination of multiple model fit indices will be reported later 

in this paper, such as chi-square, root mean square error of approximation (RMSEA), 

standardized root mean-square residual (SRMR), and the comparative fit index (CFI). 

Phase Two 

 The second phase addresses the moderating effects of PSM and EI on the relationship 

between display rules and emotional labor as well as the relationship between emotional labor 

and its consequences (i.e., emotional exhaustion and service performance). The analyses of 

moderating effects were performed by using hierarchical moderated multiple regression (MMR) 

analysis. MMR can be used to detect the moderating effects for both continuous and 
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dichotomous moderator variables (Cohen et al., 2003; Jaccard et al., 2003). Following the 

procedure articulated by Cohen et al. (2003), the outcome variables will be regressed on 

predictor variables, moderator variables, and moderator terms in the analyses presented in next 

chapter. The moderator terms is a compound variable formed by multiplying a predictor and a 

moderator. Several control variables, such as gender, age, tenure, and frequency of service 

encounter, will be entered in the regression analysis to verify the proposed moderating efforts 

since research suggests that demographic and occupational characteristics influence emotional 

management at work (Erickson & Ritter, 2001; Johnson, 2007; Sloan, 2004). 

Predictor and outcome variables that were entered into analyses in this phase were all 

latent variables (or called constructs or factors). That is, these variables cannot be measured 

directly but can be represented by a set of indicators. To give a latent variable a meaningful value 

to replace the original set of indicators, researchers generally use two approaches (Hair et al., 

2006): (1) a summated scale: calculated by the process whereby the indicators comprising a 

certain scale are summed or averaged; and (2) a factor score: computed based on the factor 

loadings of all indicators on the scale. This study chose the first method to compute the values of 

latent variables because a summated scale can be better interpreted than a factor loading. As Hair 

et al. explain, “If the summated scale is a well-constructed, valid, and reliable instrument, then it 

is probably the best alternative” (p. 140). Measures used here had been tested in previous 

research and this study and surely met these requirements. 

 

Summary 

 

This chapter outlined the research design that supports the dissertation. It began by 

explaining data collection efforts, including descriptions of the survey participants and survey 

process. Two hundred forty three students in Levels One and Two of the CPM program returned 

the survey. However, 35 of them did not work directly with citizens on a daily basis and were 

removed from the sample. The chapter closed by describing analytical techniques (i.e., structural 

equation modeling and hierarchical moderated regression analysis) used to analyze the survey 

data. The next chapter will present the results of these analyses. 



 44

CHAPTER FOUR 

RESULTS 

 

This chapter presents the results of the aforementioned analyses. In the first section, 

demographic and job characteristics of the sample are reported. Then, the second section 

describes the data screening efforts, including the examination of sample size, missing values, 

and data normality. After completing these screening procedures, the survey data is ready for 

further analyses. Thus, the third section is organized in accordance with a two-step SEM process. 

The results of CFA are reported first, followed by findings for full structural modeling. The next 

section presents the results of moderated regression analyses. Finally, findings of hypothesis 

testing are summarized in the end of this chapter. 

 

Characteristics of Sample 

 

As described in Chapter Three, a total sample of 208 workers was generated for 

hypothesis testing. In the sample, the average age was 44.7 with a range of ages between 27 and 

69. The average experience in the current job was 110 months (or approximately 9 years) 

ranging from 3 months to 31 years. As shown in Table 4.1, the sample was primarily white 

(66.5%), with 23% African American, 6% Hispanic, 4.5% other, including American Indian, 

Asian, or Pacific Islander. The proportion of female respondents (54.2%) was slightly larger than 

their male counterpart. In regard to education, 91.2% of the respondents had at least some 

college level course work, with 36.3% and 26% having a university degree and a post graduate 

degree, respectively. Of the participants, 68% were married, and the rest (32%) were unmarried 

single, divorced, or widowed. In terms of annual income level, the survey respondents were 

scattered over every salary category but obviously concentrated on the range between $30,000 

and $69,999. 

Table 4.2 reports the job characteristics of the 208 respondents. All of these workers held 

a full-time job in either the state level (58.9%) or the local level (41.1%) during the survey time 

span. They worked in a variety of occupations: transportation (17.5%), administrative services 

(16.5%), social work (16.5%), law enforcement (9%), corrections (4.5%), and other occupations 

(such as health care, utilities, parks and recreation, legal services, code enforcement, emergency 
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management, animal control). The majority of them (72.1%) talked to or helped ten or less 

clients/customers on a typical work day, while 26 respondents (12.9%) reported that they serve 

more than 20 clients/customers daily. The survey also indicated that the service interaction was 

very intensive among these workers. Most of them reported positively that they spend a 

significant amount of time daily to help or work directly with clients or customers.  

 
 

Table 4.1: Demographic Characteristics of Respondents 

 Frequency Percent 

Gender (Missing = 7) *** ***
Female 109 54.2
Male 92 45.8

Race (Missing = 8) *** ***
White 133 66.5
Black 46 23.0
Hispanic 12 6.0
Other 9 4.5

Educational Level (Missing = 4) *** ***
Less than high school 1 .5
High school graduate or G.E.D. 12 5.9
Technical training or apprenticeship after high school 5 2.5
Some college 39 19.1
2-year associate degree 20 9.8
Graduate from college 74 36.3
Some graduate school 15 7.4
Master’s degree 32 15.7
Law degree 3 1.5
Doctorate degree 3 1.5

Marital Status (Missing = 5) *** ***
Married 138 68.0
Divorced 27 13.3
Single 25 12.3
Not married, but with a significant other 11 5.4
Widow/er 2 1.0

Annual Income (Missing = 10) *** ***
$29,999 or below 6 3.0
$30,000-$39,999 30 15.2
$40,000-$49,999 42 21.2
$50,000-$59,999 50 25.3
$60,000-$69,999 29 14.6
$70,000-$79,999 22 11.1
$80,000 or above 19 9.6
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Table 4.2: Job Characteristics of Respondents 

 Frequency Percent 

Level of Government (Missing = 1) *** ***
State Level 122 58.9
Local Level 85 41.1

Occupation (Missing = 8) *** ***
Administrative services 33 16.5
Corrections 9 4.5
Education 3 1.5
Fire 4 2.0
Health care 7 3.5
Law enforcement 18 9.0
Legal services 2 1.0
Parks and recreation 5 2.5
Social work 33 16.5
Transportation 35 17.5
Utilities 6 3.0
Other 45 22.5

Number of Clients/Customers Served Daily (Missing = 7) *** ***
1 to 5 80 39.8
6 to 10 65 32.3
11 to 20 30 14.9
More than 20 26 12.9

Time with Clients/Customers Daily (Missing = 3) *** ***
1 (Rarely) 6 2.9
2 19 9.3
3 31 15.1
4 26 12.7
5 40 19.5
6 35 17.1
7 (Always) 48 23.4

 

 

Data Screening 

 

Sample Size and Missing Values 

 In this study, sample size is an issue that should be taken into consideration because one 

of the analytical techniques, SEM, is a large-sample technique. Although there is no golden rule 

regarding how large a sample needs to be, researchers such as Kline (2005) suggest that sizes 

that exceed 200 cases could be considered “large.” The sample size used here (208) meets this 

standard. The next section presents the examination of missing values since missing data may 

complicate the issue of sample size. 
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Table 4.3: Missing Patterns of Main Survey Items 
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9 1                                    X        
77 1                      X                      
89 1                            X                
94 1     X                                       
108 1                             X               
176 1                X                            
145 2                                     X X      
109 3                       X           X X         
30 4     X               X X X                      
180 8                            X X X X X X X X         
45 9                           X X X X X X X X X         
48 9                           X X X X X X X X X         
41 13        X X X X X X X X X       X X X X                  
149 13        X X X X X X X X X       X X X X                  
162 13        X X X X X X X X X       X X X X                  
178 13        X X X X X X X X X       X X X X                  
186 13        X X X X X X X X X       X X X X                  
187 13        X X X X X X X X X       X X X X                  

Note: “X” indicates a missing value.
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Overall, this study has a moderate missing data problem. Table 4.3 reveals that, in the 

sample of 208 public service workers, 18 cases (approximately 8.7%) contain at least one 

missing value. Six of them possess 13 missing values in the survey items of emotional labor and 

service performance probably because these respondents misread the instruction of the survey 

and therefore skipped those questions. Table 4.4 also demonstrates that items of emotional labor 

and service performance have a range of 2.9% (N=6) to 3.4% (N=7) of missingness, while other 

survey items contain four or less missing values. 

 
 

Table 4.4: Statistics of Missing Value (Main Survey Items Only) 

Item N Count Percent Item N Count Percent 

DR1 208 0 0 SP1 201 7 3.4 
DR2 208 0 0 SP2 202 6 2.9 
DR3 208 0 0 SP3 202 6 2.9 
DR4 208 0 0 SP4 202 6 2.9 
DR5 206 2 1 PSM1 206 2 1 
DR6 208 0 0 PSM2 204 4 1.9 
DR7 208 0 0 PSM3 204 4 1.9 
EL1 202 6 2.9 PSM4 205 3 1.4 
EL2 202 6 2.9 PSM5 205 3 1.4 
EL3 202 6 2.9 PSM6 205 3 1.4 
EL4 202 6 2.9 PSM7 205 3 1.4 
EL5 202 6 2.9 PSM8 204 4 1.9 
EL6 202 6 2.9 PSM9 204 4 1.9 
EL7 202 6 2.9 EI1 207 1 .5 
EL8 202 6 2.9 EI2 207 1 .5 
EL9 201 7 3.4 EI3 207 1 .5 
EE1 208 0 0 EI4 208 0 0 
EE2 208 0 0 EI5 208 0 0 
EE3 208 0 0 EI6 208 0 0 
EE4 207 1 .5 EI7 208 0 0 
EE5 207 1 .5 EI8 208 0 0 
EE6 206 2 1 *** *** *** *** 

 
 

 Because it is common that survey datasets have missing values, researchers have 

developed several methods for dealing with missing data (Enders, 2006; Hair et al., 2005; Kline, 

2005). The following describes four generally used categories: the first approach is to remove all 

cases with missing values from the dataset and include only those available cases. The second 

approach involves deleting the cases on an analysis-by-analysis basis. That is, as Kline explains, 
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“cases are excluded only if they have missing data on variables involved in a particular 

computation” (p. 53). The third technique involves replacing a missing value with a score, such 

as the overall sample mean or a predicted value generated by using linear regression. The last 

method is more sophisticated than the aforementioned methods and has become available in 

many statistical software programs such as EQS and SPSS. An example is the expectation 

maximization (EM) imputation. This method imputes a missing value “by predicted score in a 

series of regressions where each missing variables is regressed on the remaining variables for a 

particular case” and then “the whole imputed data set is submitted for maximum likelihood 

estimation” (p. 55). This present study employs the last approach because: (1) this method is 

getting popular in survey research and is also available in EQS; (2) EM imputation is less 

restrictive in the sense of missing data patterns, while other missing data techniques are required 

to meet the missing completely at random condition (Enders, 2006); and (3) this study barely 

passes the generally accepted threshold of a “satisfactory” sample size, and therefore it may be 

risky to eliminate any case. 

Normality 

Normality is the most fundamental assumption in multivariate analysis. It refers to the 

degree to which the data distribution for an individual variable or a set of variables corresponds 

to a normal distribution (Hair et al., 2005). It is crucial to hold this assumption because many 

statistical methods, including SEM and MMR, are based on it. Hair et al. emphasize, “If the 

variation from the normal distribution is sufficiently large, all resulting statistical tests are 

invalid” (p. 79). Thus, the following describes the assessment of normality. It is organized into 

two sections in accordance with the two analytical phases of this study.  

Normality in SEM analysis. SEM estimation methods assume multivariate normality—

the joint effect of a set of variables, which is normally distributed. Non-normality may affect the 

results of maximum likelihood (EL) estimates, the most popular estimator in SEM, according to 

its extent—“the greater the non-normality, the greater impact on results” (Finney & Distefano, 

2006, p. 272). Thus, normality should be checked prior to SEM analyses. The multivariate 

normality assumption can be evaluated by checking the univariate skewness and kurtosis of each 

variable and the multivariate kurtosis (Byrne, 2006; Finney & Distefano, 2006; Kline, 2005; 

McDonald & Ho, 2002). Skewness is used to describe the degree of symmetrical distribution, 
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while kurtosis refers to the “peakedness” and “tailedness” of the distribution (DeCarlo, 1997). 

Both univariate skewness and kurtosis of each survey item are presented in Table 4.5. 

 
 

Table 4.5: Univariate Statistics of Survey Items 

Item Mean Skewness Kurtosis S.D. 

DR1 5.3077 -.8138 -.0928 1.6599 
DR2 6.2067 -1.6957 3.1482 1.1591 
DR3 5.9952 -1.3396 1.3840 1.2872 
DR4 5.9423 -1.5253 2.4018 1.2841 
DR5 5.9560 -1.9073 3.1727 1.5499 
DR6 5.0481 -.7688 -.4170 1.8171 
DR7 5.6731 -1.2966 .9045 1.6532 
EL1 2.7536 .7317 -.5724 1.7264 
EL2 2.7787 .5972 -.8045 1.6622 
EL3 2.6348 .7622 -.4369 1.5736 
EL4 3.4974 .1802 -1.0414 1.6638 
EL5 2.7494 .6395 -.4672 1.5385 
EL6 3.7248 -.0169 -.9685 1.6733 
EL7 3.9555 -.2109 -.8026 1.6382 
EL8 3.5771 .1493 -.9376 1.6736 
EL9 3.4356 .2132 -.8482 1.6812  
EE1 3.7740 .0435 -.7319 1.4978  
EE2 3.7260 .0653 -1.0230 1.6321  
EE3 2.3510 1.3357 1.5356  1.3680  
EE4 2.6893 .8680 .1699 1.5264 
EE5 3.0280  .7513  .0317  1.5226  
EE6 3.2667  .5191  -.6092  1.6919  
SP1 6.3146  -1.0211  1.4824  .7299  
SP2 5.9573  -1.3613  2.9819  1.0921  
SP3 6.1855 -1.1088 1.2452 .8584 
SP4 6.2732 -.8886 .2071 .7882 

 
 
To ensure univariate normality in SEM, Finney and Distefano (2006) suggest an 

appropriate cutoff line of absolute value of 2 for skewness and 7 for kurtosis. The skewness of 

the survey items used here ranges from -1.9073 to 1.3357, while the values for kurtosis ranged 

from -1.0414 to 3.1727, indicating that the responses were fairly normally distributed.  

However, the multivariate normal distribution is not simply a composite of univariate 

normal distributions. One can have multivariate non-normality even if all the individual variables 

are normally distributed. Therefore, researchers should also examine multivariate kurtosis. For 
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this purpose, a coefficient of multivariate kurtosis proposed by Mardia (1970) is reported. Like 

many SEM software programs, EQS also computes this statistic. The resulting normalized 

estimate for Mardia’s coefficient is 15.4289 in this study. The values of multivariate kurtosis 

imply multivariate non-normality since, in practice, values greater than five are indicative of a 

non-normal distribution (Bentler, 2006b). While non-normality occurs, the statistics based on the 

maximum likelihood may be problematic. There are several strategies for dealing with non-

normal data such as asymptotically distribution-free estimation, robust estimates, and 

bootstrapping (Finney & Distefano, 2006). In EQS, Satorra-Bentler scaled chi-square, a robust 

estimate, is available to accommodate this problem (Bentler, 2006a; Byrne, 2006). Thus, this 

study will report the statistics computed based on the robust estimate method. 

Normality in MMR analysis. Multiple regression analysis also assumes the normality of 

data distribution. Unlike SEM, assessment of univariate normality for all variables is generally 

considered sufficient in most cases (Hair et al., 2005). As shown in Table 4.5, variables used in 

this study have acceptable values of skewness and kurtosis. Most of them do not exceed absolute 

value one, while two variables, positive display rules and negative display rules, are slightly 

larger than the others. Overall, the measures of skewness and kurtosis demonstrate that the 

assumption of normality is held here.  

 

 

Table 4.6: Univariate Statistics of Latent Variables 

Variable Mean S.D. Skewness Kurtosis Minimum Maximum

Positive Display Rules 5.8630 1.10848 -1.150 1.116 2.00 7.00
Negative Display Rules 5.5591 1.41273 -1.080 .526 1.00 7.00
Emotive Effort 3.6733 1.43806 -.035 -.604 1.00 7.00
Emotive Dissonance 2.8828 1.40275 .686 -.256 1.00 7.00
Emotional Exhaustion 3.1392 1.19414 .644 .215 1.00 7.00
Service Performance 6.1827 .71499 -.775 .264 3.75 7.00
Attraction to Public Policymaking 3.7676 1.39229 -.118 -.596 1.00 7.00
Commitment to Public Interest 5.3916 .97100 -.500 .306 2.25 7.00
Compassion 4.8308 1.27339 -.299 -.447 1.50 7.00
Regulation of Emotion 5.7881 .80966 -.535 .095 3.00 7.00
Use of Emotion 6.1142 .76289 -.812 .175 4.00 7.00
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Results of Structural Equation Modeling 

 

Results of Two-Step SEM process 

The CFA analysis illustrates that the constructs, which were derived from existent 

literature, are significantly valid in terms of discriminant validity (the extent to which a construct 

is truly distinct from other constructs) and convergent validity (the extent to which indicators of 

a specific construct share a high proportion of variance in common) (Hair et al., 2006). For 

example, in Figure 4.1, none of the standardized correlations between any pair of latent variables 

is larger than .9 (the highest score is .54), which indicates that each of these constructs captures a 

certain concept that others do not. 

In addition, Figure 4.1 also reveals evidence of convergent validity. Scholars suggest that 

the size of factor loading for each survey item is an important consideration for convergent 

validity (Hair et al., 2006). Since the square of a standardized factor loading represents how 

much variation in an item is explained by the factor, high loadings on a factor would indicate that 

these items can converge on some common point, represented by the latent variable. It is 

suggested that standardized factor loading estimates should be .5 or higher. A loading of less 

than .5 represents that more than 75 percent of the variance of the item is unexplained by the 

factor. As shown in Figure 4.1, all of the values of standardized factor loading exceed the cutoff 

value of .5, which demonstrates convergent validity for the constructs used in this study. 
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Note: Numbers are standardized solutions; * significant at p < .05. 
 

Figure 4.1: Results of Confirmatory Factor Analysis
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Table 4.7: Summary of Fit Indices for the Measurement Model 

Model χ2 p-value df CFI RMSEA

CFA Model  481.1749 .00 284 .922 .058
(.049,.067)

Note: Numbers in parentheses are 90% confidence interval of RMSEA. 

 
 

Table 4.7 reports the fit indices computed by using the Satorra-Bentler robust method. 

Model chi-square, χ2, is a mostly used measure in SEM to examine the differences between the 

observed and estimated covariance matrixes. The lower chi-square value indicates the better 

model fit. In this study, the chi-square statistic for the CFA model is significant enough to reject 

the null hypothesis that postulates there is no difference between the estimated model and the 

real data. In theory, this suggests a bad fit; in practice, however, chi-square statistic is very 

sensitive to the sample size and model complexity. As either N or the number of observed 

variables increases so does the chi-square value (Hair et al, 2006). Therefore, instead of using 

model chi-square, researchers can examine the ratio of chi-square to its degrees of freedom, χ2/df. 

A rule of thumb is that a ratio no higher than 3 implies an acceptable fitting model (Bollen, 1989) 

and the ratio was 1.69 for the measurement model. In additional to model chi-square, 

consideration for multiple fit indices may provide better information regarding a model fit. As 

shown in table 4.7, the measurement model has a CFI value of 9.22 and a RMSEA value of .058, 

with a 90% confidence interval ranging from .049 to .067. Table 4.7 does not report the value of 

SRMR because it is not included in the robust goodness-of-fit statistics in EQS. Overall, values 

of CFI and RMSEA satisfy the commonly accepted thresholds for the two fit indices, i.e. CFI ≥.9, 

RMSEA ≤.08 (Hu & Bentler, 1999; Kline, 2005), which suggests a reasonably good fit for the 

measurement model. Since a satisfactory CFA model has been obtained, the test of the 

hypothesized structural regression (SR) model is provided next. 

The initial SR model incorporates hypothesized relationships among the antecedents, 

dimensions, and consequences of emotional labor into the measurement components that have 

been tested in the above CFA model. The results of the initial modeling effort are displayed in 

Table 4.8. The analytical output presents a positive relationship between positive display rules 

and emotion effort and between negative display rules and emotive dissonance, although the 

former is relatively weak (p-value is larger than .05 but smaller than .1). Furthermore, emotive 

dissonance results in emotional exhaustion in the sample of public service workers, while 
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emotive effort and emotive dissonance significantly influence service performance in positive 

and negative directions respectively. 

 
 

Table 4.8: Standardized Parameter Estimates for the Initial Structural Regression Model 

 Independent Variable 

 
Dependent Variable 

Positive 
Display Rules 

Negative 
Display Rules 

Emotive 
Effort 

Emotive 
Dissonance 

Emotive Effort .139 .006  
Emotive Dissonance -.060  .327*  
Emotional Exhaustion .006 .536*
Service Performance .185* .236*

Note: * significant at p < .05. 

 
 

Selected model fit indices for the SR models are presented in Table 4.9. As shown, the 

statistics for the initial model indicate a satisfactory fit. However, an obvious disparity exists 

between the measurement model and the initial SR model. Therefore, there is a room to improve 

the goodness-of-fit. To respecify the model, the Lagrange Multiplier (LM) test, a modification 

index estimate for adding model parameters, is available in EQS to provide modification criteria. 

The LM test approximates the amount of decrease in model chi-square if a particular fixed-to-

zero parameter is freely estimated. The greater the value, the better improvement in overall 

model fit if the parameter is added to the model. However, it is worthwhile to note that 

researchers should be cautious to modify any given hypothesized model. Theory should always 

play a greater role in model respecification than empirical statistics. As Kline (2005) explains, 

“[I]f model specification is entirely driven by empirical criteria such as statistical significance, 

the researcher should worry about capitalization on chance” (p. 147). 

For the above reason, the second SR model only added one parameter to the initial model 

based on the suggestion of the LM test. The path “emotive dissonance → emotive effort” was 

added because Chu’s work (2002) provided theoretical support for adding this parameter. She 

proved that emotive dissonance may lead to emotive effort. She noted, “When someone 

experiences a higher level of emotive dissonance, then this individual is more likely to… exert 

more effort to be more sincere when serving customers” (p. 129). After the model was re-

specified to add the path, the chi-square value dropped to 523.3388 as displayed in Table 4.9, 

while other fit indices were improved as well. The chi-square difference between the initial 
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model and second model was statistically significant at α = .05 level (∆ χ2 = 11.3501; ∆ df = 1). 

Thus, the respecified model with an additional path flowing from emotive dissonance to emotive 

effort was significantly better than the initial one. 

 
 

Table 4.9: Summary of Fit Indices for Structural Regression Models 

Model χ2 p-value df CFI RMSEA ∆ χ2 ∆ df

Initial SR Model 534.6889 .00 290 .903 .064 
(.055,.072) 

Second SR Model 523.3388 .00 289 .907 .063 
(.054,.071) 

-11.3501 -1

Third SR Model 484.3324 .00 288 .922 .057 
(.048,.066) 

-39.0064 -1

Final SR Model 488.0974 .00 292 .922 .057 
(.048,.066) 

3.765 4

Note: Numbers in parentheses are 90% confidence interval of RMSEA. 

 
 
In addition to the above respecification attempt, it was found that the model could have a 

better fit if one more path was added. The result of the LM test revealed a significantly high 

value for the link between positive display rules and service performance. From a theoretical 

standpoint, it would be reasonable to assume that an increase in positive display rules may lead 

to an increase in service performance because special organizational rules clarify the appropriate 

emotional displays during a service encounter, such as friendliness and enthusiasm, and this 

increases “the likelihood that employees will display what the organization wants and ultimately 

perform better on the job” (Diffendorff & Gosserand, 2003, p. 950). The third SR Model in 

Table 4.9 presents the results of adding the parameter “positive display rules → service 

performance”. The chi-square was 484.3324, with a degree of freedom of 288. The CFI and 

RMSEA were .922 and .057. respectively. As shown, the revised model had a better fit and the 

chi-square difference between this model and the previous model (the second SR model) was 

statistically significant (∆ χ2 = 39.0064; ∆ df = 1). 

Followed by model building efforts, the Wald test was implemented for dropping 

unnecessary parameters. In contrast with the LM test, the Wald W statistics estimates the amount 

of increase in chi-square if a particular freely estimated parameter in a given model is trimmed. 

To researchers, it also requires a sense of caution for dropping parameters. Removing 
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insignificant paths matches the interest of parsimony but may affect the model solutions in an 

important way (Kilne, 2005). Thus, in this step, all paths were scrutinized before taking any 

resepcification action. Figure 4.2 portrays the final SR model in which four paths were deleted, 

including “positive display rules → emotive effort”, “positive display rules → emotive 

dissonance”, “negative display rules”, and “emotive effort → emotional exhaustion”. After the 

model trimming, the Wald W statistics was clear in the EQS output. As shown in Table 4.9, the 

final model has a CFI value of 9.22 and a RMSEA value of .057, with a 90% confidence interval 

ranging from .048 to .066. The chi-square difference between the final SR model and the third 

model did not achieve the statistical significance at α = .05 level (∆ χ2 = 3.765; ∆ df = 4), which 

implies the final model was not significantly worse than the previous one. Thus, it was a better 

model among these SR models for the sake of parsimony as well as model statistics, although the 

respecified model was slightly different from the proposed model in Chapter Two. 
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Note: * significant at p < .05; --- paths that were not hypothesized. 
 

Figure 4.2: Results of the Final Structural Regression Modeling
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Table 4.10 displays effects composition for the final SR model. That is, direct, indirect, 

and total effects of predictor variables on outcome variables are summarized. A direct effect is 

the influence of one variable on another that is not mediated by any other variable, while an 

indirect effect is the relationship between two variables that is intervened by at least one other 

variable. The total effects are the sum of the direct and indirect effects. The review of indirect 

and total effects can help to discover important findings that are not addressed by examining the 

direct effects (Bollen, 1989). For example, a closer examination on the indirect effect of negative 

display rules through emotive dissonance on emotive effort reveals that the presence of emotive 

dissonance triggers service workers’ effort to actually experience work-related emotions. 

In addition to effects composition, the value of R-square is incorporated in this table. R-

square reveals the percentage of variation of a given endogenous variable explained by the direct 

path(s) that are associated with it. For example, approximately 28.7% of total variation of 

emotional exhaustion can be explained by the path “emotive dissonance → emotional 

exhaustion”. 

 
 

Table 4.10: Effects Composition for the Final Structural Regression Model 

 Exogenous Variables 

 
Endogenous Variables 

Positive 
Display Rules

Negative 
Display Rules

Emotive 
Effort 

Emotive 
Dissonance

Emotive Effort (R2 = .059)  
    Direct Effect(s)  .243*
    Indirect Effect(s) .075*  
    Total Effect(s) .075*  .243*
Emotive Dissonance (R2 = .094)  
    Direct Effect(s) .307*  
    Indirect Effect(s)  
    Total Effect(s) .307*  
Emotional Exhaustion (R2 = .287)  
    Direct Effect(s)  .536*
    Indirect Effect(s) .165*  
    Total Effects .165*  .536*
Service Performance (R2 = .291)  
    Direct Effect(s) .493* .137* -.262*
    Indirect Effect(s) -.070*  .033 
    Total Effect(s) .493* -.070* .137* -.228*

Note: * significant at p < .05. 
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Results of Moderated Regression Analysis 

 

 This stage of data analysis addresses the moderating effects of PSM and EI on the 

relationships among the antecedents, dimensions, and consequences of emotional labor. The 

basic premise of these moderating effects is that variations in emotional labor resulting from 

emotional display rules and variations in emotional exhaustion and service performance resulting 

from emotional labor depend on the perceived level of PSM and EI. Moderated regression 

analysis was employed here to examine these effects. The analytic process started with an initial 

regression model with control variables only to test their relationships with a given dependent 

variable, such as emotive effort, emotive dissonance, emotional exhaustion, or service 

performance. Then, predictor and moderator variables were entered into the regression equation 

for analysis. Finally, moderator terms were included and tested in the last stage.  

To determine whether a moderator effect is significant, researchers often use a unique 

approach for the sake of the multicollinearity among the original variables (i.e., predictor and 

moderator variables) and moderator terms. Following the procedure suggested by Hair and his 

associates (2006), both unmoderated and moderated relationships were estimated in this study; 

meanwhile, the change in R-squared was assessed. R-squared change plays an important role in 

determining the significance of a moderator effect. As Hair et al. explains, “If it is statistically 

significant, then a significant moderator effect is present” (p. 202). Next presents the results of 

moderated regression analysis. 

Tables 4.11, 4.12, 4.13, and 4.14 show no significant moderator effects of public service 

motivation on the relationship between emotional display rules and emotional labor. In Table 

4.11, a moderator term, “Positive Display Rules × Commitment to Public Interest”, was 

significant (β = -1.452; p = .023), but the R-squared change (∆ R2 = .028; p = .120) failed to 

achieve the significant level at p < .05. Thus, the moderator effect was not presented according to 

the rules articulated by Hair and his associates. Despite the lack of significant findings, the 

results of regression analysis illustrate one of the sub-dimensions of PSM, compassion, 

significantly predicts both emotive effort and emotive dissonance. 
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Table 4.11: Regression Results for the Moderating Effect of Public Service Motivation on the 
Relationship Between Positive Display Rules and Emotive Effort 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female .049 .209 .030 .202 .040 .202 
Age -.090 .012 -.149* .012 -.133 .012 
Tenure .042 .001 .042 .001 .031 .001 
Frequency of Service Encounter -.066 .059 -.061 .058 -.050 .057 
Positive Display Rules .081 .093 1.032* .631 
Attraction to Public Policymaking -.103 .074 .311 .403 
Commitment to Public Interest -.065 .116 .820* .582 
Compassion .277** .084 -.038 .456 
Positive Display Rules × 
Attraction to Public Policymaking 

 -.452 .067 

Positive Display Rules × 
Commitment to Public Interest 

 -1.452* .100 

Positive Display Rules × 
Compassion 

 .421 .077 

  
R2 .013 .102 .131 
∆ R2 .089** .028 

Note: * significant at p < .05; ** significant at p < .01 

 
 
Table 4.12: Regression Results for the Moderating Effect of Public Service Motivation on the 
Relationship Between Positive Display Rules and Emotive Dissonance 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female -.064 .199 -.061 .193 -.061 .194 
Age -.070 .011 -.011 .011 -.012 .012 
Tenure -.046 .001 -.042 .001 -.052 .001 
Frequency of Service Encounter .060 .056 .040 .055 .054 .055 
Positive Display Rules .124 .089 .139 .605 
Attraction to Public Policymaking .164* .070 .246 .387 
Commitment to Public Interest -.083 .111 .335 .559 
Compassion -.209** .080 -.899* .438 
Positive Display Rules × 
Attraction to Public Policymaking 

 -.089 .065 

Positive Display Rules × 
Commitment to Public Interest 

 -.681 .096 

Positive Display Rules × 
Compassion 

 .923 .074 

  
R2 .017 .102 .118 
∆ R2  .086* .016 

Note: * significant at p < .05; ** significant at p < .01 
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Table 4.13: Regression Results for the Moderating Effect of Public Service Motivation on the 
Relationship Between Negative Display Rules and Emotive Effort 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female .049 .209 .039 .204 .048 .203 
Age -.090 .012 -.149 .012 -.137 .012 
Tenure .042 .001 .040 .001 .062 .001 
Frequency of Service Encounter -.066 .059 -.051 .058 -.058 .057 
Negative Display Rules .048 .073 .937 .585 
Attraction to Public Policymaking -.113 .074 -.241 .323 
Commitment to Public Interest -.055 .115 .427 .499 
Compassion .290** .084 .590* .325 
Negative Display Rules × 
Attraction to Public Policymaking 

 .178 .055 

Negative Display Rules × 
Commitment to Public Interest 

 -.893 .086 

Negative Display Rules × 
Compassion 

 -.423 .055 

  
R2 .013 .099 .127 
∆ R2 .085** .028 

Note: * significant at p < .05; ** significant at p < .01 

 
 
Table 4.14: Regression Results for the Moderating Effect of Public Service Motivation on the 
Relationship Between Negative Display Rules and Emotive Dissonance 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female -.064 .199 -.035 .190 -.032 .191 
Age -.070 .011 -.037 .011 -.028 .011 
Tenure -.046 .001 -.058 .001 -.046 .001 
Frequency of Service Encounter .060 .056 .062 .054 .061 .054 
Negative Display Rules .220 .068 .528 .551 
Attraction to Public Policymaking .130 .069 -.035 .304 
Commitment to Public Interest -.075 .108 -.018 .470 
Compassion -.182* .078 .172 .306 
Negative Display Rules × 
Attraction to Public Policymaking 

 .221 .052 

Negative Display Rules × 
Commitment to Public Interest 

 -.109 .081 

Negative Display Rules × 
Compassion 

 -.503 .052 

  
R2 .017 .134 .147 
∆ R2  .117** .013 

Note: * significant at p < .05; ** significant at p < .01 
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Tables 4.15 and 4.16 display the analytical results of the moderator effect of public 

service motivation on the relationship between emotional labor and emotional exhaustion and a 

significant moderator effect was detected in Table 4.15. As shown, Variables Emotive Effort and 

Commitment to Public Interest were once insignificant in the second regression model. However, 

after the moderator term, “Emotive Effort × Commitment to Public Interest” was entered into the 

regression equation, it changed these coefficients. For this moderator term, the standardized 

coefficient was 1.616 (p = .001) and the value of R-squared change (∆ R2 = .055) was significant 

at p = .05 level. Thus, the moderator effect was presented. Table 4.16 also shows that the 

moderator term, “Emotive Dissonance × Commitment to Public Interest”, was significant, but 

the R-squared change (∆ R2 = .027; p = .069) failed to achieve the significant level at p = .05, 

which represents an insignificant moderator effect. 

 
 
Table 4.15: Regression Results for the Moderating Effect of Public Service Motivation on the 
Relationship Between Emotive Effort and Emotional Exhaustion 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female .144* .169 .144* .167 .114 .165 
Age -.103 .010 -.040 .010 -.023 .010 
Tenure -.046 .001 -.047 .001 -.043 .001 
Frequency of Service Encounter -.017 .048 -.012 .047 -.011 .046 
Emotive Effort .109 .060 -1.038* .406 
Attraction to Public Policymaking .162* .061 .219 .156 
Commitment to Public Interest -.048 .095 -.652** .242 
Compassion -.100 .072 .097 .187 
Emotive Effort × 
Attraction to Public Policymaking 

 -.085 .042 

Emotive Effort × 
Commitment to Public Interest 

 1.616** .064 

Emotive Effort × 
Compassion 

 -.354 .047 

  
R2 .033 .076 .131 
∆ R2  .043 .055* 

Note: * significant at p < .05; ** significant at p < .01 
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Table 4.16: Regression Results for the Moderating Effect of Public Service Motivation on the 
Relationship Between Emotive Dissonance and Emotional Exhaustion 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female .144* .169 .175** .147 .170** .146 
Age -.103 .010 -.057 .009 -.064 .009 
Tenure -.046 .001 -.023 .001 -.036 .001 
Frequency of Service Encounter -.017 .048 -.043 .042 -.054 .041 
Emotive Dissonance .492** .056 -.351 .349 
Attraction to Public Policymaking .072 .054 -.067 .120 
Commitment to Public Interest -.022 .083 -.360* .182 
Compassion .026 .062 .172 .136 
Emotive Dissonance × 
Attraction to Public Policymaking 

 .245 .036 

Emotive Dissonance × 
Commitment to Public Interest 

 .934* .057 

Emotive Dissonance × 
Compassion 

 -.261 .040 

  
R2 .033 .287 .314 
∆ R2 .254** .027 

Note: * significant at p < .05; ** significant at p < .01 

 

The analytical results of the moderator effect of public service motivation on the 

relationship between emotional labor and service performance are presented in Table 4.17 and 

4.18. As shown, no significant moderator effect was found. Although the standardized 

coefficient for the moderator term, “Emotive Dissonance × Commitment to Public Interest” was 

significant (p = .042), but the R-squared change (∆ R2 = .019; p = .199) was insignificant. Thus, 

the moderator effect was unable to sustain. In addition to these findings, regression results also 

reveal that PSM has an impact on service performance as suggested by researchers, such as Naff 

and Crum (1999) and Alonso and Lewis (2000). Two sub-dimensions, commitment to public 

interest and compassion, were positively and significantly associated with the outcome variable 

in the regression models. Next, the analytical results of the moderator effects of emotional 

intelligence will be presented and described. 

 

 



 65

Table 4.17: Regression Results for the Moderating Effect of Public Service Motivation on the 

Relationship Between Emotive Effort and Service Performance 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female .101 .104 .100 .094 .109 .095 
Age .190** .006 .064 .006 .062 .006 
Tenure -.028 .001 -.069 .001 -.069 .001 
Frequency of Service Encounter .089 .029 .106 .027 .102 .027 
Emotive Effort .066 .034 .641 .235 
Attraction to Public Policymaking -.054 .034 .052 .090 
Commitment to Public Interest .364** .054 .544** .140 
Compassion .142* .041 .144 .108 
Emotive Effort × 
Attraction to Public Policymaking 

 
-.155 .024 

Emotive Effort × 
Commitment to Public Interest 

 
-.491 .037 

Emotive Effort × 
Compassion 

 
-.015 .027 

  
R2 .050 .237 .243 
∆ R2  .186** .007 

Note: * significant at p < .05; ** significant at p < .01 

 
 
Table 4.18: Regression Results for the Moderating Effect of Public Service Motivation on the 
Relationship Between Emotive Dissonance and Service Performance 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female .101 .104 .096 .094 .089 .094 
Age .190** .006 .055 .006 .052 .006 
Tenure -.028 .001 -.070 .001 -.085 .001 
Frequency of Service Encounter .089 .029 .108 .027 .099 .027 
Emotive Dissonance -.112 .035 -.929* .225 
Attraction to Public Policymaking -.043 .035 -.143 .077 
Commitment to Public Interest .354** .053 .067 .117 
Compassion .139* .039 .192 .087 
Emotive Dissonance × 
Attraction to Public Policymaking 

 
.176 .023 

Emotive Dissonance × 
Commitment to Public Interest 

 
.800* .036 

Emotive Dissonance × 
Compassion 

 
-.095 .026 

  
R2 .050 .244 .263 
∆ R2 .194** .019 

Note: * significant at p < .05; ** significant at p < .01 
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While PSM plays no significant role in moderating the relationship between emotional 

display rules and emotional labor, the effect of EI may be slightly different. Tables 4.19, 4.20, 

and 4.22 show no significant moderator effects of emotional intelligence on the aforementioned 

relationship. In Table 4.21, however, one of the moderator terms, “Negative Display Rules × Use 

of Emotion”, was significant (β = -1.830; p = .009), and the R-squared change (∆ R2 = .039; p 

= .023) was able to achieve the significant level at p < .05. Thus, the moderator effect was 

present. 

 Tables 4.23 and 4.24 report the results of regression analysis on the moderating effect of 

EI on the relationship between emotional labor and emotional exhaustion. As shown, none of 

moderated effects was found in these regression models. Neither the moderator terms nor the 

value of R-squared change was significant in these regression models. 

 
 
Table 4.19: Regression Results for the Moderating Effect of Emotional Intelligence on the 
Relationship Between Positive Display Rules and Emotive Effort 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female .049 .209 .043 .209 .042 .210 
Age -.090 .012 -.122 .012 -.123 .012 
Tenure .042 .001 .036 .001 .042 .001 
Frequency of Service Encounter -.066 .059 -.079 .060 -.075 .060 
Positive Display Rules .108 .096 .758 .807 
Regulation of Emotion -.002 .147 -.263 .774 
Use of Emotion .081 .152 .746 .854 
Positive Display Rules × 
Regulation of Emotion 

 .479 .131 

Positive Display Rules × 
Use of Emotion 

 -1.341 .145 

  
R2 .013 .034 ..045 
∆ R2 .021 .011 

Note: * significant at p < .05; ** significant at p < .01 
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Table 4.20: Regression Results for the Moderating Effect of Emotional Intelligence on the 
Relationship Between Positive Display Rules and Emotive Dissonance 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female -.064 .199 -.069 .198 -.073 .200 
Age -.070 .011 -.049 .012 -.046 .012 
Tenure -.046 .001 -.048 .001 -.055 .001 
Frequency of Service Encounter .060 .056 .064 .057 .069 .057 
Positive Display Rules .084 .091 .480 .770 
Regulation of Emotion -.130 .139 .044 .738 
Use of Emotion -.039 .144 .058 .815 
Positive Display Rules × 
Regulation of Emotion 

 -.326 .125 

Positive Display Rules × 
Use of Emotion 

 -.199 .138 

  
R2 .017 .041 .043 
∆ R2  .024 .002 

Note: * significant at p < .05; ** significant at p < .01 

 
 
Table 4.21: Regression Results for the Moderating Effect of Emotional Intelligence on the 
Relationship Between Negative Display Rules and Emotive Effort 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female .049 .209 .050 .211 .054 .208 
Age -.090 .012 -.108 .012 -.085 .012 
Tenure .042 .001 .040 .001 .040 .001 
Frequency of Service Encounter -.066 .059 -.071 .060 -.080 .059 
Negative Display Rules .007 .076 1.837* .798 
Regulation of Emotion .002 .148 .214 .623 
Use of Emotion .102 .152 .822** .520 
Negative Display Rules × 
Regulation of Emotion 

 -.363 .106 

Negative Display Rules × 
Use of Emotion 

 -1.830** .095 

  
R2 .013 .023 .063 
∆ R2 .010 .039* 

Note: * significant at p < .05; ** significant at p < .01 
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Table 4.22: Regression Results for the Moderating Effect of Emotional Intelligence on the 
Relationship Between Negative Display Rules and Emotive Dissonance 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female -.064 .199 -.039 .193 -.036 .193 
Age -.070 .011 -.073 .011 -.059 .011 
Tenure -.046 .001 -.067 .001 -.068 .001 
Frequency of Service Encounter .060 .056 .085 .055 .079 .055 
Negative Display Rules .263** .069 1.516 .739 
Regulation of Emotion -.134 .135 .059 .577 
Use of Emotion -.060 .139 .392 .481 
Negative Display Rules × 
Regulation of Emotion 

 -.360 .099 

Negative Display Rules × 
Use of Emotion 

 -1.145 .088 

  
R2 .017 .098 .115 
∆ R2  .082** .016 

Note: * significant at p < .05; ** significant at p < .01 

 
 
Table 4.23: Regression Results for the Moderating Effect of Emotional Intelligence on the 
Relationship Between Emotive Effort and Emotional Exhaustion 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female .144* .169 .140 .169 .132 .168 
Age -.103 .010 -.070 .010 -.070 .010 
Tenure -.046 .001 -.047 .001 -.043 .001 
Frequency of Service Encounter -.017 .048 -.003 .048 .000 .048 
Emotive Effort .075 .059 -1.355* .549 
Regulation of Emotion -.066 .118 -.474* .333 
Use of Emotion -.072 .121 -.090 .331 
Emotive Effort × 
Regulation of Emotion 

 
1.408 .092 

Emotive Effort × 
Use of Emotion 

 
.107 .091 

  
R2 .033 .050 .078 
∆ R2  .017 .028 

Note: * significant at p < .05; ** significant at p < .01 
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Table 4.24: Regression Results for the Moderating Effect of Emotional Intelligence on the 
Relationship Between Emotive Dissonance and Emotional Exhaustion 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female .144* .169 .176** .147 .178** .147 
Age -.103 .010 -.060 .009 -.058 .009 
Tenure -.046 .001 -.023 .001 -.020 .001 
Frequency of Service Encounter -.017 .048 -.044 .042 -.037 .042 
Emotive Dissonance .497** .054 .199 .447 
Regulation of Emotion -.003 .104 -.179 .228 
Use of Emotion -.054 .105 .019 .246 
Emotive Dissonance × 
Regulation of Emotion 

 
.610 .070 

Emotive Dissonance × 
Use of Emotion 

 
-.310 .078 

  
R2 .033 .283 .289 
∆ R2 .250** .006 

Note: * significant at p < .05; ** significant at p < .01 

  
 
Table 4.25: Regression Results for the Moderating Effect of Emotional Intelligence on the 
Relationship Between Emotive Effort and Service Performance 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female .101 .104 .097 .091 .084 .090 
Age .190** .006 .095 .005 .102 .005 
Tenure -.028 .001 -.039 .001 -.044 .000 
Frequency of Service Encounter .089 .029 .060 .026 .055 .026 
Emotive Effort .081 .032 -.783 .296 
Regulation of Emotion .210** .064 .429* .179 
Use of Emotion .344** .065 -.113 .179 
Emotive Effort × 
Regulation of Emotion 

 
-.735 .050 

Emotive Effort × 
Use of Emotion 

 
1.670* .049 

  
R2 .050 .280 .305 
∆ R2 .229** .025* 

Note: * significant at p < .05; ** significant at p < .01 
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Table 4.26: Regression Results for the Moderating Effect of Emotional Intelligence on the 
Relationship Between Emotive Dissonance and Service Performance 

 Step 1 Step 2 Step 3 

Variable β se β se β se 
Female .101 .104 .092 .090 .093 .090 
Age .190** .006 .081 .005 .077 .005 
Tenure -.028 .001 -.042 .000 -.047 .001 
Frequency of Service Encounter .089 .029 .065 .026 .068 .026 
Emotive Dissonance  -.141* .033 -.816 .275 
Regulation of Emotion  .192** .064 .140 .141 
Use of Emotion  .349** .065 .209 .152 
Emotive Dissonance × 
Regulation of Emotion 

 
 

.153 .043 

Emotive Dissonance × 
Use of Emotion 

 
.534 .048 

  
R2 .050 .293 .399 
∆ R2 .242** .007 

Note: * significant at p < .05; ** significant at p < .01 

 
 

Tables 4.25 and 4.26 present the regression results of the moderator effect of EI on the 

relationship between emotional labor and service performance. As shown in Table 4.25, the 

moderator term, “Emotive Effort × Use of Emotion”, is statistically significant (β = 1.670; p 

= .011), and the significance of R-squared change (∆ R2 = .025; p = .037) demonstrates the 

presence of the moderator effect. In addition to the finding, the results also confirm the influence 

of EI on service performance as suggested by Austin (2004). Two dimensions of EI, regulation 

of emotion and use of emotion, were proved to be positively related to service performance in 

these regression models. 

The section below presents the findings of hypothesis testing based on the results of 

structural regression modeling and moderated regression analysis. 

 

Evaluation of Hypotheses 

  

The proposed hypotheses were tested using SEM and MMR. Most of the results were as 

expected or at least matched the findings of some existing research, but a few were surprising 

and not supported by extant theories. 
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Hypothesis 1 

Hypothesis 1 predicted that positive display rules correlate positively with emotive effort; 

it was partially supported. In the initial structural regression model, the standardized path 

coefficient for the relationship was .139. Although it was unable to achieve the statistical 

significance at the p = .05 level, it was not far from the threshold (z = 1.806; p = .063). Thus, 

instead of overlooking the relationship, this study asserts that this finding still delivers a 

meaningful message: positive display rules consolidate employees’ effort to comply with the 

emotions they must display. 

Hypothesis 2 

Hypothesis 2 predicted that positive display rules correlate positively with emotive 

dissonance, and this hypothesis was not supported. The empirical analysis failed to reveal any 

significant association. In the initial structural regression model, the standardized coefficient for 

this path was -.06 and was not statistically significant at the .05 level. 

Hypothesis 3 

This hypothesis predicted that negative display rules correlate positively with emotive 

effort and was partially supported by the data. The empirical analysis first failed to reveal any 

direct significant association. In the initial structural regression model, the standardized 

coefficient for this path was .006 and was not statistically significant at the p = .05 level. 

However, the relationship was explained indirectly by the significant path “negative display rules 

→ emotive dissonance → emotive effort”. Thus, having emotive dissonance as a mediator, this 

finding implies that negative display rules may not necessarily produce emotive effort. However, 

when a worker perceives a discrepancy between felt and displayed emotions attributed to 

negative display rules, s/he may exert more effort to comply with organizational display rules. 

Hypothesis 4 

Hypothesis 4 predicted that negative display rules correlate positively with emotive 

dissonance. As disclosed above, Hypothesis 4 was supported. In the final structural regression 

model, the standardized path coefficient between negative display rules and emotive dissonance 

was .307, which was significant at p = .05 level. This finding suggests that, the more negative 

display rules a worker perceives, the more emotive dissonance s/he may experience when the job 

requires service workers to hide negative emotions. 



 72

Hypothesis 5 

Hypothesis 5 predicted that emotive effort correlates negatively with emotional 

exhaustion; it was not supported. The analysis failed to reveal any significant association 

between emotive effort and emotional exhaustion. In the initial structural regression model, the 

standardized coefficient for this path was .006 and was not statistically significant at p = .05 level. 

Hypothesis 6 

Hypothesis 6 predicted that emotive dissonance correlates positively with emotional 

exhaustion; it was supported by the data. In the final structural regression model, the 

standardized path coefficient between emotive dissonance and emotional exhaustion was .536, 

which was significant at p = .05 level. This finding suggests that, when one experiences more 

emotive dissonance during the course of service, s/he would experience more emotional 

exhaustion. 

Hypothesis 7 

 This hypothesis predicted that emotive effort correlates positively with service 

performance; it was supported. In the final structural regression model, the standardized path 

coefficient between emotive effort and service performance was .137, which was significant at p 

= .05 level. This finding suggests that an increased level of emotive effort enables better service 

performance. 

Hypothesis 8 

Hypothesis 8 predicted that emotive dissonance correlates negatively with service 

performance; this hypothesis was supported. In the final structural regression model, the 

standardized coefficient for the direct path between emotive dissonance and service performance 

was -.262, which was significant at p = .05 level. The path “emotive dissonance → emotive effort 

→ service performance” slightly alleviated the negative relationship, but the total effects of 

emotive dissonance on service performance was -.228, which remained statistically significant at 

p = .05 level. This finding suggests that an increased level of emotive dissonance leads to 

decreased service performance. 

Hypotheses 9 through 12 

In Hypotheses 9 through 12, it was postulated that PSM moderates the relationship 

between display rules and emotional labor. The basic premise of these effects is that variations in 
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emotional labor resulting from display rules depend on the perceived level of PSM. This study 

predicted that the positive relationship between the presence of display rules and emotional labor 

(i.e., emotive effort and emotive dissonance) will be exacerbated when PSM is high and 

attenuated when PSM is low. However, these hypotheses were not supported because no 

significant moderator effect of PSM on the relationship between display rules and emotional 

labor was found in MMR analysis. 

Hypotheses 13 and 14 

In Hypotheses 13 and 14, it was postulated that PSM moderates the relationship between 

emotional labor and emotional exhaustion. Hypothesis 13 predicted that the negative relationship 

between emotive effort and emotional exhaustion will be exacerbated when PSM is high and 

attenuated when PSM is low; hypothesis 14 predicted that the positive relationship between 

emotive dissonance and emotional exhaustion will be attenuated when PSM is high and 

exacerbated when PSM is low. These hypotheses were not supported. Although a significant 

moderator effect was detected in Table 4.15 (Hypothesis 13), the result suggests that, opposite to 

the prediction, one of the PSM sub-dimensions (commitment to public interest) exaggerates the 

positive relationship between emotive effort and emotional exhaustion. As shown in Figure 4.3, 

emotive effort was positively linked to emotional exhaustion in those workers with higher levels 

of commitment to public interest. By contrast, the emotive effort–emotional exhaustion 

relationship was negative among workers with lower levels of commitment to public interest. For 

Hypothesis 14, the result was similar, except an insignificant value of R-squared change. Results 

failed to support Hypotheses 13 and 14. 

Hypotheses 15 and 16 

 In Hypotheses 15 and 16, it was postulated that PSM moderates the relationship between 

emotional labor and service performance. That is, Hypothesis 15 predicted that the positive 

relationship between emotive effort and service performance will be exacerbated when PSM is 

high and attenuated when PSM is low; Hypothesis 16 predicted that the negative relationship 

between emotive dissonance and service performance will be attenuated when PSM is high and 

exacerbated when PSM is low. However, these hypotheses were not supported because no 

significant moderator effect of PSM on the relationship between emotional labor and service 

performance was found in MMR analysis.  
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Figure 4.3: The Moderating Effect of Commitment to Public Interest on the Emotive Effort-
Emotional Exhaustion Relationship 

 
 

Hypotheses 17 through 20 

In Hypotheses 17 through 20, it was proposed that EI moderates the relationship between 

display rules and emotional labor. Similar to Hypotheses 9 through 12, the basic premise of these 

moderating effects is that variations in emotional labor resulting from display rules depend on 

the perceived level of EI. That is, the positive relationship between the presence of display rules 

and emotional labor (i.e., emotive effort and emotive dissonance) will be exacerbated when EI is 

high and attenuated when EI is low. These hypotheses were not supported as most of these 

moderator effects were insignificant. Although one of the moderator effects was found 

significant in Table 4.21 (Hypothesis 19), the result suggested that an EI sub-dimension (use of 

emotion) moderates the relationship between negative display rules and emotional exhaustion. 

As shown in Figure 4.4, negative display rules was negatively linked to emotive effort in those 

workers with higher ability to make use their emotions for better personal performance. For 

employees with lower levels of use of emotion, the relationship between negative display rules 
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and emotive effort was positive. Since the result was unexpected, Hypothesis 19 was not 

supported. 
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Figure 4.4: The Moderating Effect of Use of Emotion on the Negative Display Rules-Emotive 
Effort Relationship 

 

 

Hypotheses 21 and 22 

 These hypotheses were proposed that EI moderates the relationship between emotional 

labor and emotional exhaustion. Hypothesis 21 predicted that the negative relationship between 

emotive effort and emotive dissonance will be exacerbated when EI is high and attenuated when 

EI is low; Hypothesis 22 predicted that the positive relationship between emotive dissonance and 

emotional exhaustion will be attenuated when EI is high and exacerbated when EI is low. These 

hypotheses were not supported because no significant moderator effect of EI on the relationship 

between emotional labor and service performance was found in MMR analysis. 
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Hypotheses 23 and 24 

Hypotheses 23 and 24 postulated that EI moderates the relationship between emotional 

labor and service performance. Hypothesis 23 predicted that the positive relationship between 

emotive effort and service performance will be exacerbated when EI is high and attenuated when 

EI is low; Hypothesis 24 predicted that the negative relationship between emotive dissonance 

and service performance will be attenuated when EI is high and exacerbated when EI is low. 

Results displayed in Table 4.25 demonstrate that Hypothesis 23 was partially supported. One of 

the two EI subscales (use of emotion) moderated the relationship between emotive effort and 

service performance. As expected, emotive effort was positively linked to service performance in 

those workers with higher ability to use their emotions for constructive activities (see Figure 4.5). 

For workers with lower ability to make use their emotions for better personal performance, the 

relationship between emotive effort and service performance was negative. Hypothesis 24 was 

not supported because no significant moderator effect of EI on the relationship between emotive 

dissonance and service performance was found in MMR analysis. 
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Figure 4.5: The Moderating Effect of Use of Emotion on the Emotive Effort-Service 
Performance Relationship 
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Control Variables 

A final set of results are the control variables of gender, age, tenure, and frequency of 

service encounter. Results of multiple regression analysis reveal significant relationships 

between the first two control variables and some outcome variables (i.e., emotional exhaustion, 

and service performance), while tenure and frequency of service encounter were not associated 

with any outcome variables in the model. According to the results (see Tables 15, 16, 23, and 24), 

it appears that females are more likely to react to the overwhelming emotional demands imposed 

by other people than males, as evident in a positive and significant correlation between female 

and emotional exhaustion. In addition, age was positively and significantly related to service 

performance (see Tables 17, 18, 25, and 26). However, the values of R-squared for these 

estimated relationships were too low (R2 < .05) so that these control variables were indecisive in 

explaining the variation in emotional exhaustion and service performance, as well as the entire 

research model. 

 

Summary 

 

This chapter presented the demographic and job characteristics of 208 public service 

workers, data screening efforts, and results of data analyses. This study used SEM to test the 

relationships among the determinants, dimensions, and consequences of emotional labor and 

MMR to examine these moderating effects of PSM and EI on the aforementioned relations. 

Various data diagnostic procedures were performed first to assure the appropriate application of 

these techniques. 

A total of 24 hypotheses were tested. For the first eight hypotheses tested within SEM 

context, five were fully or partially supported and three rejected. However, most of the 

hypotheses tested by using MMR analysis were not accepted. Appendix B presents a summary of 

the results of hypotheses testing. In the next chapter, the major findings of this study will be 

discussed, as well as research limitation and future research opportunities. 
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CHAPTER FIVE 

CONCLUSION 

 

This chapter provides a discussion for the findings presented in Chapter Four as well as 

implications based on these findings. First, the major results are examined in further detail. This 

is followed by a explanation of theoretical contributions and the practical implications of the 

study. The research limitations of the current investigation, along with some suggestions for 

future research, are also presented. 

 

Major Findings 

 

The purpose of this study was to explain the determinants and consequences of emotional 

labor in a sample of public service workers. Specifically, it investigated the following questions: 

(1) How do organizations control how employees control their emotions at work, (2) How do 

individual differences (i.e., motivation and ability) influence workers’ reaction to emotional 

display rules, and (3) How do employees’ motivation and ability moderate the relationship 

between emotional labor and its consequences, such as emotional exhaustion and service 

performance. This dissertation sought to address these questions directly by shedding light on the 

“black box” of emotional labor to reveal its shadowy processes and profound impact on 

organizational and individual well-being. It tackled this objective via a research model 

integrating the dramaturgical and dispositional approaches of emotional labor. These findings are 

highlighted and summarized below. 

Impacts of Display Rules on Emotional Labor 

In a dramaturgical view of service interactions, public service employees are “actors” 

who perform socially embedded, organizationally desired emotions on a stage in front of 

citizens/customers. Display rules function as a “script” to mediate the world’s demands and these 

actors’ actual behavior. The rules can be distinguished into two categories: positive display rules 

(that request expression of positive emotions) and negative display rules (that request 

suppression of inappropriate emotions). These “what-to-dos” and “what-not-to-dos” construct 

the standards of the appropriate emotional performance on the job. 
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However, positive and negative display rules have distinct effects on workers’ attempts to 

hide or fake felt emotions (emotive dissonance) or try to experience the desired emotion 

(emotive effort). Similar to the results found by Diefendorff and his associates (2005), this study 

demonstrated that the presence of positive display rules increases the likelihood that employees 

will actively regulate their inner feelings to display desired emotions (although the estimated 

relationship is relatively weak in terms of statistical significance); meanwhile, the presence of 

negative display rules led to the increased likelihood of faking necessary emotions. Diefendorff 

et al. interpret this pattern saying, “organizational norms regarding emotional expression can 

influence whether individuals ‘act in good faith’ or ‘act in bad faith’” (p. 353). That is, positive 

display rules which specify organizational expectations of service workers about what to express 

on the job contribute to more attempts to modify inner feelings to match the required emotional 

displays. In contrast, negative display rules which tell workers what not express would result in 

the adjustment of observable emotional expressions to mask true feelings and pretend to feel a 

desired emotion. 

In addition to the above findings, negative display rules influence emotive effort through 

an indirect path—the mediation of emotive dissonance. When one perceives the gap between the 

felt emotion and the displayed emotion, it is likely that s/he will exert effort to experience work-

related emotions in order to narrow the gap caused by the job requirement for hiding negative 

emotions. 

The findings for moderator effects of PSM and EI were less clear cut. While most effects 

failed to be supported, only the EI sub-dimension “use of emotion” proved to reduce the effect of 

negative display rules on emotional exhaustion. The unexpected result suggests that, for workers 

with higher levels of self-motivation, empowerment would be a better managerial strategy than 

simply control. Excessive emotional regulation may result in less, not more, efforts to comply 

with job expectations. 

Impacts of Emotional Labor on Emotional Exhaustion 

 Along with previous research, this study confirmed that emotive dissonance was 

positively associated with emotional exhaustion. When a worker manipulates only her/his 

emotional displays but their genuine emotions are discordant with display rules, the increase of 

emotional inauthenticity opens a window for a greater risk of job stress. 



 80

 While emotive dissonance was manifested as a positive predictor of emotional exhaustion, 

emotive effort showed no significant effect on the negative outcome of emotional labor. This 

finding contradicted Johnson’s argument (2007) but corroborated with previous research, such as 

Brotheridge and Grandey (2002), Grandey et al. (2005), Guy et al. (2008), Kruml and Geddes 

(2000a), and Totterdell and Holman (2003). Indeed, it is reasonable to argue that efforts made by 

workers should show no direct association with emotional exhaustion. Only emotional overload 

would engender the feeling of being used up, frustrated, or perceiving work as too demanding. 

 In the examination of the moderator effects of PSM and EI on the relationship between 

emotional labor and emotional exhaustion, only one moderator effect was shown. However, the 

estimated relationship was contradictory to the proposed hypothesis. The moderator, 

commitment to public interest, increased the probability that increased emotive effort causes a 

greater risk of emotional exhaustion. A possible explanation is that workers with higher levels of 

commitment to public interest shoulder overwhelming civic duties. When they devote every 

effort to comply with societal and organizational display rules, the sense of righteous zeal toward 

the whole community often causes them to feel drained. 

Impacts of Emotional Labor on Service Performance 

 This study reported that both emotive effort and emotive dissonance significantly 

predicted service performance, while previous research, such as Totterdell and Holman (2003) 

and Johnson (2007), failed to demonstrate the statistical significance in the relationship between 

emotive dissonance and service performance. In accordance with the proposed hypotheses, 

emotive effort was manifested as a positive predictor of service performance and emotive 

dissonance was a negative predictor of service performance. This pattern of findings suggests 

that more emotive efforts made by employees to approximate the desired emotion lead to better 

service performance. However, emotional suppression and inauthenticity often results in poor 

service performance. 

 By examining the effects of PSM and EI, the variable “use of emotion” was found to 

moderate the relationship between emotive effort and service performance. The estimated 

relationship corresponded to the proposed hypothesis. That is, emotive effort correlated 

positively with service performance only in those workers with higher levels of use of emotion. 

This finding implies that the sense of self-determination and self-motivation produces and 
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consolidates the positive effect of emotive effort on the worker-client or worker-customer 

interactions. Consequently, emotive effort leads to better service performance. 

Effects of Public Service Motivation and Emotional Intelligence 

 Empirical evidence did not firmly support on the assertion that there can be mutual 

influences between display rules and personal traits that determine workers’ emotional coping 

strategies and their consequences. Having PSM and EI as two moderators, most of the moderator 

effects were not presented. Only three were found statistically significant in previously reported 

results. Among the three presented moderator effects, only one exactly matched the proposed 

hypotheses. Without regard to the moderator effects, however, it is still meaningful and 

worthwhile to include PSM and EI in explaining emotional labor and its consequences. For 

example, this study suggests that workers with higher levels of compassion, a subscale of PSM, 

will exert greater effort to comply with organizational rules and norms and report less emotive 

dissonance when dealing with clients/customers. Besides, PSM and EI have considerable impact 

on how well workers interact with the people whom they serve. Commitment to public interest, 

compassion, regulation of emotion, and use of emotion all contribute to better service 

performance. 

 

Implications of the Study 

  

 This study proposed a model identifying the determinants and consequences of emotional 

labor. The results have significant theoretical implications for research in public administration 

and organizational behavior, as well as practical implications for managers and subordinates in 

public service roles. 

Theoretical Implications 

This research advanced understanding of public service jobs. By acknowledging 

emotional labor, the meaning of “work” in public service could be redefined by incorporating the 

emotional aspect of service into discussion. Guy and her associates (2008) urge that the study of 

public service should shift from the industrial paradigm to a service paradigm. Under the 

industrial notion of work, many jobs in public sector were “specialized, designed, and 

circumscribed to focus only on the physical and cognitive skills necessary to perform requisite 

tasks” (p. 175). However, many jobs in the public sector require person-to-person interaction. 
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Workers often have to talk to or help clients/customers. Unfortunately, the work design derived 

from a theory of work in manufacturing cannot successfully capture the essential components of 

person-to-person service, such as emotional labor. Because emotional labor is not seen, it is not 

valued by current performance appraisals (Mastracci et al., 2006). 

There is no doubt that organizations can still “rationally” control and regulate the 

behavior of emotional laborers to achieve better performance, but not every effort is equally 

effective. Display rules may provide service workers with clear guidelines and standards for 

appropriate emotional expression on the job, but rules per se do not necessarily lead to the effort 

to comply with organizational expectations. Telling workers what not to do may result in 

attempts to fake the emotions that one must show to clients/customers. This study suggests that 

many other factors should be included to understand the dynamics of emotional labor in public 

service roles. For example, compassion was a better predictor of emotive effort than display rules. 

This finding has not been addressed before in the literature. 

In addition to the implications to public administration theory, this work also contributes 

to the study of emotional labor by proposing an integrative model, which views emotional labor 

as dependent on institutional forces moderated by individual differences. The premise is that it is 

not the person or the work environment alone that is responsible for the behavior of emotional 

laborers. Although the results of moderated regression analysis did not strongly support the 

hypothesized moderator effects, a model including situational and individual factors can better 

explain the variation of emotional labor and its consequences. Thus, by combining dramaturgical 

and dispositional approaches, researchers may be better able to understand the presence of 

emotional labor and what it takes to manage one’s emotions to deliver qualified public service.  

Practical Implications 

This study primarily aimed to address the determinants and consequences of emotional 

labor by attempting to develop a rubric for a combined model of dramaturgical and dispositional 

approaches. Thus, the results provide practical implications for public service workers and their 

managers. 

If better performance is always desirable, then public servants will benefit from effective 

management of their emotions during service transactions because emotional labor is a key to 

performance excellence. By examining the effect of emotional coping strategies, this study 

suggests that the attempt to experience the appropriate emotions that one needs to display toward 
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clients/customers contributes to better service performance. In contrast, faking emotions leads to 

poor performance since negative feelings and emotions may be expressed unconsciously. In 

addition to unfavorable consequences, suppression of emotions risks emotional exhaustion. Thus, 

public service workers must possess a sense of self-determination in order to master their 

emotions without letting them control the situation; otherwise, frustration may take over their 

work lives. 

 Moreover, this study has shed light on how emotional labor influences, and is influenced 

by, day-in and day-out organizational routines. This raises some management implications for 

employee selection and training. For selection, individual differences play a significant role in 

enhancing emotional labor and accelerating service performance. While compassion can 

generate more emotive effort and less emotive dissonance, four variables (i.e., commitment to 

public interest, compassion, regulation of emotion, and use of emotion) contribute to better 

service performance. Since person-to-person interaction is required, these individual attributes 

that determine the success or failure of the interaction are noteworthy. Apparently, altruists are 

more likely to exert effort to actually experience appropriate emotions than their counterparts, 

and, as a result, this attempt to match organizational expectations produces desirable service 

outcome. Besides, workers with proficient emotional management skills perform better when 

interacting with clients/customers. These findings provide managers with important information 

for employee selection if person-to-person interaction is expected on the job. However, it should 

be noted that the test of individual differences (such as altruist tendency and emotional 

intelligence) must be carefully designed in order to meet the requirements of the American with 

Disabilities Act (ADA). ADA prohibits the use of medical personality tests before a job offer is 

granted. Therefore, while a test of individual motivation and interpersonal skills is used for 

service worker selection, items that potentially conflict with ADA requirements must be 

excluded. If the legal challenge can not be easily resolved, managers still can utilize training to 

alter employees’ presentation of self in front of clients/customers. 

For training, the findings suggest that developing deep acting skills should be an 

objective for the emotional labor training. Training would help employees nurture positive 

service attitude, develop their interpersonal skills, and then learn to be successful emotional 

laborers. For example, organizations can design and implement programs that address how 

employees convey appropriate emotions and handle difficulties, such as tough clients, without 
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losing their courtesy and temper. Creative organizational development (OD) practices may also 

help them conform to organizational expectations. OD interventions (such as team building and 

coaching) can be used to clarify their job attitudes, facilitate self- and team-awareness, gain 

support from other group members, and improve their performance. According to Cummings and 

Worley (2005), these planned activities would help public service workers enhance their 

interpersonal and problem-solving skills. 

 

Limitations and Future Directions 

 

As one of the early efforts to probe the determinants and consequences of emotional labor 

in public service work, this study has limitations (two of the limitations revolve primarily around 

the research design of this study and two concerns the sample). First, the data was collected by 

means of self-report survey. This methodology is widely used in organizational behavior 

research. In general, however, participants often respond in a way that makes them look as good 

as possible. They tend to under-report behaviors deemed inappropriate and over-report behaviors 

viewed as appropriate (Donaldson & Grant-Vallone, 2002). Thus, data acquired only from public 

service workers may have threats to the validity of the research, particularly for the results with 

respect to service performance and EI. For the former, results here have strong theoretical 

support and are in line with prior studies. For the latter, however, results do not fairly consist 

with existing literature. It is likely that respondents in this study overestimated their emotion 

management skills, which leads to an invalid result. Thus, future studies are necessary to further 

verify the findings reported here. To avoid this potential self-report bias (or called mono-method 

bias), researchers can also consider using other innovative methods, such as supervisor-report or 

client/customer-report surveys. This study attempted to address this issue, but was unable to 

obtain enough supervisor responses for analysis. 

Another limitation is that the method used may not fully capture individual inner feelings. 

Dramaturgical study is more a subject-centered approach, which attempts to understand how 

people make sense of their world rather than how the world shapes their views and behavior. 

Quantitative methods have their inherent limitations in capturing the dramaturgical process, 

particularly when it involves the assessment of emotions. Emotions are complex and sometimes 

imperceptible and unexamined by the people who experience them. As Liu (2006) explains, 
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“Many emotional behaviors of people have become so habitual throughout the socialization 

process in our early daily lives, that people are not consciously aware of their emotional 

behaviors” (p. 73). Thus, while survey respondents are asked to report their emotional labor 

strategies and emotions toward their jobs, the emotional experiences actually change the next day 

or even next moment. This conundrum may not be ultimately soluble, and thus research designs 

that have better insights into human emotions, such as qualitative or mixed methods, will be 

needed and helpful for the future investigation of emotional labor. 

Regarding the sample used in this study, a potential selection bias must be mentioned. 

The respondents are Certified Public Management program students who work in government 

full time. Government employees who choose to enter into the program may be different from 

other employees, so the results may not be generalizable. However, many of the results here are 

consistent with existing research and theory. Still, this study fully acknowledges that future 

studies are necessary to further verify these significant findings. 

Finally, the sample size of the current study is relatively small although it does meet the 

generally accepted standard for structural equation modeling. However, perhaps because it 

merely satisfies the threshold, some of the hypothesized paths in the proposed model were 

unable to achieve statistical significance. Future research should consider increasing the sample 

size and reexamine those relationships. 

In conclusion, this study is a preliminary effort in revealing how worker emotional 

behavior is influenced by and influences organizational routine. This work, in contrast with the 

limitations mentioned above, contributes to the understanding of the subtleties of emotional labor 

in public service work. Analytical results provide support for hypotheses regarding the 

antecedents and consequences of emotional labor, while the majority of the moderating 

hypotheses fail to be supported. For instance, insignificant results from the EI hypotheses 

challenge the proposed interactive effects between display rules and personal traits on emotional 

labor. Indeed, results reported here are not final answers but more likely clues to a puzzle which 

presents opportunities for future research. Hopefully, this work will inspire additional work on 

this important aspect of public service delivery. 
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APPENDIX A 

SURVEY QUESTIONNAIRE 

 

 

 

 

 

 
 
 

 

 

Emotional Labor Questionnaire 
An Anonymous Survey of Public Employees in Florida 

Researcher: 
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Administration & Policy 
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Phone: 850-644-3525 
Fax: 850-644-7617 
Email: ch04g@fsu.edu 

 
Faculty Advisors: 
Professor Mary E. Guy 
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University of Colorado Denver 

Phone: 303-315-2007 

Email: mary.guy@ucdenver.edu 

 

Professor Ralph S. Brower 
Askew School of Public 
Administration & Policy 
Florida State University 
Phone: 850- 644-7614 
Email: rbrower@fsu.edu 

Questionnaire No. 

    
(For analysis purposes only) 
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The purpose of this survey is to learn about jobs that require employees to work in intense 
situations.  There are no right or wrong answers; what is important is your own personal 
experience on the job.  Please be candid with your responses; they will be kept fully confidential. 

 

 

SECTION A: In this section we ask some questions about your job. 
 

Which level of government job do you currently hold? Please circle a number. 

 
1 Federal level 

2 State level 

3  Local level 

4 Other (please specify):                                              .  

 
 

Are you currently working full-time or part-time? 
___1. Full-time     ___2. Part-time    

 
 

How long have you been working in your current job? 
___year(s) ___month(s) 

 
 

Have you worked in a similar type job prior to this one? 
___1. Yes     ___2. No   (Skip to Question A6)          

 

If yes, for how long?  ___year(s) ___month(s) 

 
 

In which service area do you work? (Please circle a number) 

   

1 Administrative services 7 Legal services 

2 Corrections 8 Parks and recreation 

3 Education 9 Social work 

4 Fire 10 Transportation 

5 Health care 11 Utilities 

6 Law enforcement 12 Other (please specify):___________________ 

 

 
On a typical day, about how much time do you spend helping or working directly with the different 

groups listed below? Please circle a number for each group on the scale where 1 is rarely, and 7 is 

always. 

     Rarely.....……………………...........Always 

01   Clients or customers  1        2        3        4        5        6        7 

02   Supervisors, managers, or bosses 1        2        3        4        5        6        7 

03   People whom you supervise 1        2        3        4        5        6        7 

04   Coworkers 1        2        3        4        5        6        7 

 

A7 

A1 

A3 

A4 

A5 

A6 

A2 
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On a typical day, do you talk to or help clients and/or customers at work? 

___1. Yes     ___2. No   (Skip to Question A12)          
 

If yes, about how many clients and/or customers do you talk to or 

help on a daily basis? Please circle a number. 

 
1 1 to 5 

2 6 to 10 

3 11 to 20 

4 More than 20 

 

 

Have you received any training for how to act when you talk to clients/customers as part of your job? 

___1. Yes     ___2. No 

 

 
How much do you agree or disagree with the following statements regarding your job requirements? 
Please circle a number for each statement on the scale where 1 is strongly disagree, and 7 is strongly 

agree. 

  Strongly                                              Strongly 
  Disagree………………………………Agree 

01   Part of my job is to make the client/customer feel good. 1        2        3        4        5        6        7 

02   My agency expects me to express positive emotions to 
clients/customers as part of my job. 

1        2        3        4        5        6        7 

03   My agency would say that part of the product for clients/customers is 
friendly, cheerful service. 

1        2        3        4        5        6        7 

04   My agency expects me to try to be enthusiastic in my interactions with 
clients/customers. 

1        2        3        4        5        6        7 

05   I am expected to suppress my bad moods or negative reactions to 
clients/customers. 

1        2        3        4        5        6        7 

06   My agency expects me to pretend that I am not upset or distressed, 
when I really am. 

1        2        3        4        5        6        7 

07   I am expected not to show anger while on the job. 1        2        3        4        5        6        7 

 

 

How much do you agree or disagree with the following statements regarding your work environment? 
Please circle a number for each statement on the scale where 1 is strongly disagree, and 7 is strongly 

agree. 

  Strongly                                              Strongly 
  Disagree………………………………Agree 

01   I perform my job independently of supervision. 1        2        3        4        5        6        7 

02    I make my own decisions about how to do my work. 1        2        3        4        5        6        7 

03   My supervisor asks for my opinion on matters of concern. 1        2        3        4        5        6        7 

04   In my agency, employees are rewarded for providing high quality 
services to clients/customers. 

1        2        3        4        5        6        7 

05   In my agency, pay raises depend on how well employees perform their 
job. 

1        2        3        4        5        6        7 

06   Awards in my work unit depend on how well employees perform their 
job. 

1        2        3        4        5        6        7 

 

A8 

A11 

A10 

A9 

A12 



 89

How satisfied are you with the type of work you do? Please rate how strong your job satisfaction is 

on a scale of 0 to 10; 0 means very dissatisfied and 10 means very satisfied. Please circle a number. 

 

                     Very        Very 
Dissatisfied                 Satisfied 

 

            0        1         2         3        4         5         6         7         8        9        10   
 
 
How often do you have the following feelings about your job? Please circle a number for each 

statement on the scale where 1 is never, and 7 is always. 
     Never………………………………..Always 

01   I feel emotionally drained from my work 1        2        3        4        5        6        7 

02   I feel used up at the end of the work day. 1        2        3        4        5        6        7 

03   I dread getting up in the morning and having to face another day on 
the job. 

1        2        3        4        5        6        7 

04   I feel burned out from my work. 1        2        3        4        5        6        7 

05   I feel frustrated by my job. 1        2        3        4        5        6        7 

06   I feel I’m working too hard on my job. 1        2        3        4        5        6        7 

 
 

SECTION B: In this section we ask some questions about your work activities 

when interacting with clients/customers. 
If you do NOT work with clients/customers on a daily basis, please skip to Question B3. 
 

How much do you agree or disagree with the following statements about your emotion management 

strategies at work? Please circle a number for each statement on the scale where 1 is strongly 

disagree, and 7 is strongly agree. 

   Strongly                                              Strongly 
   Disagree………………………………Agree 

01   I wear a “mask” in order to deal with clients/customers in an 
appropriate way. 

1        2        3        4        5        6        7 

02   I put on a “show” or “performance” when interacting with 
clients/customers. 

1        2        3        4        5        6        7 

03   I pretend to feel the emotions I need to display for my job. 1        2        3        4        5        6        7 

04   I show feelings to clients/customers that are different from what I feel 
inside. 

1        2        3        4        5        6        7 

05   I fake the emotions I show when dealing with clients/customers. 1        2        3        4        5        6        7 

06   I try to actually experience the emotions that I must show to 
clients/customers. 

1        2        3        4        5        6        7 

07   I make an effort to actually feel the emotions that I need to display 
toward others. 

1        2        3        4        5        6        7 

08   I work hard to actually feel the emotions that I need to show to 
clients/customers. 

1        2        3        4        5        6        7 

09   I work at developing the feelings inside of me that I need to show to 
clients/customers. 

1        2        3        4        5        6        7 

 

A13 

A14 

B1
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How much do you agree or disagree with the following statements regarding your service 

performance when interacting with clients/customers? Please circle a number for each statement on 

the scale where 1 is strongly disagree, and 7 is strongly agree. 

  Strongly                                              Strongly 
  Disagree………………………………Agree 

01   I am friendly and helpful to clients/customers. 
 

1        2        3        4        5        6        7 

02   I approach clients/customers quickly. 
 

1        2        3        4        5        6        7 

03   I ask good questions and listen to find out what a client/customer 
wants. 

1        2        3        4        5        6        7 

04   I am able to help customers when needed. 1        2        3        4        5        6        7 

 
 
How much do you agree or disagree with the following statements regarding your task performance 

at work? Please circle a number for each statement on the scale where 1 is strongly disagree, and 7 is 

strongly agree. 

  Strongly                                              Strongly 
  Disagree………………………………Agree 

01   I complete assigned tasks. 1        2        3        4        5        6        7 

02    I fulfill responsibilities specified in my job description. 1        2        3        4        5        6        7 

03   I perform tasks that are expected of me. 1        2        3        4        5        6        7 

04   I meet formal performance requirements of the job. 1        2        3        4        5        6        7 

 
 

SECTION C: In this section we ask some questions about your emotion 

management abilities 
 

How much do you agree or disagree with the following statements? Please circle a number for each 

statement on the scale where 1 is strongly disagree, and 7 is strongly agree. 

  Strongly                                              Strongly 
  Disagree………………………………Agree 

01   I am able to handle difficulties rationally. 1        2        3        4        5        6        7 

02   I am quite capable of controlling my own emotions. 1        2        3        4        5        6        7 

03   I can always calm down quickly when I get angry. 1        2        3        4        5        6        7 

04   I have good control of my own emotions. 1        2        3        4        5        6        7 

05   I always set goals for myself and then try my best to achieve them. 1        2        3        4        5        6        7 

06   I always tell myself I am a competent person. 1        2        3        4        5        6        7 

07   I am a self-motivated person. 1        2        3        4        5        6        7 

08   I always encourage myself to be the best. 1        2        3        4        5        6        7 

 

B2 B2 

B2 B3 

C1 
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SECTION D: In this section we are interested in your opinions on public 

service, politics, and the CPM program.  
 

How much do you agree or disagree with the following statements regarding public service? Please 

circle a number for each statement on the scale where 1 is strongly disagree, and 7 is strongly agree. 

  Strongly                                              Strongly 
  Disagree………………………………Agree 

01   Politics is a dirty word. 1        2        3        4        5        6        7 

02   The give and take of public policy making doesn't appeal to me. 
 

1        2        3        4        5        6        7 

03   I don't care much for elected officials. 1        2        3        4        5        6        7 

04   I unselfishly contribute to my community. 1        2        3        4        5        6        7 

05   Meaningful public service is important to me. 1        2        3        4        5        6        7 

06   I would prefer that public officials do what is best for the whole 
community even if it does not benefit me. 

1        2        3        4        5        6        7 

07   I consider public service my civic duty. 1        2        3        4        5        6        7 

08   It is difficult for me to contain my feelings when I see people in 
distress. 

1        2        3        4        5        6        7 

09   I am often reminded by daily events about how dependent we are on 
one another. 

1        2        3        4        5        6        7 

10   I have little compassion for people in need who are unwilling to take 
the first step to help themselves. 

1        2        3        4        5        6        7 

 

 

If your organization has to involve citizens or citizen groups in the planning or policy-making process, 

how much do you agree or disagree with the following statements? Please circle a number for each 

statement on the scale where 1 is strongly disagree, and 7 is strongly agree. 

  Strongly                                              Strongly 
  Disagree………………………………Agree 

01   I think citizens can be trusted to make right decisions. 1        2        3        4        5        6        7 

02   Increasing vulnerability to criticism by citizens would be a mistake. 1        2        3        4        5        6        7 

03   If it is possible, I wouldn’t let citizens have any influence over 
decisions that are important in my job. 

1        2        3        4        5        6        7 

 

 
How much do you agree or disagree with the following statements regarding the CPM program? 

Please circle a number for each statement on the scale where 1 is strongly disagree, and 5 is strongly 

agree. 

                       Strongly                          Strongly 
                       Disagree…………………Agree 

01   The CPM program has helped me be a better public manager. 1        2        3        4        5 

02   The CPM program has increased my knowledge of managing in the public sector. 1        2        3        4        5 

03   The CPM program has helped me improve my managerial skills. 1        2        3        4        5 

 

D2 

D1 

D3 
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SECTION E: In this next section we ask questions about your relationships 

with other people in your workplace 
 

How many of the people with whom you work would you say are your close friends? Please circle a 

number. 

 
0 0 

1 1 

2 2-5 

3  6-10 

4 More than 10 

 
 

How much do you agree or disagree with the following statements about your supervisor or 

coworkers? Please circle a number for each statement on the scale where 1 is strongly disagree and 7 

is strongly agree. 

  Strongly                                              Strongly 
  Disagree………………………………Agree 

01   My supervisor goes out of his or her way to make life easier for me. 1        2        3        4        5        6        7 

02   My supervisor can be relied on when things get tough at work. 
 

1        2        3        4        5        6        7 

03   My supervisor is willing to listen to my personal problems.  1        2        3        4        5        6        7 

04   My coworkers go out of their way to make life easier for me. 1        2        3        4        5        6        7 

05   My coworkers can be relied on when things get tough at work. 
 

1        2        3        4        5        6        7 

06   My coworkers are willing to listen to my personal problems. 1        2        3        4        5        6        7 

 

 

SECTION F: This last section asks about your background characteristics. 
The following information will be used only to develop categories for analysis purposes. It will 

NOT be shared with anyone else, nor will it be used to reveal your identity.  
 

In what year were you born? 
19 
 
 
Are you: 
__1. Female    __2. Male 

 
 

Are you:  
__ 1.  American Indian 
__ 2. Asian or Pacific Islander 
__ 3. Black, not of Hispanic origin 
__ 4. Hispanic  
__ 5. White, not of Hispanic origin 
__ 6. Other (please specify):__________________________ 

 

 

F3 

F1 

F2 

E1

E2 
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What is your educational level?  (indicate highest level completed) 
__1. Less than high school 
__2. High school graduate or G.E.D. 
__3. Technical training or apprenticeship after high school    
__4. Some college    
__5. 2-year associate degree    
__6. Graduated from college    
__7. Some graduate school  
__8. Master’s degree  
__9. Law degree (J.D., LL.B.)  
__10. Doctorate degree (Ph.D., M.D., Ed.D., etc.)   
__11. Other (please specify):________________ 

 

 
What is your marital status? 

 __1. Married 
__2. Divorced 
__3. Single 
__4. Not married, but with a significant other 
__5. Widow/er 

 

 
In which of these groups does your annual personal salary fall?    
__ 1. under $20,000  __ 5. $50,000 - $59,999 
__ 2. $20,000 - $29,999  __ 6. $60,000 - $69,999 
__ 3. $30,000 - $39,999  __ 7. $70,000 - $79,999 
__ 4. $40,000 - $49,999  __ 8. $80,000  or above 

 

 

Thank you very much for your participation. 

If there is anything else you would like to tell me, please do so in the space provided below: 

 

 
 

F4 

F5 

F6 
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APPENDIX B 

COVER LETTER FOR QUESTIONNAIRE 
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APPENDIX C 

HUMAN SUBJECTS COMMITTEE APPROVAL 
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APPENDIX D 

SUMMARY OF HYPOTHESIS TESTING 

 

Hypothesis Result 
Hypothesis 1: Positive display rules correlate positively with emotive 
effort. 

Partially Supported 

Hypothesis 2: Positive display rules correlate positively with emotive 
dissonance. 

Rejected 

Hypothesis 3: Negative display rules correlate positively with emotive 
effort. 

Partially Supported 

Hypothesis 4: Negative display rules correlate positively with emotive 
dissonance. 

Supported 

Hypothesis 5: Emotive effort correlates negatively with emotional 
exhaustion. 

Rejected 

Hypothesis 6: Emotive dissonance correlates positively with emotional 
exhaustion. 

Supported 

Hypothesis 7: Emotive effort correlates positively with service 
performance. 
 

Supported 

Hypothesis 8: Emotive dissonance correlates negatively with service 
performance. 

Supported 

Hypothesis 9: PSM moderates the relationship between positive display 
rules and emotive effort. That is, the positive relationship between positive 
display rules and emotive effort will be exacerbated when PSM is high and 
attenuated when PSM is low. 

Rejected 

Hypothesis 10: PSM moderates the relationship between positive display 
rules and emotive dissonance. That is, the positive relationship between 
positive display rules and emotive dissonance will be exacerbated when 
PSM is high and attenuated when PSM is low. 

Rejected 

Hypothesis 11: PSM moderates the relationship between negative display 
rules and emotive effort. That is, the positive relationship between negative 
display rules and emotive effort will be exacerbated when PSM is high and 
attenuated when PSM is low. 

Rejected 

Hypothesis 12: PSM moderates the relationship between negative display 
rules and emotive dissonance. That is, the positive relationship between 
negative display rules and emotive dissonance will be exacerbated when 
PSM is high and attenuated when PSM is low. 

Rejected 

Hypothesis 13: PSM moderates the relationship between emotive effort and 
emotional exhaustion. That is, the negative relationship between emotive 
effort and emotional exhaustion will be exacerbated when PSM is high and 
attenuated when PSM is low. 

Rejected 

Hypothesis 14: PSM moderates the relationship between emotive 
dissonance and emotional exhaustion. That is, the positive relationship 
between emotive dissonance and emotional exhaustion will be attenuated 
when PSM is high and exacerbated when PSM is low. 

Rejected 

Hypothesis 15: PSM moderates the relationship between emotive effort and 
service performance. That is, the positive relationship between emotive 
effort and service performance will be exacerbated when PSM is high and 

Rejected 
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attenuated when PSM is low. 

Hypothesis 16: PSM moderates the relationship between emotive 
dissonance and service performance. That is, the negative relationship 
between emotive dissonance and service performance will be attenuated 
when PSM is high and exacerbated when PSM is low. 

Rejected 

Hypothesis 17: EI moderates the relationship between positive display 
rules and emotive effort. That is, the positive relationship between positive 
display rules and emotive effort will be exacerbated when EI is high and 
attenuated when EI is low. 

Rejected 

Hypothesis 18: EI moderates the relationship between positive display 
rules and emotive dissonance. That is, the positive relationship between 
positive display rules and emotive dissonance will be exacerbated when EI 
is high and attenuated when EI is low. 

Rejected 

Hypothesis 19: EI moderates the relationship between negative display 
rules and emotive effort. That is, the positive relationship between negative 
display rules and emotive effort will be exacerbated when EI is high and 
attenuated when EI is low. 

Rejected 

Hypothesis 20: EI moderates the relationship between negative display 
rules and emotive dissonance. That is, the positive relationship between 
negative display rules and emotive dissonance will be exacerbated when EI 
is high and attenuated when EI is low. 

Rejected 

Hypothesis 21: EI moderates the relationship between emotive effort and 
emotional exhaustion. That is, the negative relationship between emotive 
effort and emotive dissonance will be exacerbated when EI is high and 
attenuated when EI is low. 

Rejected 

Hypothesis 22: EI moderates the relationship between emotive dissonance 
and emotional exhaustion. That is, the positive relationship between 
emotive dissonance and emotional exhaustion will be attenuated when EI is 
high and exacerbated when EI is low. 

Rejected 

Hypothesis 23: EI moderates the relationship between emotive effort and 
service performance. That is, the positive relationship between emotive 
effort and service performance will be exacerbated when EI is high and 
attenuated when EI is low. 

Partially Supported 

Hypothesis 24: EI moderates the relationship between emotive dissonance 
and service performance. That is, the negative relationship between emotive 
dissonance and service performance will be attenuated when EI is high and 
exacerbated when EI is low. 

Rejected 
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APPENDIX E 

COVARIANCE  MATRIX TO BE ANALYZED 

(26 VARIABLES BASED ON   208 CASES) 
 

 

 

                         DR1        DR2        DR3        DR4        DR5    

                          V1         V2         V3         V4         V5   

       DR1    V1         2.755 

       DR2    V2          .970      1.344 

       DR3    V3         1.161       .885      1.657 

       DR4    V4         1.052       .785      1.275      1.649 

       DR5    V5          .105       .305       .328       .340      2.402 

       DR6    V6          .434       .309       .532       .592      1.465 

       DR7    V7          .753       .435       .651       .599      1.151 

       EL1    V8          .294      -.047       .065      -.001       .226 

       EL2    V9          .247      -.011       .146       .161       .248 

       EL3    V10         .247      -.023       .111       .128       .250 

       EL4    V11         .084       .015       .055       .099       .185 

       EL5    V12         .149      -.160       .031       .054       .086 

       EL6    V13         .181      -.185       .062       .089      -.101 

       EL7    V14         .414      -.052       .147       .257      -.159 

       EL8    V15         .438       .064       .269       .336       .002 

       EL9    V16         .401       .030       .276       .301       .117 

       EE1    V17        -.085      -.083      -.141       .059       .149 

       EE2    V18        -.026      -.059      -.233      -.088       .089 

       EE3    V19        -.017      -.087       .021       .098       .060 

       EE4    V20        -.194      -.161      -.166      -.081       .090 

       EE5    V21        -.004      -.011      -.034      -.013       .220 

       EE6    V22         .035      -.046      -.093       .033       .044 

       SP1    V23         .320       .281       .364       .334       .103 

       SP2    V24         .424       .338       .514       .441       .241 

       SP3    V25         .372       .326       .293       .299       .151 

       SP4    V26         .254       .232       .275       .253       .009 

 

 

                         DR6        DR7        EL1        EL2        EL3    

                          V6         V7         V8         V9         V10  

       DR6    V6         3.302 

       DR7    V7         2.146      2.733 

       EL1    V8          .655       .332      2.980 

       EL2    V9          .769       .501      2.208      2.763 

       EL3    V10         .971       .555      1.820      1.969      2.476 

       EL4    V11         .823       .472      1.525      1.640      1.615 

       EL5    V12         .673       .231      1.662      1.894      1.755 

       EL6    V13        -.328      -.019       .369       .382       .216 

       EL7    V14        -.008       .113       .581       .549       .486 

       EL8    V15         .164       .088       .500       .459       .507 

       EL9    V16         .492       .264       .538       .596       .636 

       EE1    V17         .566       .153       .902       .932       .771 

       EE2    V18         .516       .267      1.086      1.093      1.027 

       EE3    V19         .355       .091       .456       .408       .474 

       EE4    V20         .476       .175       .863       .806       .778 

       EE5    V21         .399       .211      1.105       .951       .938 

       EE6    V22         .301       .269       .846       .971       .767 
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       SP1    V23         .069       .115      -.151      -.132      -.113 

       SP2    V24         .230       .310      -.268      -.248      -.155 

       SP3    V25         .022       .100      -.264      -.276      -.204 

       SP4    V26         .016       .044      -.233      -.278      -.215 

 

 

                         EL4        EL5        EL6        EL7        EL8    

                          V11        V12        V13        V14        V15  

       EL4    V11        2.768 

       EL5    V12        1.831      2.367 

       EL6    V13         .253       .283      2.800 

       EL7    V14         .355       .457      2.105      2.684 

       EL8    V15         .429       .344      1.563      2.069      2.801 

       EL9    V16         .547       .521      1.336      1.722      2.192 

       EE1    V17         .896       .939       .153       .311       .381 

       EE2    V18         .902       .912       .176       .374       .394 

       EE3    V19         .542       .575      -.140      -.156       .152 

       EE4    V20         .712       .778      -.085      -.014       .240 

       EE5    V21         .948       .906      -.005       .141       .275 

       EE6    V22         .781       .821       .128       .192       .295 

       SP1    V23        -.092      -.102       .099       .136       .116 

       SP2    V24        -.109      -.177       .181       .275       .321 

       SP3    V25        -.166      -.159       .110       .168       .092 

       SP4    V26        -.146      -.175       .033       .030       .061 

 

 

                         EL9        EE1        EE2        EE3        EE4    

                          V16        V17        V18        V19        V20  

       EL9    V16        2.826 

       EE1    V17         .486      2.243 

       EE2    V18         .442      1.870      2.664 

       EE3    V19         .087       .708       .802      1.871 

       EE4    V20         .280      1.371      1.559      1.301      2.330 

       EE5    V21         .470      1.083      1.210      1.107      1.555 

       EE6    V22         .196      1.150      1.392       .651      1.413 

       SP1    V23        -.015      -.059      -.098      -.050      -.171 

       SP2    V24         .217      -.162      -.149      -.016      -.326 

       SP3    V25         .026      -.030      -.163      -.005      -.175 

       SP4    V26        -.052      -.038      -.091       .091      -.061 

 

 

                         EE5        EE6        SP1        SP2        SP3    

                          V21        V22        V23        V24        V25  

       EE5    V21        2.318 

       EE6    V22        1.353      2.862 

       SP1    V23        -.087      -.057       .533 

       SP2    V24        -.058      -.309       .495      1.193 

       SP3    V25        -.120      -.066       .394       .531       .737 

       SP4    V26        -.027      -.001       .357       .414       .357 

 

 

                         SP4    

                          V26  

SP4    V26         .621
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	01   I am friendly and helpful to clients/customers.
	02   I approach clients/customers quickly.
	03   I ask good questions and listen to find out what a client/customer wants.
	04   I am able to help customers when needed.

