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ABSTRACT

The present research was carried out to study the emotional labor strategies and its association
with job satisfaction and employees’ affective states among customer services employees. The
primary objective of the study was to find out the relationship between three strategies of emotional
labor i.e., surface acting, deep acting, and genuine expression of emotions with job satisfaction
and affective states of employees. It was also aimed at addressing the dimensionality of emotional
labor construct through establishing its validity in local settings. It further investigated the
mechanism by exploring role of affective states as a mediator between the relationship of
emotional labor and job satisfaction as well as the moderating effects of supervisory support on
these mediated relationships. The present research was completed in two independent studies
i.e., study-1 and study-Il. The study-1 was related to the adaptation and validation of instruments.
Forward translation method was used to translate the scales into Urdu language and committee
approach was conducted to select the best translation. These scales were then administered to 145
customer services employees from banking sector with the aim of establishing their psychometric
properties. Only those employees were selected who had at least 14 years of education and six
month of job experience on current job. The results of the empirical evaluation establish the initial
validity of these scales through exploratory factor analysis (EFA) and with item-to-total
correlations. Psychometric properties of these translated scales indicated that these scales are
internally consistent and valid instruments to administer on a sample of Pakistani customer
services employees. Study—Il (Main study) was conducted on the sample of 493 bank employees
with a minimum of 14 years of education and at least six month of job experience on the present

job. Firstly, Confirmatory Factor Analysis (CFA) was used to further assess the initial factor



structure of instruments being adapted in study-I. Multiple regression analysis, and conditional
process analysis were used to test the study hypotheses. The results indicated that emotional labor
strategies i.e, surface acting, deep acting, and genuine expression of emotions have significant
association with job satisfaction and affective states. Results further highlighted that surface
acting is negatively associated with job satisfaction and negative affective state whereas genuine
expression of emotions is positively associated with job satisfaction and positive affective state.
However, deep acting is positively associated with positive affective state but showed a non-
significant association with job satisfaction. Results further depicted that affect (positive/ negative)
significantly mediated the relationships of emotional labor strategies with job satisfaction. To be
more specific, negative affective state significantly mediated the negative relationship of surface
acting and job satisfaction. Whereas, positive affective state significantly mediated the
relationships of deep acting and job satisfaction. Similarly, both the positive and negative affective
states were found to be the significant mediators between the relationships of genuine expression
of emotions and job satisfaction. The results of the moderated mediation models suggested that
strength of mediated relationship of genuine expression of emotions with job satisfaction increases
with the presence of supervisory support. However, reverse buffering effect of supervisory support
was found in the moderated mediated models of surface acting and job satisfaction. Whereas,
supervisory support did not turn out to be a significant moderator between the indirect relationship
of deep acting and job satisfaction. Findings of the study are discussed in light of deducing

implications for improving emotional management of bank employees.
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Chapter I
INTRODUCTION

In past, the importance and role of emotions in the field of occupational
psychology have been widely neglected (Briner, 1999; Muchinsky, 2000), however, it
has been changed over the years. For most of the scholars (Putnam & Mumby, 1993)
emotions were primarily irrational, negative and destructive in nature therefore good
performance could only be achieved through freezing organizations from feelings
(Simon,1979). However, numerous studies have confronted this assumption by
constantly displaying the importance of workplace emotions equally for organizational
and individual outcomes (Erez & Isen, 2002; Isen, 2001; Lee & Allen, 2002; Liao &
Chuang, 2004; Sy, Coté, Saavedra, & Kwun 2000). Organizations are beginning to
take notice of the importance of emotions in the workplace (Ashforth & Humphrey,
1993; Fisher & Ashkaanasy, 2000).

Service sector is one of the domain which received relatively more attention in
the area of emotion research. To increase the profit and have a mark able position in the
realm of competitive business; organizations are putting a great emphasis on service
quality and delivery to achieve the long term organizational goals. In service sector, the
quality of service is predominantly determined by the way employees deal their clients
which requires employees to constantly monitor and regulate their emotions and
behavior. Hochschild termed this emotional regulation as “emotional labor (EL)” which
is done for remuneration and defined it as, “the regulation of emotions/ feeling to create
a publicly observable facial and bodily display” (Hochschild, 1983, p.7). EL is sold for

a wage and therefore has exchange value. Putting it in another way, ‘EL’, is “work



required in managing other individual’s feelings, a core component of which is the
regulation of emotions™ (James, 1989, p. 15), whose value lies in its contribution to the
social reproduction of labor power and the social relations of production. For example,
itis frequently important to grin/smile at work despite the fact that it may not be genuine
and one may not have any desire to. The grin constitutes an imperative piece of many
administration specialists. This feeling management requires a coordination of the self
and of one's feelings with the goal that work seems to be completed easily (Hochschild,
1983).

Hochschild (1983) recognizes two types of emotion work, wherein employee
stimulate or suppress feeling as a feature of the work procedure — surface acting (SA)
and deep acting (DA). Central theme of all the theories of EL is expression and
regulation of emotions for a wage. Organizations implicitly or explicitly designates this
concept which explains that what kind of emotions are required during service
interaction with client. An employee can perform EL by deep acting (DA), surface

acting (SA) or genuinely expressing emotions (Ashforth & Humphrey, 1993).

Surface acting (SA). It refers to express the organizationally desired emotions
without feeling it (Hochschild, 1983). It refers to displaying the required emotions
without feeling those emaotions. Such as, an employee may ‘smile on the phone’. In this
example the employee may act to express the required emotions which are not actually
felt or experienced. Using SA actually involves alteration of outward expression of
emotions by suppressing the naturally felt emotions. SA result in difference between

expressed and felt emotions (Ashforth & Humphrey, 1993). SA is similar to the Gross’s



response-focused of emotional regulation strategy which involves manipulations of
facial and emotional reactions during employee-customer interaction through

suppression.

Deep acting (DA). DA involves individual’s conscious efforts to modify the
inner emotions for his/her job role, eventually he/she would truly feel the required
emotions. Hochschild (1983) states that this emotion management (deep acting)
requires a lot of effort, and can be very taxing on the individual. However, DA is
considered to be a positive strategy resulting in more positive outcomes in terms of
increased job satisfaction decreased burnout. DA is similar to the Gross’s antecedent-
focused of emotion regulation strategy in which individual’s conscious efforts to
change internal feelings and emotions which ultimately change the emotional response
through different strategies such as reappraisal and attention deployment etc.

Genuine expression of emotions. Hochschild (1983) based her paradigm of EL
on the propositions stating that services workers make great effort to naturally feel those
emotions which are being displayed. However, some scholar’s criticized for ignoring
the instances where one’s spontaneously and genuinely experienced emotions matches
the desired emotions of organization, and employees expresses these genuine emotions
without any effort to change (Ashforth & Humphrey,1993) . Therefore, genuine
expression of emotion is opted when employees spontaneously express and experiences
same emotions. By opting this strategy, employees express emotions without any effort.

Though, Kruml and Geddes (2000) claimed that these statements about acting paradigm



of Hochschild (1983) are not correct because she considered the expression of
employee’s genuine “as passive DA or genuine acting”.

EL have double-edged impacts on individual and organization level. It increases
organizational success meanwhile it is harmful for employees in term of well-being. At
the organization level, EL has been connected with organizational productivity
specifically deep and SA help service workers to accomplish their organizational goals
(Johnson, 2004; Zeithaml, Parasuraman, & Berry, 1990). Precisely, literature has
reported that EL effects quality of service, customer’s loyalty, financial gains,
customer’s satisfaction and organizational productivity (Bowen, Siehl, & Schneider,
1989; Heskett, Schlesinger, & Sasser, 1997; Meier, Mastracci, & Wilson, 2006).
However, further research explored that EL has negative consequences for job
satisfaction, emotional exhaustion, organizational commitment, turnover intentions,
turn over, and work-family conflict (Abraham, 1999; Ang, Rostinah, Japang, & Nasah,
2010 ; Johnson & Spector, 2007; Kim, 2008; Meier et al., 2006; Seery, Corrigall, &
Harpel, 2008). Generally, EL is considered to have negative effects on employee’s
physical health, and job satisfaction etc. This research is aimed to study the relationship
between EL and job satisfaction. Furthermore, this research is also aimed to investigate
the mechanism of EL through affective states and its effects on job satisfaction.

It is extremely important to study EL in Pakistani society keeping in view the
importance of emotions and feelings at workplace and its effects on employees’ health
and organizational level. Usually emotions are not considered important in Pakistani
organizational culture which could effects employees’ well-being in specific and

organizational outcomes in general. This study has been designed to study the process



and mechanism of EL as performed by bank employees. Specifically, this research
would investigate some of the hypothesized effects of EL on employee’s overall job
satisfaction and affective states at workplace. This study would further investigates the
mediating role of affective states on these relationships and the contingent role of
supervisory support in these relationships.
Theoretical Perspectives on Emotional Labor (EL)

Numerous theoretical perspectives have been proposed since the conception of
EL. These theories depict different views; while acknowledging that domain of EL is
in theoretical dilemma, having multiple conceptualizations. The following literature
provides different theoretical perspectives on how employees constraint and express
certain emotions as a part of their work role. These theoretical perspectives specifically
focus on impacts of EL on its outcomes.

Hochschild theory of emotional labor (EL). Expressing emotions as part of
job requirement in various professions was firstly identified by Hochschild (1979;
1983). She named this emotional management as “Emotional Labor” which is the
descriptor for her work. Originally, Hochschild defined EL as management of
emotions/ feelings to create observable facial and bodily display. Originally, her focus
of research was on flight attendants and their emotional expression and management
while interacting with passengers. She primarily investigated the ways these flight
attendants fulfill organizational expectation of managing and expressing their emotions
during service interaction with passengers. For instance, flight attendants are supposed
to treat passengers with greeting smile, and calm passenger’s fear of flying by

displaying a calm gesture. They are also expected to have same emotional expressions



while interacting with tough or rude passengers. Hochschild’s view of EL is a
multifaceted degree of emotion management which involves the requirement of
suppressing or expressing certain emotions. Hochschild (1979; 1983) utilized a
dramaturgical view in which organizationally desired emotions are observed as
analogous to the written script.

Hochschild (1983) proposed that performing EL for a longer time could have
serious and deleterious effects on employees’ wellbeing and other related outcomes.
She explained that EL negatively effect well-being through emotive dissonance which
is actually a discrepancy between expressed and felt emotions. Emotive dissonance
(emotional dissonance) refers to the state in which individual express those emotions
which are not felt (Zapf & Holz, 2006). She further proposed that feelings or emotions
are entirely private. To express them in return of wage would inherently be unpleasant
and damaging for employees. Hochschild also reported the negative effect of EL on
sleep related problems, sexual problems among flight attendants. In Hochschild’s
theory, EL is considered to be more employer driven and directed towards employees
in which they are expected to express organizationally desired emotion regardless of
what actually they are feeling.

Although, Hochschild’s (1983) bleak perspective of EL has been challenged by
other theorists (Ashforth & Humphrey, 1993) but there is general acknowledgement
among theorist about the Hochschild’s original theory. Particularly, main doctrines of
DA, SA and emotional dissonance have been reported in both  qualitative and
quantitative (Brotheridge & Lee, 2003; Martinez-Ifiigo, Totterdell, Alcover, & Holman,

2007; Naring, Briét, & Brouwers, 2006) and qualitative studies (Mann, 2005). The



advance research on this area has extensively built on Hochschild’s conceptualization.
It provided a robust basis for researchers to further investigate the construct of EL.

Ashforth and Humphrey’s theory of emotional labor (EL). This theory
defined EL as an act of expression and display of organizationally appropriate emotions
(Ashforth & Humphrey, 1993). It emphasizes the importance of observable behavioral
expression in order to understand the phenomena. The basic postulate of this theory is
that, only observable and behavior expression of employees’ is perceived by the
customers whereas employee’s internal emotions and feelings are difficult to assess.
They further proposed that “display rules” is a more appropriate term for organizational
emotional requirements as compared to feeling rules proposed by Hochschild (1983).

This theory contradicted with the bleak perspective of EL proposed by
Hochschild (1983). They claimed that EL has both negative as well as positive
outcomes in terms of well-being. It is most likely to occur when employees identify
themselves with their service role and also has some freedom for expression. It leads
to a better emotional performance which facilitates a smooth interaction between client
and employee, resulting in customer and employee satisfaction.

They acknowledged Hochschild’s view, that deep and SA are basic
constituents of EL. However, in addition, Ashforth and Humphrey considered
expression of natural emotions as a separate strategy of EL. They explained the
circumstances in which employee’s naturally felt emotions are aligned with
organizational display rules. This position makes the difference with Hochschild’s
view about natural expression of emotion. She has considered the genuine expression

as a part of DA. To defend the genuine expression of emotions as third component,



Ashforth and Humphrey (1993) provided an exemplary situation in which a nurse
naturally feels sympathetic for child patient, which precisely correspond to the
organizational display rules prescribed by organization. In this example, nurse did not
put any effort to show sympathy as in the case with DA. This example clearly
distinguish genuine expression of emotions from surface and DA as the employees is
not pretending or putting any effort to express certain emotional display.

It was proposed that EL have both negative and positive consequences
(Ashforth & Humphrey, 1993). However, negative or positive effects largely depend
on employee’s personal and social identity and the way it is aligned with their job.
They utilized social identity theory by Ashforth and Mael (1989) in order to explain
the EL process. They claimed that employees having close identification with their
service roles, can easily and joyfully achieve the emotional demands of the
organization. Such type of identification helps employees to create a more natural
performance with minimum effort. Ashforth and Humphrey (1993), therefore,
observed that effects of EL either negative or positive depends on the level of
employee’s identification with their service roles.

To explain the determinants of organizational display rules, Hochschild (1983)
emphasized the importance of organizations, as the principal determining factor of
display requirements. However, Ashforth and Humphrey (1993) highlighted the role of
occupation and social norms in determining the organizational display rules. For
instance, doctors are expected to be concerned for their patients (Mann, 1997), while
nurses are expected to be more nurturing and caring (Smith, 1992) which essentially

involve more expression of emotions. Additionally, these social and professional



requirements would be utilized across various organizations. It was further claimed that
consequences (either positive or negative) of EL also depends on the amount of freedom
that employees have for self- expression (emotional autonomy). This emotional
autonomy would develop a close association with customers in service interactions,
which leads to a greater level of job satisfaction ultimately resulting in more positive
well-being. Emotional dissonance is a key issue which creates a number of problems
for the peoples engaged in emotional practices. The emotional dissonance can lead to
inauthentic self-esteem which may result in low self-esteem, cynicism, depression and
alienation. Hence, SA is considered as basic problem for employees in service industry.
Although, they claimed DA as less challenging as compared to SA. However, they
further claimed that DA could also result in self-alienation, and inauthenticity,
particularly if the organizational requirements are not flexible, which subsequently
result in extensive efforts (Ashforth & Humphrey, 1993).

This theory highlighted the importance of observable expression and found the
task effectiveness is the only objective of emotional management. Therefore,
emotional expression which is applicable in interaction is expected to have positive
impacts on performance, self-efficacy. They also highlighted the importance and usage
of natural emotions at workplace. However, their perspective is limited to only those
situations in which employees’ naturally felt emotions are aligned with display rules.
This is very restrictive view about using natural emotions as part of EL to align with
display rules of organizations.

Morris and Feldman’s theory of emotional labor (EL). This theory explained

EL as employee’s conscious effort, their planning and required control in order to
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display the organizationally required emotions during service transaction. They
explained EL in terms of social perspective. They believed that social environment is
predominantly important in determining emotional expressions. Morris and Feldman’s
(1997) theory of EL is comprised of three distinct components duration of interaction,
frequency of interaction, and emotional dissonance.

This theory of EL is significantly different from other theories by excluding DA
and SA as basic components of EL. It was proposed that all of the three components
would have positive association with emotional exhaustion whereas emotional
dissonance would be negative related with job satisfaction. They further claimed that
EL would have less favorable outcomes. However, their research concluded that only
emotional dissonance was negatively related to job satisfaction but positively related
with emotional exhaustion. They identified four essential determining factors of display
rules which includes clarity of display rules to employees, task routineness, power of
role receiver, and job autonomy.

This theory have also been criticized (Diefendorff & Gosserand, 2003; Grandey,
2000). The fundamental reason for the criticism was that theory was unable to explain
that how employee actually perform EL. Specifically, how employees suppress,
express and regulate their emotions in certain situations. Furthermore, their emphasizes
on frequency and duration of service interaction is considered important in performance
of EL, but do not define it (Diefendorff & Gosserand, 2003; Grandey, 2000). Moreover,
emotional dissonance is viewed as a basic precursor to EL (Rubin, Staebler-Tardino,
Daus, & Munz, 2005), which is actually internal state which does not explain the real

effort for managing or expressing emotions (Grandey, 2000). Consequently, the similar
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theoretical and pragmatic relationship between SA and emotional dissonance indicates
that considering emotional dissonance may describe the cognitive process under SA.
Therefore, it’s better not to consider it as element of EL.

Antecedent and response focused emotional regulation theory. A
comprehensive model of EL was proposed by Grandey (2000). This model define EL
as a process in which person regulates both his/her emotions and their expression in
order to achieve their organizational goals. She emphasized equally on the importance
of internal process of managing ones’ emotions and expressions. Grandey developed a
comprehensive model in which she incorporated situational factors recommended by
Morris and Feldman (1996) as an antecedent of EL strategies; describing surface and
DA as main strategies of performing EL to comply with organizational emotional
demands.

Grandey was inspired by Gross’s (1998) conceptual theory of emotion
regulation. Gross proposed that emotional regulation take place at two points i.e.,
antecedent-focused and response-focused regulation. Antecedent-focused emotion
regulation technique involves anticipation and preparation for any emotionally eliciting
event before its occurrence. In contrast, response-focused emotional regulation
requires individuals to suppress or modify their emotional response once the event or
stimulus have been occurred.

Grandey believed that Gross’s model of emotional regulation is much more
relevant to the conceptualization of EL. For instance, antecedent- focus emotion
regulation is theoretically akin to the concept of DA (requires to modify feelings before

occurrence of any event) and, response-focused emotions regulation is conceptually
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parallel to the concept of SA which involves modifying expression before and after
exposure. Furthermore, it was revealed that increased in activation of sympathetic
nervous system was related with response focused emotional regulation. These
sympathetic nervous system reactions are associated with serious health issues (Gross,
1998). Therefore, SA may be more detrimental EL technique (Grandey, 2000).

In explanation of determinants of EL, she proposed that the EL strategies are
being dependent on antecedent factors such as duration of interaction, frequency of
interaction and variety of service interactions. Furthermore, Grandey claimed that
simply complying with display rule depend on employee’s previous personal or work
related experience (e.g., abusive or critical customer). She recommended that such
kind of negative experiences with customers could result in great difficulty for a
subsequent positive appearance.

She further identified some personal and organizational factors which have
impacts on strategies of EL. These personal factors involve gender, emotional
expressivity, emotional intelligence, and affectivity. The organizational elements
include social support and job autonomy. Organizations having high emotional
demands and employee’s past experience about the emotional events are negative; it
is very much likely that employee remains preoccupied and remains in negative
affect/emotional state, which results in more inclination for SA, specifically when
positive emotional expression is required.

This theory excluded the genuine expression of emotions as EL strategy
perhaps the genuine expression of emotion is not explained in Gross’s (1998) theory

of emotional regulation. Grandey (2000) have also excluded the personal and social
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identity as moderating factor in conceptualization of EL. She further argued that
including these identity factors would allow for considering the impacts of certain
professions or roles. This exclusion is a limitation of Grandey’s conceptualization.
However, Grandey’s conceptualization is comparatively comprehensive theory of EL
explaining the process of performing EL as well as how various antecedent, personal
and organizations effect employee’s selection of using a particular EL strategy.

Conservation of Resources (COR) theory. Another theory of EL was
proposed by Hobfoll’s (1989). The most distinguish premise of this theory is that
employees involved in EL utilizes their energy and other resources in order to meet the
display rules. They ultimately try to regain their resource from social support. If the
employee is unable to protect or restore his/her resources it could lead to
disappointment and fatigue, ultimately negatively affecting employee’s well-being
(Wilk & Moynihan, 2005). Social support can be explained in terms of coworker
support or supervisor (Brotheridge & Lee, 2002).

This theory explained that performance of EL is achieved either through SA
or DA. However, there are certain situation requirements which decides the required
effort in performing EL. These situational requirements are indistinguishable from
these EL strategies. This theory acknowledge the utilization of genuine emotions at
workplace. However, they did not include it as separate strategy of EL in their
conceptualization. It critically argued that irrespective of the possibility that
employee’s natural emotions correspond to the display rules, the emotions still need
to be monitored , this adds to the existing concept of genuine emotions as an aspect

of EL. It further claimed that frequency, intensity, duration and variety of interaction
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ought to be considered as a major aspect of the EL conceptualization presenting
demands. Whereas surface and DA was considered as two techniques used to perform
EL (Brotheridge & Lee, 2003).

Control theory of emotional labor (EL). Diefendorff and Gosserand (2003)
presented the control theory in the explanation of emotional process. This proposed a
four step model which explain that how individuals continually monitor, manage, and
adapt their behaviors to achieve certain goals. Control theory explains that individual
engaging in EL make self-perception of their emotional display, compare their
emotional display with display rules of the organizations and try to reduce any
discrepancy either by altering behavior to coordinate with rules or deserting the
display rules as a set criteria for behavior ), and express emotions accordingly.

This theory presented multidimensional view of EL including natural
expression of emotions as a separate and independent strategy. Though, the items which
have been used to measure natural emotions focused more on expressing emotion as
they naturally conform to organizational display rules and do not reflect any struggles
to actively manage natural emotions

It further reflected that affective events can affect the efforts in displaying the
desired emotions. For example, a negative experience with tough or abusive client or
some other personal matter can effect employees to display the desired emotions. For
instance, a physical illness of a family member can effect employee’s ability to
properly express the required emotions and conform to organizational display rules.

This theory further suggested that once the disparity between felt and

expressed emotions is increased, more exertion and enthusiastic consumption is
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required. This exertion in a long run may results in burnout. Also, if the representative
can't comply with display rules, feelings of deficiency and low job satisfaction may
take over.

Action Theory of Emotional Labor (EL). The fundamental principle of action
theory is that individual attempt to effectively participate in their condition in order to
have some control over their surroundings as opposed to simply inactive respondents
to their natural requests (Frese & Zapf, 1994). Components of action theory of EL
includes emotional regulation rules including organizational display requirements and
some other precursors. Regulation possibilities involves that how requirements are
achieved. Regulation related problems occur when prerequisites can't be satisfied inside
the restricted assets of the employee or if there are limited regulation possibilities. In a
same way, emotional dissonance is viewed as regulatory problem in which individual
has low control in compliance with display rules. For instance, emotional dissonance
is considered to be as a regulation problem because the individual does not or have less

control in complying the display requirements (Zapf et al., 1999).

Action theory explained the construct of EL by utilizing following six factors
including, positive emotional display rules, negative emotional display rules variety of
emotional sensitivity requirements (every emotional regulation requirements); service
interaction control (all emotional regulation possibilities), and finally emotional
dissonance ( emotion regulation problems). In further expansion of the theory Zapf
(2002) categorized the natural emotional expression as automatic emotional regulation,

surface and DA, sensing emotions and emotional deviance.
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Zapf (1999) contended the perspective of emotional dissonance as reaction to
organizational display rules in which employees willingly choose not to follow the
display rules or he/she cannot because of emotional exhaustion. Zapf (1999) considered
sensing emotions as a strategy of EL to direct reactions and formulate customer’s
behavior. According to this theory, the major problem of EL is emotional dissonance
and its impact on burnout. Therefore, it was recommended that job autonomy and social
support could reduce these negative outcomes of emotional dissonance. Job autonomy
cannot simply be provided by permitting in emotional expressions, could likewise be
accomplished by giving timeouts from circumstances in which display rules are keenly

observed or where there are generally negative interactions.

All of the above mentioned theories of EL conceptualize and operationalize the
construct in different aspects. However, all these theories have utilized the basic notions
of Hoshchild’s theory. There are strengthens and weakness of each theory. For example,
some theories have included some antecedent as an aspect of EL which do not explain
the mechanism of EL (such as Morris & Fieldman; Brotheride & Lee). While others
have incorporated some outcomes as an aspects of EL (Zopft et el., 1999) which again
not explain that how an individual actually engage in process of EL. Grandey (2000)
proposed a comprehensive theory by incorporating several factors proposed by Morris
and Fieldman (1994) and Ashforth and Humphrey (1997). However, Grandey excluded
the expression of genuine emotions as a part of EL conceptualization probably because
Gross’s theory (1998a; 1998b) did not explain it as a part of emotional regulation
process Abovementioned reasons justify the inclusion of genuine expression of

emotions as an independent strategy of EL  which is inherently different from SA and
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DA. Literature also highlights the importance of genuine expression of emotions in the
conceptualization of EL (Hulsheger & Schewe, 2011). Keeping the importance of
genuine expression of emotions as an important component of EL; present research
utilizes the conceptualization of EL proposed by Diefendorff and Gosserand (2003)

proposing three dimensions of EL i.e. SA, DA and genuine expressions of emotions.

Dimensions of Emotional Labor (EL)

Most authors defined EL as act of appropriate display of emotional expression
as components of work role. Generally, there is general agreement about the basic
techniques of EL which is surface and DA. However, very few theories considered the

utilization of natural emotions as a component of EL (Ashforth & Humphrey, 1993).

Utilizing natural emotions as a strategy of EL has just gotten exceptionally
restricted empirical attention (Diefendorff et al., 2005; Naring & van Droffelaar, 2007).
Including natural emotions as separate and independent strategy of EL would provide
vigorous information about those employees who control their natural emotions in work
role. As part of some conceptualization of EL incorporate factors other than methods
for expressing or suppressing emotions to get align with display rules. As frequency of
EL was included in conceptualization of Morris and Feldman (1996) duration and
emotional dissonance in their conceptualization and Zapf (2002) incorporated sensing
emotions an emotional deviance. As Grandey (2000) calls attention to the issue with
utilizing predecessor prerequisites, for example, frequency of interaction, emotional
dissonance as dimensions because these factors don't clarify what employees really

need to do in order to perform EL.
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These situational requirements and inner states would significantly affect
employee’s decision in choosing the strategy through which EL is performed. In
clarifying the negative consequences, these factors can be best explained as outcome
rather than EL itself (Grandey, 2002). Similarly, emotional deviance is not itself an EL
strategy to express emotions in attempt to conform the feeling rules. Hence, the thought
of what constitutes EL ought to be limited to techniques for compliance with

organizational display rules.

Based on the above mentioned scenario, present research aimed to expand the
literature by investigating and describing the EL construct and its dimensions precisely

in the Pakistani setting precisely, by addressing the construct validity of EL.

Emotional Labor across Cultures

Strategies of emotional regulation varies among different cultures. Generally,
EL research have emphasized on most citied two strategies i.e., reappraisal (deep
acting), and suppressing emotions (Gross & John, 2003; Gross & Thompson, 2007).
Reappraisal involves adopting another perspective of the situation in order to alter inner
feelings or emotions which is similar to DA. Whereas suppressing emotions involves
modifying observable behavioral expression which does not involve altering inner
emotions.

Literature on emotional regulation depicts varied cultural differences in various
emotional regulation strategies. First, strong preference for reappraising emotions (deep
acting) is reported in individualistic cultures as compared to peoples in collectivistic
culture. In collectivistic cultures, people opt suppressing emotions more frequently as

compared to DA (Novin, Banjeree, Dadhkah, & Rieffe, 2009; Soto, Perez, Kim, Lee &
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Minnink, 2011). These cultural differences can be explained from the respective
cultural models. SA might be considered as similar to hiding or suppressing one’s true
feelings which may be perceived as inauthenticity and loss of identity resulting in
greater preference for using DA. On the contrary, collectivistic cultures perceive deep
and SA both as just a possible strategies of emotional regulation in order maintain the
harmony within group or organization. It can be easily understood by the reason that
individualistic culture promotes expressions of emotions while collectivistic cultures
promotes to be more helpful, courteous and express the emotions in relation to others
(Hofstede , 1980). Consequently, research has shown different relationship patterns of
emotional regulatory strategies (surface and deep acting) individualistic and
collectivistic cultures. In collectivistic culture one may prefer to use these two
regulatory techniques alternatively or in combination as compared to individualistic
culture.

Matsumoto and colleagues (2008) studied the relationship of cultural values and
use of emotional regulation strategies among 23 different countries. Results indicated
that countries high on collectivistic cultures have a high preference for suppressing
emotions as compared to countries high on individualistic cultures. In another study,
Novin et al., (2009) compared the emotional regularity strategies opted by Dutch and
Iranian among 10 to 11 years old children. Predominantly Iranian have collectivistic
culture and Dutch have Individualistic culture. lranian children reported higher
preference for suppressing their emotions and compared to Ducth children. Moreover,
they provided different reasons for utilizing these emotional regulation strategies. For

instance, Iranian children have prosocial motive (e.g., I don’t want my friend to feel
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bad’), whereas Dutch children referred to self-protective motive, which is avoiding
negative outcomes for the self (otherwise | will get punished) (Novin et al., 2009).

Similarly, cost of EL also varies from culture to culture. Evidence for the
harmful effects of EL is limited to North American Samples (Grandey, Diefenfroff, &
Rupp, 2013). For example, a findings of the cross national survey showed higher
deleterious effects of EL for American employees as compared to Chinese employees
(Allen, Diefendorff & Ma, 2012). Similarly, Grandey and her colleagues (2005)
reported cultural differences while studying the impacts of emotional on job satisfaction
by comparing French and American customer services officers. Their findings revealed
weak correlation of EL and job satisfaction among French employees as compared to
American sample.

Putting it all together it can be safely concluded that phenomena of emotions in
general and EL in particular is mainly affected by cultural context. Findings of one
culture cannot be applied to another settings. Therefore, present study is planned to
investigate the construct of EL in Pakistan
Emotional Labor and Outcomes

A large portion of the research that has been done on EL has been centered on
its outcomes. It is not that amazing, in light of the fact that much enthusiasm for the
EL develop has been founded on its outcomes (Cote, 2005; Zopf & Holz, 2006).

In the findings of four meta-analysis, the impacts of EL particularly, SA is
thought to be related with low individual well-being (Kammeyer-Mueller et al., 2013;
Wang, Seibert, & Boles, 2011). Though, literature is developing quickly in the field of

EL however is yet not efficient and organized. Brotheridge and Lee (2002) indicated
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that research is attempting to get maximum evidence in support for relating EL with
mental distress, yet the findings are conflicting. A few studies have reported differently
(Adelman, 1995; Johnson, 2004; Wharton, 1993). Wharton (1993) found positive
relationship of EL negative or positive impacts of EL on employees relies upon the
execution and selection of technique which employee opt to use to perform EL. A few
researchers revealed that suppression of negative feelings as in SA (Gross, 1998; Smith,
1992) over a time can cause an assortment of illnesses, for example, hypertension and
in severe cases cancer. Alternately, expression of positive emotions through DA can
positively effect employee’s overall well-being and related outcomes (Zajonc, 1985).
The majority of the past research on EL synthesized that DA tend to have more
ideal and positive outcomes as compared to SA (Kim, 2008). However, some theorists
did not get any empirical evidence in support for the relationship of DA and emotional
exhaustion. Reasons behind these inconsistent results regarding the outcomes of EL
could be because of varied theoretical models of EL used in research. Some researchers
have recommended that investigating EL in terms of its outcomes without fully
understanding the construct could lead to producing more fragmented findings which
can add more confusion in the area of study (Fisher & Ashkanasy, 2000). However, a
few researchers believed that emotions and displaying emotions is an essential part of
culture and these cultural discrepancies in work emotions are imperative to comprehend
(Grandey, 2005). Hence, there is a desperate need to investigate the phenomena of EL
in various cultural settings (Allen, Diefendorff, & Ma, 2014). Current research
endeavors to reveal insight into the outcomes of EL by drawing empirical evidence

from Pakistani sample. Addressing and comprehending the dimensionality of EL in
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locale context would permit researcher to better understand the construct of EL and
clarifies its correlates under various conditions in non-western culture.

Despite of lacking consensus on the conceptualization of EL, it is evident that
EL has some importance personal and organization related outcomes such as job
exhaustion and job satisfaction. However, literature is not certain about the direction of
these relationships.

Outcomes of surface acting (SA). It is empirically evident that SA has
unfavorable outcomes for those employees involved in EL. The findings of Grandey
(2000) additionally affirmed that SA adversely affected the employee’s job satisfaction.
The findings established a positive relation between surface and emotional
estrangement.

Similarly Erickson and Ritter (2001) also found positive association of feelings
of unauthenticity and SA in employees from varied occupations.

A meta-analytical review by Hulsheger and Schewe (2011) revealed substantial
relationship between SA with impaired well-being and burnout. There are two possible
explanations; why SA effects the most deleterious effects on overall individual well-
being firstly, expressing faked emotions creates a sense of inauthenticity which leads
to the feeling of lying ultimately resulting in depersonalization and estrangement from
one’s job as originally explained by Hochschild (1983). Secondly, faking emotions is
cognitively more exhausting because it involves further monitoring to keep facial
expressions and words consistent. (Humphrey, Ashforth, & Diefendorff, 2015).

Outcomes of deep acting (DA). Literature suggest DA as less challenging and

harmful as compared to SA. Similarly, it is associated with several positive outcomes.
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Grandey (2000) explored a positive association between SA and job burnout while DA
had not predicted any part of occupational burnout. Similarly, it was found that DA was
negatively related with job satisfaction but positively related with emotional

estrangement and turn over intentions.

Brotheridge and Grandey (2002) did not find any evidence in supporting the
correlation of DA with negative consequences such as depersonalization or emotional
exhaustion. However, they reported a positive relationship between DA and high
personal accomplishment.

Outcomes of naturally-felt emotions. Expressing natural emotions have been
identified as separate distinct strategy of EL despite the fact that individual may feel
the expected emotions but they still need to effectively express the emotions in order to
meet display rules (Ashforth & Humphrey, 1993). Therefore, this strategy of EL is
theoretically and empirically different from surface and deep acting. Diefendorff et al.
(2005) recommended that expression of naturally felt emotions assumes an imperative
part in showing emotions in the working environment, as their supplementary analysis
found that people report utilizing this methodology more frequently than SA and DA.
Researchers have recently started devoting their attention to study the impacts of
expression of genuine emotions at workplace (Diefendorff, Croyle, & Gisserane, 2005;
Martinez-Inigo et al., 2007). As per meta-analysis (Hulsheger & Schewe, 2011) very
limited studies have explored the relationship of genuine expression of emotions with
employees’ well-being and other related outcomes (Martinez-Inigo et al., 2007).
Subsequently, the effects of expressing genuine emotions at working environment are

not well researched. Therefore, present research has used the three dimensional
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conceptualization of the construct of EL having three separate strategies i.e., surface,
deep acting ,and genuine expression of emotions in order to comprehend the procedure
and outcomes of expressing genuine emotions at work environment.

Literature suggested that job satisfaction and emotional exhaustion are essential
indicators of work behaviors, for example, absenteeism, turnover and organizational
citizenship (Cropanzano, Rupp, & Byrne, 2003; Grandey, Dickter., & Sin 2004;
Wegge, Schmidit, Parkes, & van Dick, 2007). Therefore, current investigation will
likewise concentrate on job satisfaction as an outcome of EL.

Emotional Labor (EL) and Job Satisfaction

Job satisfaction is defined as “an evaluative judgment one makes about ones job
and situation (Weiss, 2002). It involves both feelings and attitude of employees about
their job. Positive and optimistic view and feelings about one’s job indicates higher job
satisfaction whereas negative and unpleasant feelings indicate less or decreases job
satisfaction (Kerschen, Armstrong, & Hillman, 2006). Job satisfaction represent a
feeling that appears as a result of the perception that job supports the material and
psychological needs (Aziri, 2011). Literature suggests that it is affected by a number of
contextual, individual organizational factors which includes, age, nature and duration
of job, qualifications, salary as well as emotional work (Yetim & Yetim, 2006; Zapf &
Holz, 2006).

Job satisfaction is an important aspect in increasing organizational
productivity and performance of employees (Chandrasekar, 2011). Therefore, it has
been widely studies as an outcome of EL (Hulsheger & Schewe, 2001). Inherently, it

was reported that EL is negatively associated with job satisfaction (Hochschild, 1983).
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Gradually, research revealed both positive and negative relationship between EL and
job satisfaction (Adelmann, 1995; Wharton, 1998). Specifically, emotive dissonance
was positively related with emotional exhaustion and negatively related with job
satisfaction (Morris & Feldman, 1997) Similarly, Abraham (1998) reported the same
pattern of findings about emotive dissonance, emotional exertion and levels of job
satisfaction in his research evidence.

On the contrary, the effects of EL on employee’s job satisfaction is not
always negative. The impact that EL would have on employees’ job satisfaction
depends on the strategy which employee adopt to perform EL. For instance, literature
IS consistent about the negative effects of SA on job satisfaction while DA positively
effects job satisfaction (Grandey, 2005). Wharton (1993) described that workers
involved in frequent use of EL have increased job satisfaction and decreased job
burnout as compared to others employees. Adelman (1989) reported a same pattern of
results for waiters.

Wharton’s research was a major shift from qualitative to quantitative studies of

EL at a time when research began to focus on how workers managed their emotions.

Wharton (2009) states that when employees have little or no control over working

conditions in terms of autonomy, they are much more likely to experience burn out and
low job satisfaction.

The positive outcomes of EL may be explained by the strategy employed to

perform EL. Such as SA negatively effect employee’s sense of authenticity ultimately

resulting in lower job satisfaction. On the other hand, DA is positively related with job

satisfaction and personal accomplishment of employees (Kruml & Geddes, 2000).
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Indeed, Wolcott-Burnam (2004) also reported that job satisfaction had negative
relationship with SA but positively related with DA.

However, literature on EL is not conclusive about the impact of EL on job
satisfaction. There are mixed findings. In a meta-analysis Bono and Vey (2005)
concluded that DA strategy showed weak and non-significant relationship with job
satisfaction and role internalization. It is important to highlight that not all of the
available literature on EL agrees about the relationship of EL with these outcomes in
terms of direction. In a more recent meta-analysis of Kammeyer-Muelleretal et al.,
(2013) DA was not found to be significantly related with job satisfaction and emotional
exhaustion.

More recently, Gabriel and Lang (2015) reported that there was difference in
profiles of the employees using surface and DA in different combinations (frequent use
of both strategies, using one strategy more frequently, and low usage of both strategies).
Comparing employee’s EL profiles indicated that frequent use of DA was adverse for
employee’s well-being related consequences for instance job dissatisfaction,
inauthenticity and emotional exhaustion. Therefore, inconsistent and conflicting
findings about DA may be attributed to the combination of different EL profiles in the
same analysis.

Another meta-analytical review by Hulsheger and Schewe (2011) concluded
that DA exhibited weak relationship with impaired well-being and job satisfaction but
was positively correlated with customer positive feedback and satisfaction and
emotional performance. Their findings further indicated that performing EL through

DA improves employee’s performance without negatively affecting their well-being.
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Similarly, the findings further confirmed the positive impact of DA on customer
satisfaction but showed a non-significant relationship with job satisfaction.

A very limited empirical evidence is available indicating that how genuine
expression of emotions would be relating with outcomes of EL. Generally, as
expression of genuine emotion doesn’t involve any effort to change inner or displayed
emotions therefore, not resulting in emotional dissonance consequently results in
positive outcomes for employees (Grandey, Diefendorff. & Rupp, 2013). For example,
Adelmann (1995) reported that waiter staff, who expressed genuine emotions at
workplace were more satisfied with their jobs as compared to those who faked
emotions. Researchers however, continuously recommend to investigate the impact of
genuine expression of emotions on employee’s well-being and other outcomes
(Hulsheger & Schewe, 2011). Literature on EL and job satisfaction indicates that SA is
negatively associated with job satisfaction. However, there are inconsistent findings
about the association of DA with job satisfaction (Grandey, 2005; Hulsheger &
Schewe, 2011).

It is an important research area to address these inconsistencies in the literature
of EL and job satisfaction. These inconsistent findings can be explained by many
factors. Firstly, inconsistent and varied operationalization of EL could be a major
reason for these conflicting findings. Literature strongly recommends to construct of
EL in different cultures otherwise it would be producing fragmented finding. Secondly,
emotional regulation process is highly influenced by cultures (Allen, Diefendorff, &
Ma, 2014). Some theorists proposed EL to be a culture specific phenomena (Grandey,

2005; Safdar et al., 2008). Because the mechanism, process of EL and its impacts varies
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from culture to culture (Grandey, 2005). For, example, collectivistic culture values
groups over individual. These cultures promote harmony within group rather than
individual assertiveness. Therefore, EL management in collectivistic culture tend to be
more controlled and monitored as compared to individualistic cultures (Safdar et al.,
2008). Therefore, present research is planned to investigate the effects of three
dimensions of EL on job satisfaction at Pakistani workplace settings by establishing its
construct validity. Then, would be investigating its process and mechanism.

Recently, scholars argued that genuine expression of emotions as most effective
strategy to perform EL as it doesn’t involve any effort so it is assumed to be associated
with positive outcomes (Hulsheger & Schewe, 2011). However, very limited amount
of literature is available on the impacts of genuine expression of emotions and outcomes
are available. Therefore, the present study has selected these two variables as outcomes
of EL strategies in collectivistic culture like Pakistan with operationalizing the EL as
having three components i.e., SA, DA, and genuine expression of emotions.

Affective states. Recently, research on emotions and affect have faced
contradiction in terms of terminologies. Some scholars considered affect as a broad
construct including the mood, emotions and trait (Amabile et al., 2005). While some
other theorists defined affective states which includes both mood and emotions and
considered trait affect a different construct (Forgas & George, 2001). However,
literature has used both terms i.e., mood and emotions alternatively and differentiated
it from emotions and trait affect (Forgas, 2002; Russell, 2003; Watson, Clark, &
Tellegen, 1988). Generally, affect refers to a broad construct which involves evaluative

feelings, which leads a person to feel good or bad (Gray & Watson, 2002).
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Furthermore, Watson and his colleagues described both negative and positive
affective states. Positive affect is state in which person feel alert, enthusiastic and active
(Watson, Clark & Tellegen, 1988). Whereas negative affect refers to state in which a
person feels sad and subjective distress An individual having high positive affect
shows high energy, concentration, and pleasurable engagement, while an individual
high on negative affective state would experience negative emotional states such as
anger, anxiety, fear, nervousness etc. (Watson, Clark, & Tellegen, 1988). Literature
has interchangeably used affective states and emotions frequently. Therefore, in present
research, affective states and emotions (positive/ negative) would be used
interchangeably.

Affective States and its Organizational Outcomes

Employee’s affective states is one of the most important variable specifically
when investigating the consequences of emotional work on different performance
related outcomes. Affective states of employee are considered to be an important
antecedent of employee’s performance subsequently results in organizational
productivity (llies & Judge, 2002). Literature suggested that positive affective state
have more beneficial outcomes for example, decreased turnover rate, and increased job
satisfaction. It is also positively related and better performance and negative emotions
related to more negative outcomes (Davis & Zhu, 2009; George & Brief, 1992;
Thoresen, Kaplan, Barsky, Warren, & Chermont, 2003; Weiss ,2002 ) Moreover,
workplace affect is pervasive in a way that it is not focused to any specific individual,

event, behavior or object (George & Brief, 1992).
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Mediating role of affect in relationship of emotional labor strategies and
outcomes

Impacts of EL on employee’s affective states are important to understand
because employee’s positive or negative affective states leads to employee’s different
levels of job satisfaction (llies et al., 2007). Consequently, employee’s affective state
could be an essential mediator in studying the consequences of EL and employees’
related outcomes. It can help to explain the process that how SA effects equally job
satisfaction. Thoresen et al. (2003) concluded in their meta analytic review that negative
affective state strongly effect job satisfaction as compared to positive affect.

All employees undergo the same procedure of selection and training, but not all
experience the similar effects that display rules prescribed (Rafaeli & Sutton, 1987).
Emotion-eliciting events can also occur at workplace (Weiss & Cropanzano, 1996), or
they might have occurred at home and emotions can spill over in work (Judge & llies,
2004), or person may experience diffuse mood / affect which is not connected to any
specific event (Watson, 2000). Irrespective of precipitating factors of affect, at times
employees’ emotions and feelings are not in line with the display rules. As discussed
above, employees can try to bridge the gap between the felt and required emotions
wither by faking emotions (surface acting) or through willingly modifying underlying
emotions and moods to match the display rules ( deep acting) (Hochschild,1979; 1983).

From the perspective of affective display, all three strategies of EL can lead to
the similar result. Specifically, positive emotions are required to express whereas
negative emotions are discouraged in customer services (Beal et al., 2006; Hochschild,

1983). However, affective impacts of these three forms of EL differs among employees.
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Employee’s opting SA could have negative affective states where as employees using
DA or genuine expression of emotions would result in positive affective states.
Research depicted that suppressing negative emotions as in SA would ultimately
strengthens those negative feelings. It is known to be ironic effect. (Wegner, 1994). On
the other hand, DA produces a change in felt affective state.

According to Grandey’s (2000) model, job is well researched outcome of EL.
Bases on literature, it is assumed that all three strategies of EL would be related with
employees’ affective states. Specifically, it is assumed that SA would result in negative
affective state which ultimately would have negative impact on job satisfaction. On the
other hand, both dep acting and genuine expressions of emotions would result in
experience more positive affective state which ultimately would have positive impact
on job satisfaction.

Supervisory support. Kottke and Sharafinski (1998) defined as degree to
which employee’s contributions and commitment is valued and acknowledged by
his/her immediate manager. Supervisory support refers to the extent to which
employees acknowledge that their immediate supervisors provide support, help,
inspiration and concern at work (Griffin, Patterson & West 2001). In contrast to overall
organizational support, supervisor give more attention to subordinates by giving
feedback about their job performance and providing prompt assistance on their daily
tasks which results in establishing a close and healthy working relationship with their
subordinates. According to Hobfoll (1989), rewarding social relationship is one of the
important means to reduce the stress level by increasing the pool of personal resources

available. For instance, when work related stress drains workers’ self-regulation
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resources which result in decreased well-being, decreased job satisfaction. They may
possibly try to regain their resources from the workplace or their social circle (Athay &

Darley, 1982).

Presence of supervisory support at workplace can help individuals to refill their
regulator resources in these following ways. Firstly, by providing direct instrumental
help explaining the nature and the procedure and providing assistance in completing
certain tasks. Secondly, by providing social and moral support which ensures a
rewarding relationship between managers and subordinates (Aspinwell & Taylor,
1997). This moral and social support from immediate supervisory can help employees
to have sense of affiliation with organization (Ramaswami, 1996).

In service sector, employees are required to express positive emotions, less EL is
required if the interpersonal relationships are supportive and positive, and these positive
emotions are genuinely felt by employees (Grandey, 2000). Furthermore, opportunities
and support from each other help them to learn the ways to deal with work situations
(Moradi, Sepehrifar, & Khadiv, 2014) decrease the likelihood of feeling negative
emotions.

House (1981) proposed two mechanisms through which social support has
beneficial impacts on employees over all well-being. Firstly, social support directly
effect employees’ well-being irrespective of work related stress. Employees having
high levels of support from their supervisors are supposed to have better health and high
job satisfaction. The high supervisory support has direct effect on stress reduction.
Secondly, social support possesses moderating and buffering mechanism through

which it alleviate the stress (Cohen & Wills, 1985). The key mechanism of social
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support effecting employee’s well-being is its moderating effect on stress in which
support provided by the support interacts with stress subsequently reducing the negative
effects of stress. This social support from supervisor protects employees from the
deleterious effects of workplace stress (Abraham, 1998).

Present study adopted the buffering mechanism through which supervisory
support would moderate the indirect effect of EL strategies through affective states on
job satisfaction. To be specific, it is assumed that impacts of EL strategies on job
satisfaction through employee’s affect would be moderated by perceived supervisory
support. Perceived supervisory support would moderate the pathway of affective
outcomes of EL (positive or negative affect) and job satisfaction. Rhoades and
Eisenberger (2002) found a large effect size perceived organizational support and
affective states of employees. This large effect can be explained through the buffering
mechanism of supervisory support. For instance, leader’s action and help provided to
employees eventually effect their job related attitudes such as job satisfaction (Brief,
2001). In arecent study Bulutlar and Bagkaya (2015) reported that supervisory support
significant moderated the relationship of EL and its impact on job satisfaction. Similar
findings were reported by Chen et al., (2012) that supervisory support significantly

moderated the relationship of EL and job satisfaction and role performance.

Conditional Effect of Supervisory Support
Emerging evidence in literature indicates that EL deplete the individual
resources thus affecting the job satisfaction. These drained employees may opt different

strategies to overcome this exertion and fatigue. Firstly, by taking a break as discussed
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by Muraven and Baumeiseter (2000). Secondly, through providing supportive
environment at workplace (Wan & Sternthal, 2008). For instance, stress induced by
emotional work or overload may be buffered with the presence of support provided by
the immediate supervisor. Similarly, applying in the health impairment process, chronic
job demands or poorly designed jobs (work load, emotional demands) deplete
employees’ mental and physical health and therefore may lead to the exhaustion and to
health issues (Demerouti et al., 2000).
Emotional Labor (EL) and Gender

Gender differences on EL is often a topic of interest for the researchers.
Hochschild’s (1983) initial finding reported that female’s workers were more in
services sector as compared to male workers. As a result of this superiority of females
in service industry, EL disproportionately affected women employees more negatively.
However, gradually as research extended it revealed that women employees engaging
in EL have high job satisfaction as compared to their male counter parts (Wharton,
1993). It recommends that females are more socialized to perform the social
requirements of emotional management in customer services more effectively. It
perhaps lead female employees to experience more positive emotions and feelings at
workplace as compared to male workers. Ultimately it would help female employees to
use DA in order to follow the display rules, which inherently is less damaging.

Grandey (2000) recommended that male employees in service sector would be
needing more training in managing emotions as compared to females employees.
Although literature has revealed relationship of gender with emotional dissonance.

Such as female workers more frequently reported about the events in which their
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expressed and felt emotions were different while interacting with clients (Kruml &
Geddes, 1998). Although being more satisfied with their jobs, it may be possible that
female’s employees experience more stress because of continuously suppressing their
feelings. This can be explained by the fact that it depends on the strategy they opt to
perform EL. Using DA enables female’s employees to experience more positive affect,
which result in improved affective well-being. On the other hand, engaging in SA results

in appropriate emotional expressions which is aligned with display rules but could lead to
emotional dissonance due to the suppression of feelings.

It is recommended that both women and men have different intentions for
emotional regulation. Specifically, women are more concerned about getting along
with others, whereas men are more interested to be in state of control and express
more powerful emotions such as pride or anger (Timmers, Fischer, & Manstead,
1998). Conversely, in service sector, this intention may not be in favor of men.
Therefore, in service industry, men may require more training to manage their
emotions while dealing with customers.

Rationale of the Study

Emotions are one of the basic component of individual psyche that just not
only determine one’s affect or mood but also directly effects a person’s thoughts,
decision making and actions. It therefore, covers every aspect of our life. Knowing
the important role which emotions play in our lives, it is very astonishing that this
basic component of our lives has always been neglected area in work settings and
organizational psychology. The exclusion of emotions from organizational life,

therefore, was assumed to be one of the important milestones to be achieved in order
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to ensure the maximum organizational output. This assumption was, however,
shattered by the emergence of new occupational roles that have produced in response
to the dynamic and ever demanding world of business. The ground breaking work
of Hochschild (1983) has set a new arena for the researchers to view emotions in the
work settings from a novel angel and consequently research on EL has produced in
multiple directions in the past several years.

The primary intention behind the current investigation is to investigate the effect
of EL on employee’s affective states and job satisfaction. Generally, the impact of EL
on employees in terms of physical health, employee’s well-being, and job satisfaction
has been described to be less favorable. Though, some studies have reported
contradictory findings (Adelmann, 1995; Johnson, 2004; Wharton, 1993). Such as
Wharton (1993) found a positive association of EL with job satisfaction instead of
negative association. He further argued that consequences of EL either positive or
negotiate entirely depends on the strategy which employees choose to use. Literature
suggests that suppressing negative emotions (surface acting) for a longer time can lead
to various physical and psychological ailments (Gross, 1989; King & Emmons, 1990).
On the other hand, the expressing positive emotions (i.e., deep acting or expressing
genuine emotions) bring physical changes which enhances employee’s well-being
(Zajonc, 1985).

Majorly, the available literature addressing the consequences of EL strategies
has established that DA has more positive consequences as compared to the SA (Kim,
2008). However, findings are still inconsistent in other studies (Van Dijk & Kirk, 2006).

Such as, Brotheridge and Lee (2003) and Grandey (2003) did not find any support for



37

the association of DA with emotional exhaustion. The current investigation is an
attempt to investigate how EL effects employee’s job satisfaction in order to better
explain the EL process.

The present research also aimed to explain the mechanism through which it
effects employees’ job satisfaction. Although, affect had been studied as a determinant
of EL strategies (Totterdell & Holman, 2003), still affective states can be considered as
a possible outcomes of EL. It is empirically evident that emotional regulation actually
effects emotional reactions/ affective states (Gross, 2003). It can be assumed that mood
or affective state is a linking mechanism explaining the process of EL. The affective
effects of EL are crucial to comprehend because affect can lead to day-to-day variations
in level of job satisfaction of employees (llies et al., 2007). Hence, present research
would contribute to the theory of EL by explaining its mechanism through affective
states of the employees.

The current investigation also investigated that how EL mechanism operates
differently for each employee. It further aimed to study the process though which
indirect effects of EL on job satisfaction vary. To be more specific, indirect effects of
EL through affective states is conditional on supervisory support. In this respect,
perceived supervisory support would moderate the mediated relationships of EL and
job satisfaction.

As mentioned earlier, existing literature holds diverse perspectives on the
construct of ‘EL’ for example two-factor model or three-factor models. The current
study would also address the dimensionality issue of the construct “EL” in local

context. As stated earlier, the inconsistent findings of EL can be explained by the
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differences in the conceptualizations of EL. Several researchers argued that studying
the consequences of EL without understanding the structure of the construct would lead
researchers to produce fragmented findings which would further add more confusion in
the area of research (Fisher & Ashkanasy, 2000; Grandey, 2000). Therefore, present
research attempts to address the issue of dimensionality of EL by collecting evidence
from a Pakistani service industry. Understanding the dimensionality of the construct of
EL would enables researchers to better define and differentiate its various strategies to
explain their outcomes in different working conditions.

For establishing the construct validity of EL on Pakistani Sample, the study
utilized Diefendorff and Grossereand (2003) conceptualization of EL having three
components i.e., SA, DA, and genuine expression of emotions. There is dearth of
research literature available on the genuine expression of emotions as a strategy of EL
(Hulsheger & Schewe, 2011). Literature suggests that automatic emotion regulation /
genuine expression of emotion is distinct from the other acting i.e., DA and SA
(Diefendorff, Croyle, & Gosserand, 2005; Martinez-Inigo et al., 2007). However, there
is a handful of research investigating the effects of genuine expression of emotion on
the outcomes (Martinez-Inigo et al., 2007). Therefore, the consequences of genuine
expressions of EL is not yet clearly understood. To study genuine expression of
emotions as strategy of EL have been emphasized by Hulsheger and Schewe (2011).

Literature available on EL suggest that it has more negative outcomes as
compared to positive outcomes (Hilsheger and Schewe, 2011). This is because most
of the research available on emotional regulation has focused samples from independent

cultures (individualistic cultures) (Gross & Levenson, 1997; Gross & John, 2003;
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Richards & Gross, 2000). In fact, some of the evidences from cross-cultural research
suggest that EL is more costly and stressful for individualistic cultures as compared to
collectivistic cultures (Grandey, Diefendorff, & Rupp, 2013). As previously mentioned,
emotions are not only biologically determined but also determined by culture and
environment (Ekman, 1972). Individualistic cultures consider emotions as individual’s
basic right and way of personal expressions. This cultures put a great emphasize on
emotional expressions. In contrast, collectivistic cultures prefer group norms in order
to maintain cooperation and harmony with in group. This culture promotes more
courteous behavior as compared to individual emotional expression or assertive
behavior (Noon & Leweis, 1992). In collectivistic cultures, emotions are generally
considered as dangerous, irrelevant, or illness causing. Therefore, much emphasize is
given on suppression or managing emotions in these cultures. Generally, in
collectivistic cultures emotions are considered antithetical and irrelevant to express.
Therefore, it is always suggested in this culture to suppress true emotions and manage
emotions in order to maintain group harmony (Eid & Diener, 2001. This emotional
management is a normative process of collectivistic culture. Therefore, emotional
regulation in collectivistic cultures is mainly depend on societal norms as compared to
display rules. On the other hand, the need of this emotional regulation specifically at
workplace is more dependent on display rules (Mesquita 2000; Mesquita & Delvaux
2013).

Since, Pakistan is country rich in its traditions influenced by collectivism.
People prefer to suppress their emotions and to be more courteous while interacting

with others. However, the phenomena of EL is not that much researched in Pakistan.
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Since, the conception of term EL, a very limited number of published research is
available. This scarcity of the published research limit to draw any inference about the
nature of the construct of EL and what are its effects on employees in local context
(Adil & Kamal, 2013; Mohsin & Ali, 2018; Syed & Ali, 2013). Therefore, it is being
suggested that concept of EL should be studied across different cultures (Kumar,
Shankar, & Singh, 2010).
Conceptual Framework

As previously mentioned, the present research attempts to study the relationship
of EL and job satisfaction. The present research would study the mediating effects of
employee’s affective states between the correlations of EL with job satisfaction. In
proposed model, EL have been conceptualized as multi-dimensional construct having
three sub-dimensions such as SA, DA, and genuine expression of emotions. It is
expected that surface, DA and genuine expression of emotions would significantly
predict job satisfaction and differentially influence employees. Furthermore, it is
assumed that affective states would mediate the relationship between EL job
satisfaction. To be more specific, negative affective state would negatively mediate the
relationship of employee’s SA and job satisfaction while positive affective state would
positively mediate the relationship of DA, genuine expression of emotions and job
satisfaction. Moreover, present study also aimed to address these indirect effect of EL
on job satisfaction which is further conditional on perceived supervisory support.
Specifically, perceived supervisory support would positively moderate the pathways of

affective state (positive/negative) and job satisfaction which is further depicted in
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following figure 1. Hence, EL may be less jeopardizing for those employees who have

high supervisory support as compared to their counterparts.

Affective States at
Workplace

Positive Affect

MNegative Affect

Emotional Labor strategies

Surface acting
Deep acting

Genuine expression of emotions

Supervisory

Support

Job satisfaction

Figure 1. Conditional indirect effect of Emotional Labor strategies on Job

Satisfaction.
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Chapter 11
METHOD

Objectives

1. To examine the relationship between EL strategies and job satisfaction.

2. To examine the relationship between EL strategies and affective states.

3. To study the mediating role of affective states between the relationship of EL
strategies and job satisfaction.

4. To investigate the moderating role of perceived supervisory support on the
indirect effects of EL strategies on employee’s job satisfaction.

5. To address the construct validity and dimensionality issue of EL in local
context.

6. To study EL strategies with reference to gender differences

Research Design

Cross-sectional design method was used in current research. The current
investigation was carried out in two parts i.e., study-1 and study-11.

Study-1 was focused on establishing and addressing the psychometric properties
of the all scales with an objective of translation and adaptation of instruments. It was
also aimed to check the appropriateness of instruments for the local culture. Some of
the instruments (i.e., Emotional Labor Scale) have been used for the first time in
Pakistan.

The study-I1 was aimed at testing the proposed conceptual model. Moreover,

impact of gender was also studied with respect to EL strategies.
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STUDY-I

This chapter discuss the objectives, method, finding and discussion of the
Study-1.
Objectives

The main objective of the study-lI was to measure the appropriateness and
applicability of the selected research instruments being used in the present research on
the local sample. Specifically, study-1 was carried out with following objectives:
1. To assess the suitability and comprehension of the scales for Pakistani sample.
2. Adaptation of Emotional Labor Scale, Job Related Affective Well-being Scale

(JAWS), Supervisory Support Scale, and Job Satisfaction Scale.
3. To address the dimensionality issue of emotional labor.

4, To establish the psychometric properties of the adapted scales.

In order to achieve the objectives of the study-I, it was planned systematically

which includes following parts:

1. Try out of the original scales.
2. Translation of the instruments.
3. Empirical evaluation of translated instruments.

Following section described these parts in detail.
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Try Out of Original Scales

The objective of the try out was to identify the need to translate the original
scales, to check the relevance of instruments and to assess the need of adding some new
items. The participants were asked to identify any item which was difficult to

understand and they were also briefed to add new information which might be relevant.

Sample. The tryout of the original scales were carried out on the sample of 30
employees from customer services of banks. It was a non- funded research therefore
their participation was entirely on voluntarily basis. This sample included 19 male and
11 female employees. The age of the participants ranged from 23 to 48 years. Those
employees were selected who have at least 14 years of education with a minimum of
six month job experience on present job.

Instrument selection.

Emotional labor. Ashforth & Humphrey (1998) defined it as act of expressing
and displaying organizationally appropriate emotions. The review of relevant literature
suggested that t scale developed by Diefendorff et al. (2005) covers the relevant theme
used in present research. It is a multi-dimensional scale of t. It has three sub-scales
namely SA, DA, and genuine expression of emotions. It has 14 items which includes,
7 items for SA, 4 items for DA, and 3 items for genuine expressions of emotions. It is
rated on a five-point Likert scale ranging from 1 (strongly disagree) to 5 (strongly
agree). The scale originally showed satisfactory alpha reliabilities ranging from .79 to

.91. The author originally established validity through construct and content validity
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(Diefendorff et al, 2005). The results confirmed the t as multi-dimensional construct
having three sub-dimensions i.e., SA, DA and genuine expression of emotions as
separate and distinct domain of t (Appendix C).

Affective states. In present study, affective states have been categorized as
positive and negative affective states. Positive affective states refer to pleasure
rendezvous in which person feels enthusiastic, alert and highly active about job.
Negative affective states refers to state of subjective distress and unpleasable
engagements which includes a variety of moods such as fear, disgust, anger at job). By
reviewing the relevant literature, it was found that Job Related Affective Well-Being
Scale (JAWS) shorter version by Van Katwyk et al., (2000) has covered the most of the
construct. It is 20 items scale (alpha coefficient=.95) designed to assess people's
emotional reactions to their job. Initially authors established its validity through
construct and criterion related validity (Van Katwy et al., 2000). Four sub-scales of the
scale include ‘distress, excitement, depression, and contentment, containing five (5)
items each. JAWS can be scores in three ways. Firstly, to compute total score by
summing up all the 20 items. Before summation the negative emotion items are
reversed. Secondly, to calculate separate scores on positive and negative emotions.
Lastly, by creating four subscales by dividing positive and negative emotions (high
versus low pleasurable) into high and low arousal. However, for the present study,
employee’s affective states were measured by utilizing scores on the two sub-scales of
positive and negative emotions (Appendix D).

Job satisfaction. It refers to positive and pleasurable emotional state which

results from evaluative appraisal on one’s (Locke, 1976). By reviewing the relevant
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literature it was found that job satisfaction scale developed by Hackman and Oldham
(1975) was most widely used scale.

In the present study, Urdu translated version by Khan (2008) was used. It has 5
items scored on five point Likert scale. The scale was translated and adapted by using
construct validity (Appendix E).

Supervisory support. Supervisory support is generally defined as the degree to
which immediate managers or supervisors value the contributions of subordinates and
care about their wellbeing (Kottke & Sharafinski, 1988). Supervisory support scale
developed by Greenhaus, Parasuraman and Wormely (1990) was used to measure
supervisory support. The scale has nine items. The responses are rated on Likert scale
ranging from 1 to 5 where 5 indicates strongly agree and 1 indicates strongly disagree.
High total scores on the scale indicates high level of supervisory support. The scale

originally showed alpha coefficient of 0.93 (Greenhaus et al., 1990) (Appendix F).

Procedure.  After getting the formal permission form the respective
organizations of employees. They were given brief introduction along with the
objectives of the try out. They were ensured that their information would remain
confidential and would only be used for research purpose. The participants were
instructed to read each statement carefully, and indicate any statement, which was
ambiguous. They were briefed to identify the need to translate the scales. They were
also instructed to check the cultural relevance of the scales. They were also instructed
to add any information which might be missing in the scale but relevant to the local

work settings.
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Results. Participants identified the items of t scale difficult to understand. They
assessed the need to translate the t scale into Urdu language in order to make it more
comprehendible. They also added some information regarding the t, which needs to be
incorporated in the main scale. It was also reported to add local perspective on the t
construct. Most of the participants pointed out “flattery” as an important aspect of SA.

Therefore, it was decided to translate and adapt the scales in to Urdu language.

Translation of the instruments. For current study, the scales were translated
into Urdu language by using forward translation method, and secondly, three new items
were also developed to measure the construct of t in order to incorporate the local
context of t. Forward translation method was preferred to use for translating the scales
because it was not a cross-cultural research (Maneesriwongul, & Dixon, 2004). The
focus of forward translation is on retaining the conceptual meaning of the item rather
than on producing simply a literal, word-for-word translation, whereas capturing the
literal meaning of the item is the focus of back or double translation (Eremenco et al.,
2005; Ngai, Chan, & Holroyd, 2007). First of all, translation of the scales were
completed by taking the help of four experts who had their M.Phil/ Ph.D degree
psychology. They were expert in English and Urdu languages and also had some
experience of psychological test development and process of adaptation. These experts
were given instruction to translate the scales according to the criteria prescribed by
Brislin (1983) i.e., (1) to maximize the content similarity, (2) maintain relatively simple

language level, and (3) translating the text without substitution or elimination of any
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item. These experts translated the questionnaires individually. Simultaneously, to add
the local perspective of t, three new items were also developed to include the local
perspective of emotional in the main scale. These three items were initially suggested
by the participants of the try out. However, with the help of extensive literature search
(Diefendorff et al., 2005; Ashforth & Humphrey, 1993), and review of existing t scales,
three news items were developed. These items include two items for SA, and one item

for genuine expressions of emotions.

Committee approach. After the completion of translation, a committee
approach was selected to choose the best translated items in Urdu and critically review
the newly developed items. The members of the committee included four psychologists
and a researcher herself. These psychologists had their Ph.D degree in psychology and
had relevant experience in psychometric testing and adaptation. These committee
members were independent of the previous four experts. They were not exposed to the
questionnaires. Each item was evaluated and discussed on its length and conceptual
similarity with original item. Some items were rephrased in order to make them more
comprehendible. Primary emphasize of the committee was to check the conceptual
similarity of the items whether these translated items convey the same meaning as
original items. They also critically reviewed the new items on their length and concept
and finally they selected the best translated items for all scales. Lastly, the translated

items were arranged according to the original scale.
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Empirical Evaluation of Translated Instruments

The last step of study-1 was empirical evaluation of the translated scales which
was imperative in order to provide the evidence for the factor structure of all translated
scales. The main purpose of this step was to address and establish psychometrics of
adapted scales and to explore the preliminary relationship pattern among study

variables.

Sample. Sample comprised of 180 customer services employees from banking
sector. Those employees were selected who had at least 14 years of education with at
least six months of job experience at the present job. However, only 145 cases were
found valid for data analysis. The age of the sample ranged from 21 to 50 years (M=

29.33, SD=5.98). The sample included 102 male and 43 female employees.

Instruments. The detail information of the instruments is given below.

Emotional Labor Scale. EL strategies were measured by using adapted version
of EL scale originally developed by Diefendorff et al. (2005). Originally, this scale has
14 items. However, three more items were included in which two items measured SA
and one for genuine expression of emotions. The adapted version of EL scale was
scored on five point Likert scale ranging from 1 (strongly disagree) to 5 (strongly

agree). (Appendix G).

Affective States. Affective states were measured by using translated short

version of job related affective well-being scale. Originally developed by Katwyk et al.,
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(2000). The translated version contained the original 20 items measuring two major
domains of affective states i.e., positive emotion and negative emotions. The adapted

version of JAWS was scored on five point Likert scale. (Appendix H).

Job Satisfaction Scale. Job satisfaction was measured by using adapted version
of job satisfaction scale by Khan (2008) originally developed by Hackman and Oldham
(1975). The adapted scale consists of five items rated on five point Likert scale. The
alpha reliability of the adapted scale was .67 (Khan, 2008).

(Appendix I).

Supervisory Support Scale. Translated version of supervisory support scale was
used to assess the supervisory support of employees (Greenhause, Parasuraman, &
Wormely, 1990). The translated scale contains nine items scored on five point Likert

scale. (Appendix J).

Procedure. After identifying the potential sample for the proposed study, the
consent of individuals as well as their employing organizations was sought out to ensure
their participation. The scales were arranged randomly in booklet. The questionnaire
booklets were individually administered. Detailed information about the nature and
purpose of the present research were shared with participants. They were also provided
with the written instructions explaining the procedure to answer the questionnaires.
Participants were ensured that their information would be kept confidential and would

be used only for research purposes only.
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Results. The data was statistically analyzed by using various statistical
techniques. It was also aimed at providing the factor structure of the various constructs
by using exploratory factor analysis. Psychometric properties of the translated scales
were established by calculating alpha reliability, item total correlation and correlation
matrix.

Emotional Labor Scale. Exploratory factor analysis (EFA) was conducted by
using maximum likelihood method to examine the factor structure and validity (Kline,
2005). Theoretically, the sub-factors of emotional labor were found to be related yet
independent. Therefore, direct oblique rotation was opted to extract the factors. Eigen
values and scree plot showed three factor solution explaining the maximum variance.
However, with oblique rotation, the extracted factors were found to be uncorrelated.
Therefore, varimax rotation was used to extract factors. The decision was taken on the
recommendations of Kline’s (2005) that, if inter-factor correlations are low or not
significant, then orthogonal solution would be easier to interpret. Therefore, factor
analysis on the basis of varimax method were finalized. Number of factors to be
retained was already specified by theory, However, it was further confirmed with
eigenvalue and scree plot.

The analysis extracted 17 clustered on three factors from the data and explained
almost 43 % of the variance. Items were assessed according to the criteria prescribed
by Hair et al. (1998). Those items which loaded simultaneously on more than one factor
and/or having factor loading less than .40 were removed. However, all 17 items have
factor loadings >.4 (see table no 2). Item no “8” was equally loading on the construct

of SA strategy and DA. Originally this item was measuring SA. However, this item was
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not removed from the main scale and was retained in order to further test this item on a

larger sample of study-II.
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Table 1

KMO for factor extract on Translated Version of Emotional Labor Scale (N =145)

Kaiser-Meyer-Olkin ~ Measure (sample 771

adequacy)

Bartlett’s test of sphericity Chi-Square  898.35
df 136
sig <.001

The value of KMO in table 1 depicts the sample adequacy to perform EFA
(Kline, 2005; Field, 2005). The significance of Bartlett Test is indicative of correlation

among items.
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Figure 2. Scree plot for factor analysis of Translated Version of Emotional Labor Scale

Scree plot showed the number of factors along with their Eigenvalues. Inflexion
point was considered as the cut off point to extract and retain the number of factors.

This scree plot depicts that the factor has three sub factors.
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Table 2

Factor loadings for exploratory factor analysis (EFA) of Translated Version of

Emotional Labor Scale with varimax rotation (N=145)

S.No  Variables Factor | Factor 11 Factor 11

Surface acting  Genuine Expression of Emotions  Deep Acting

1 Item 14 42 -.065 .047
2 Item 15 75 -.23 -.063
3 Item 5 .68 -.05 -.02
4 Item 11 .61 01 .094
5 Item 6 .59 -11 .010
6 Item 7 .58 .08 12
7 Item16 57 -11 -.059
8 Item 4 51 .078 -17
9 Item 8 40 -.017 41
10 Item 1 42 -.065 .047
11 Item 12 .092 .070 .62
12 Item 9 -.16 23 .69
13 Item 10 .032 .20 .59
14 Item 2 -.007 .76 -.10
15 Item 17 -.18 .63 .30
16 Item 3 -.034 .58 22

17 Item 13 -.07 57 A7
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Table 2 provides information about items grouped into the factors on the basis
of varimax method of factor analysis. Factor one has 9 items and all the items are related
to the SA strategy. Factor 2 has 4 items, and each item was related to the deep acting
strategy. Factor 3 has 4 items, all of these items are related to the genuine expression of
emotions as EL strategy. Originally, EL scale has 14 items, three new items were
developed (item no, 6, 16 and 17). However, all together these 17 items were retained

in the translated emotional labor scale.

Table 3

Variance explained by the factors of Translated Version of Emotional Labor Scale

(N=145)
Factors Eigenvalues % of variance % of Cum-
variance
Factor | 3.7 22.18
Factor 11 1.8 11.05 43%
Factor 111 1.6 9.77

Table 3 illustrates that three factors explained 43% variance in the emotional

labor construct.
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Table 4

Cronbach Alphas of Subscales Translated Version of Emotional Labor Scale (N=145)

Factors of EL No. of items o

SA 9 .85
Deep Acting 4 .76
Genuine Expressions of Emotions 4 74

Table 4 indicated the reliability coefficients for subscales of EL. It ranged from
.74 to .85 which suggest that this scale is internally consistent. This was further

supported by item total correlations of the sub scale of EL scale.

Item-total Correlation of the subscales of Adapted Version of Emotional
Labor. To establish further evidence of construct validity of EL scale, item total
correlations were calculated separately on the sub scales of EL. In table 3 total score is

the sum of scores on each factor as selected by exploratory factor analysis.
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Descriptive statistics and item-to-total Correlations for the sub scales of Translated

Version of Emotional Labor Scale (N=145)

Corrected
Sr.No Item No Factors M SD Item-total  Item- total
Correlation Correlation
Surface Acting
1 Item 14 3.1 1.20 T9** 71
2 Item 15 2.83 1.19 76** .67
3 Item 5 2.94 1.17 T4%* .65
4 Item 11 3.15 1.14 .64** 53
5 Item6 3.01 1.13 70** .60
6 Item 7 2.69 1.08 63** 52
7 Item 16 3.22 1.21 63** .50
8 Item 4 2.88 1.14 58** 46
9 Item 1 2.61 1.14 54** 42
Deep Acting
10 Item 12 3.52 1.11 69** 42
11 Item 9 3.46 1.16 ATF* .55
12 Item10 3.54 1.19 A3** 51
13 Item 8 3.31 1.24 62** .30
Genuine Expression of Emotions
14 Item 2 3.65 1.04 J1** .55
15 Item 3 3.71 1.02 T3** 51
16 Item13 3.61 1.07 T1** 52
17 Item17 3.25 1.13 T9** .59

**p<.01
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Table 5 indicated that all items of the EL scales have shown significant positive
correlation with their subscales scores which indicates that sub-scales are internally

consistent. All the items were contributing to the alpha reliability of the sub-scales.

Table 6

Inter factors correlations of Translated Version of Emotional Labor scale (N=145)

Factors 1 2 3
1. Surface Acting - 13 -14
2. Deep Acting - .35**

3. Genuine Expression of Emotion -

**p<.01

Supervisory Support Scale. Exploratory factor analysis with maximum
likelihood method was used to assess the factor structure of the scale. EFA was
conducted on 9 items. First of all, the value of KMO .86 indicated the appropriateness
of factor analysis. The results yielded one factor solution of supervisory support scale.

This one factor explained 53.4% variance in the construct of supervisory support.
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Table 7

KMO test for factor extract of Translated Version of Supervisory Support Scale (N

=145)
Kaiser-Meyer-Olkin Measure (sample adequacy) .86
Bartlett’s test of sphericity Chi-Square 809.83
df 36
sig <.001

The value of KMO was suggesting the adequate sample for factor analysis.
Furthermore, the value of the Bartlett’s test also showed that variance — covariance

matrix was proportional to an identity matrix.
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Figure 3. Scree plot factor analysis of Translated Version of Supervisory Support Scale.

The above mentioned scree plot shows the eigenvalues and the number of
factors to be retained in the supervisory support scale. The cut-off point for the factors
was point of inflexion. Unidimensionality of the supervisory support scale is obvious
in the scree plot. A significant drop is obvious after first factor explaining 53.4%

variance in the domain of supervisory support.
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Table 8
Factor loadings for Exploratory Factor Analysis of Translated Version of Supervisory

Support Scale (N=145)

S.No Item no Factor loadings
1 1 .64
2 2 A7
3 3 .68
4 4 .83
S) 5 73
6 6 81
7 7 .68
8 8 73
9 9 73

Results shows that all the nine items were significantly loaded on single
dimension. All the nine items were retained in the translated scale because of their

loadings greater than .4.



Table 9

63

Variances explained by the Translated Version of Supervisory Support Scale (N=145)

Factors

Eigenvalue

% of Variance Cumulative variance

Supervisory Support

5.27

53.44

53.44

The results in table 9 shows that scale explained 53.44% of total variance in the

construct of supervisory support.

Table 10

Descriptive statistics and item-to-total correlations for Translated Version of

Supervisory Support Scale (N =145)

S.No Item M SD Item-to-total Corrected item-to-

no correlation total correlations
1 1 3.97 1.01 JALFE* .62
2 2 3.94 1.04 JALFE* .62
3 3 3.91 1.01 ASFF* .657
4 4 3.75 1.06 JA6F** .68
5 5 3.62 1.13 A4FF* .65
6 6 3.60 1.09 A3** .64
7 7 3.73 1.08 81** .59
8 8 4.00 97 .69*F** .64
9 9 3.58 1.09 T2*** .64

***p<.001, **p<.01
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Results shows that all the nine items were significantly loaded on single
dimension. All the nine items were retained in the translated scale because of their

loadings greater than .4.

Job Related Affective Well-being Scale (JAWS). The factor structure of the
JAWS was tested through exploratory factor analysis using maximum likelihood
method with direct oblimin rotation. Firstly, the value of Kaiser-Meyer-Olkin measure
was .84 indicating the adequacy of sample thus suggesting the appropriateness of the
factor analysis. Secondly, value of Bartlett’s test of sphericity (x> (190) =1465.8 p<
.001) suggesting that all the items have significant correlation. The results of factor
analysis yielded two factors solution of the affective well-being of the employees.
Together these two factors explain 43.96 % of the variance. The findings of the EFA

are presented in below.
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Figure 4. Scree plot of factor analysis for Translated Version of JAWS

Inflexion point was considered as limit to retain the number of factors. Inflexion
point is clear after the two points depicting that it has two factors. The variance
explained by these factors was 32.06 % and 11.90 % respectively with a total variance

of 43.96.



66

Table 11
Factor loadings for Exploratory Factor Analysis with direct oblimin rotation of Translated

Version of Job Related Affective Well-being Scale (JAWS) (N=145)

S.No Item no Factor | Factor Il
Positive Emotions Negative Emotions
1 1 -.10 .61
2 2 -.22 .64
3 3 .61 -.24
4 4 -31 .58
3) ) .82 -.29
6 6 .86 -.26
7 7 -.34 A7
8 8 -.059 40
9 9 -.28 .68
10 10 15 -.28
11 11 .64 -.22
12 12 .68 -.22
13 13 -.15 41
14 14 -.39 47
15 15 -43 .65
16 16 .58 -.22
17 17 -.14 .50

Continued
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18 18 79 -.27
19 19 75 -.22
20 20 12 -.28

Table 11 shows the factors loadings of the extracted two factors from EFA.
Factor 1 has 10 items and related to the factors of positive emotions. Similarly, second
factor has ten items and all these items are related to the factors of negative emotions.
All these 20 items were retained in the adapted scale because of their factor loadings
>4,

Table 12

Variances explained by the factors of Translated Version of JAWS (N=145)

Factors Eigenvalues % of Variance Cumulative variance
Positive Emotions 6.4 32.06
Negative Emotions 2.3 11.90 43.96

Table 12 depicts two sub-dimensions of JAWS .i.e positive emotions and
negative emotions that explained 43.96 % cumulative variance in the domain of job

related affective wellbeing scale.
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Descriptive Statistics and Item-to-total correlations of Positive Emotions of Job

Affective Well-being Scale (N=145)

Sr.No Itemno M SD Item-to-total Corrected item-to-total
Correlation Correlation
1 3 341 103 .66* .568
2 5 3.20 1.15 AT 173
3 6 3.27 1.18 JA4FF* .809
4 10 3.25 1.05 JA3FF* 746
5} 11 3.51 1.14 A2FF* 613
6 12 3.00 1.16 68*** .640
7 16 2.94 1.10 B7F** 544
8 18 3.29 1.09 80*** 763
9 19 3.50 1.13 A2FF* 711
10 20 3.76 1.16 JALFE* .698

*p<.05, ***p<.001

Results depicts that all the ten items are significantly related with the global

score of the positive emotion sub scale depicting that scale is internally consistent.
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Descriptive Statistics and Item-to-total correlations of Negative Emotions of Job

Affective Well-being Scale (N=145)

Sr.No Itemno M SD Item-to-total ~ Corrected Item-to-
Correlation total Correlation
1 1 2.66 1.01 B60*** 497
2 2 2.79 .96 B64*** 517
3 4 2.58 1.08 5HBF** 498
4 7 2.59 1.06 JQF** .676
5 8 2.70 1.10 501*** 351
6 9 2.44 1.12 B68*** 597
7 13 3.12 1.01 H4FEX 402
8 14 2.13 1.14 B68*** 467
9 15 2.43 1.04 A2%F* .660
10 17 2.26 1.18 STFE* 473

***p<.001
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Results in Table 14 are suggestive of the fact that every items is significantly
related with the total scores of negative emotions depicting the internal consistency of

the scale.

Job Satisfaction Scale. Descriptive statistics and item-total correlation was

computed for the Adapted Version of Job Satisfaction scale.

Table 15
Descriptive statistics and item-to-total correlation for Adapted Version of Job

satisfaction scale (N=145)

Sr. No Item No M SD Item-to-total  Corrected item-to-

correlation total correlation

1 2 2.94 1.26 T A7

2 13 2.99 1.12 B4xx* A1

3 25 2.70 1.16 60%** 35

4 29 3.60 1.10 (e 50

5 34 3.67 1.05 B5x** 43
**%p<.001

Results in table no 15 shows that all items have significant positive correlation

with the total scores of the job satisfaction.
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Variable No of items a 1 2 3 4 5 6 7
EL
1  Surface Acting 9 85 -
2  Deep Acting 4 .76 13 -
3 Genuine Expression of 4 .74 -.14 35** -
Emotions
Job Related affective well-being Scale
4 Positive Emotions 4 .92 -.09 31** 52** ---
5 Negative Emotions 5 .82 49** .009 -.10 -.38**
6  Supervisory Support 9 91 -.13 .085 22* .26* - 43**
7 Job Satisfaction 5 .65 -.08 -.01 017 -.07 - 27** T2*%* -

*p<.05, **p<.01
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Table 16 depicts the correlation matrix of all the study variables and provide the
initial insight about the proposed relationship. The correlation matrix indicate that SA
and DA are negatively related with job satisfaction whereas genuine expression of
emotions is positively associated with job satisfaction. These relationships patterns are
in expected directions as prescribed by literature. However, all the three EL strategies
have non-significant relationship with job satisfaction. The results also suggests that
all the study variables are correlated with each other in theoretically determined

direction.

Discussion. The main aim of the study-I was to assess the suitability and
comprehensibility of the scales in the local context. It was achieved through translation
and adaptation of the original scales in to Urdu language in order to make them more
comprehendible and applicable. It was also aimed to establish the psychometric
properties of the translated scales. All of these psychometric analysis helped in
determining the suitability of the scales in local settings.

The findings of the study-I indicated that all the translated instruments achieved
good reliability estimates ranged from .65 to .90. In addition, the results supported that
all the scales were valid and internally consistent. Exploratory factor analysis was used
to test the factor structure of the scales. Since all the measures had sound theoretical
basis, factor analysis helped in extracting the factor structure of the measurement tools.
However, the sample size for executing exploratory factor analysis was optimal. The
sample was selected by using the ratio of three participants per one variable
(MacCallum, Widaman, Zhang & Hong, 1999). However, this could be the limitation

of the study-I.
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Exploratory factor analysis of EL scales revealed it as multidimensional
construct ensuring SA, DA and genuine expressions of emotions as separate and
independent dimensions of EL supporting the theoretical assumptions of Ashforth and
Humphrey (1993). Taking it together the three dimensions explain 43 % variance in EL
construct.

Employee’s affective states were measured by using short version of job related
affective well-being scale. The translated scale was analyzed by using exploratory
factor analysis. Results of EFA yielded two-factor solution of JAWS. These two factors
include dimension of positive emotion and negative emotions and explained 43.96 %
of variance in the construct of affective well-being of employees.

Exploratory factor analysis of supervisory support yielded unidimensionality
of the scale retaining originally nine items in the adapted scale. This one factor scale
explained 53.4% variance in the construct of supervisory support.

To sum up the results of study-I, it can be concluded that all measures are valid

and reliable to use in the local context.
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Chapter 111

STUDY-II: MAIN STUDY

Study-I1 (main study) has the following objectives.

Objectives

1. To study the measurement models of initially translated and validated scales in
study-1 through confirmatory factor analysis.

2. To study the relationship of EL strategies and job satisfaction.

3. To examine the relationship between EL strategies and affective states.

4. To study the mediating role of affective states between the correlation of
employee’s EL strategies and job satisfaction.

5. To investigate the moderating role of perceived supervisory support on the
indirect effect of EL strategies on job satisfaction.

6. To study gender difference on EL strategies.

Hypotheses
To test the objectives following hypotheses were formulated:

H1: EL Strategies are associated with job satisfaction, more specifically.

H1: a. SA will be associated with job satisfaction.

H1:b. DA will be associated with job satisfaction.

H1:c. Genuine expressions of emotions will be associated with job satisfaction.

H2:  Emotional labor Strategies are associated with affective states, more
specifically:

H2:a There will be positive relationship between SA and negative affective state.

H2: b There will be positive relationship between DA and positive affective state.



H2:c

H2:d

H3:

H3:a

H3:b

H3:c

H3:d
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There will be positive relationship between genuine expression of emotions and
positive affective state.
There will be negative relationship between genuine expression of emotions and
negative affective state.
Affective states will mediate the relationship between emotional labor
strategies and job satisfaction; more specifically:
Negative affective state will mediate the relationship of SA and job satisfaction.
Positive affective state will mediate the relationship of DA and job satisfaction.
Positive affective state will mediate the relationship of genuine expression of
emotions and job satisfaction.
Negative affective state will mediate the relationship of genuine expression of

emotions and job satisfaction.

H4  The indirect effect between emotional labor strategies and job satisfaction

H4:a

will be contingent on perceived supervisory support; more specifically:
The indirect negative impact of SA on employee’s job satisfaction through

negative affective state will be positively moderated by supervisory support.

H4:b The indirect positive effect of DA on job satisfaction through positive affective

H4:c

state will be positively moderated by supervisory support.
The indirect positive effect of genuine expression of emotions on job
satisfaction through positive affective state will be positively moderated by

supervisory support.
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H4:d The indirect positive effect of genuine expression of emotions on job
satisfaction through negative affective state will be positively moderated by
supervisory support.

H5  Gender Differences

H5:a Male employees would have higher mean scores on SA as compared to female
employees.

H5:b Female employees would have higher means scores on DA and genuine

expressions of emotions as compared to their male counterparts.

Operational Definitions

Operational definitions of the variables involved in this study are as follows:

Emotional labor. Ashforth & Humphrey (1998) defined it as act of expressing
and displaying organizationally appropriate emotions. Emotional Labor scale
(Diefendorff et al .,2005) was utilized to operationalize EL. The scale was translated
and adapted in study-l. The adapted scale have three sub scales for measuring EL

strategies (surface acting, deep acting, and genuine expression of emotions).

Surface acting (SA). SA is strategy of performing EL whereby one regulates
and manages observable emotional expressions without changing the felt emotions
(Grandey, 2000). In current investigation, operational definition of SA is the scores of
sub-scales of EL scale. High level of SA is depicting through high scores on the scale
of SA or vice versa.

Deep acting. It refers to consciously modifying inner feelings in order to

express the desired emotions (Grandey, 2000). Present study operationalize DA as



7

scores on the DA subscale of adapted version of EL scale originally developed by
Diefendorff et al. (2005). High scores shows high level of DA and low scores shows

low level of DA of respondents.

Genuine expression of emotions. It refers to the, emotion that naturally
corresponds with display rules (Ashforth & Humphrey, 1993). In present study, it was
operationalized as scores on the sub-scale of genuine expression of emotions of EL
scale (Diefendorff et al., 2005). High scores shows high level of genuine expression of
emotions and low scores shows low level of genuine expression of emotions opted by

respondents.

Affective states. Affective state was categorized into positive affective state
and negative affective state. Positive affective states refer to pleasure rendezvous in
which person feels enthusiastic, alert and highly active about job. Negative affective
states refers to state of unpleasable engagements and subjective distress that
incorporates a variety of assertive moods such as fear, disgust, anger at job (Van
Katwyk, Fox, Spector , & Kelloway, 2000). The present study operationalized affective
states in terms of positive and negative affective states which are measured by using
adapted shorter version of job related affective well-being scale (Van Katwyk et al.,
2000). The positive affective state and negative affective state is operationalized by the

scores on the subscales of positive emotions and negative emotions.

Job satisfaction. It refers to positive and pleasurable emotional state which

result from evaluative appraisal of one’s job (Locke, 1976). Present study
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operationalized job satisfaction as scores on job satisfaction scale. High level of job

satisfaction is depicted through high scores on this scale or vice versa.

Supervisory support. Supervisory support is generally defined as, the degree
to which immediate managers or supervisors value the contributions of subordinates
and care about their wellbeing (Kottke & Sharafinski, 1988). In the present study
supervisory support is operationally defined as scores on adapted version of supervisory
support scale originally developed by Greenhaus, Parasuraman, and Wormely (1990).
High scores indicates high level of perceived supervisory support and low scores
indicates low level of perceived supervisory support by respondents.

Instruments

The adapted versions of instruments i.e., EL scale, shorter version of JAWS, job

satisfaction scale, and supervisory support scale were used in main study. Below are

the details of each scales.

Emotional Labor Scale. EL strategies i.e., SA, DA and genuine expressions
of emotions was assessed through EL scale originally developed by Dienfendroff and
colleagues (2005). The scales were adapted in study-1. Originally, this scale has 14
items. However, three more items were developed in which two items measured SA
and one for genuine expression. The adapted version have 17 items which includes, 9
items for SA, 4 items for DA and 4 items for genuine expression of emotions. It is five-
point Likert scale which ranged from 1 to 5 where 1 depicts strongly disagree to 5

indicates strongly agree. The Urdu adapted version of EL scale showed satisfactory
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level of alpha reliabilities ranging from .73 to .85 for the three strategies. (Appendix
K).

Job related Affective Well-being scale (JAWS). Adapted short version of job
related affective well-being scale (Katwyk et al., 2000) was used to measure the positive
and negative affective states of the employees. The scale was adapted in study-1. The
adapted version of JAWS contains 20 items measuring two major domains i.e., positive
emotions which is further divided into four sub scales. Four sub-scales include, distress,
excitement, depression and contentment. The scale was scored on five point Likert scale
ranging from 1 (never) to 5 (always). The adapted version of JAWS can be computed
in three ways 1) by computing separate scores on dimensions 2) by computing separate
scores on the sub-scales of positive and negative emotional arousal and 3) by computing
total scores on well-being by reversing the items of negative emotional arousal.
However, in present study, the scores on the sub scales of positive and negative
emotions is utilized to assess the employee’s affective states. The alpha reliability of
the adapted scales of JAWS ranged from .90 for positive emotions and .80 for negative

emotions scales indicating that both scales are internally consistent. (Appendix L).

Job Satisfaction Scale. Job satisfaction was measured by using Urdu adapted
version of job satisfaction scale (Khan, 2008) originally developed by Hackman &
Oldham (1975). It is a five point Likert scale containing 5 items. The scoring range
from 1 to 5 in which 1 represent strongly disagree and 5 indicates strongly agree. Two
items are negatively reversed scored. The reliability of the adapted version of job

satisfaction was .69. (Appendix M).
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Supervisory Support Scale. Supervisory support was measured by using
supervisory support developed by Greenhaus, Parasuraman, and Wormely (1990). This
scale was adapted in study-I. The adapted version of supervisory scale did not have any
modification as it has sound psychometric properties. It is five point Likert scale
containing 9 items. These items are scored from 1 to 5 in which 1 depicts strongly
disagree and 5 represent strongly agree. The adapted scale showed .90 alpha reliability
indicating that adapted scale is internally consistent. (Appendix N).

Sample

The sample of the main study comprised of customer services employees from
banking sector (N=493) from the two cities of Islamabad and Rawalpindi. Initially, 690
questionnaire booklets were distributed to the employees. A total of 526 questionnaires
were returned. This represented a response rate of 76 %. Finally, only 493 cases
completed in all respect were considered for data analysis. The age of the participants
ranged from 21 to 52 years (M= 30.16, SD= 6.6). The sample included 358 male and
135 female employees. The average qualification of the sample was 16 years of
education with minimum of 14 years. The sample was selected with the inclusion
criteria of having at least 14 years of education and six month of experience on the
current job. The job designation of the sample mainly included customer services

representatives, relationship managers, complaint officers, sales officers and tellers.

Procedure
After identifying the potential sample for the study, the consent of individuals

as well as their employing organizations was sought out to ensure their participation.
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The participants were approached individually. The participants were introduced about
the nature and the purpose of the study. Detail instructions form was also attached with
the questionnaire booklet. Participants were ensured that their information would be
kept confidential and would be used only for research purposes. Follow up procedure
was adopted via telephonic contact. Detail written instructions were provided on the
questionnaire booklet. The questionnaires were collected back personally by the

researcher.
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Chapter IV

RESULTS

The main study aimed to examine the effects of EL strategies on job satisfaction
and employee’s affective states. Moreover, it also investigated the mediating role of
employees’ affective state between the relationship of EL strategies and job
satisfaction. The moderating role of supervisory support was also investigated on these
mediated models through conditional process analysis.

Confirmatory factor analysis (CFA) using Analysis of Movement Structures
(AMOS) was used to further address the factorial validity of the adapted version of
instruments, EL scale, job related affective well-being scale, supervisory support scale
in local context.

Examining the Measurement model of Constructs

The objective of measurement model’s evaluation is to define the degree to
which proposed model is consistent with the empirical data. Model’s overall fitness can
be calculated through a number of available statistical tests. Each test have different
assumptions in terms of sample, estimate procedure, complexity of model, normality of
the data, or combination of these (Diamantopoulos & Siguaw, 2000). The present study
have selected these fit indices to evaluate model fit including the chi-square test (y2),
goodness of-fit index (GIF), Compartive Fit Index (CFI), Normed Fit Index ( NFI). And
Root Mean Squre Error of Approximation (RMSEA) with lower and higher limits of
the 90 % confidence interval. The criteria used for assessing model fit are with multiple

indicators. Chi-square ratio is sensitive to small differences, therefore it can be
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misleading for large samples. It is therefore recommended that suggested that chi-
square should not be interpreted as test statistics , it should be interpreted as good or
bad fit of model in which small chi-square value indicates good fit and vice versa.
RMSEA is considered as most informative and descriptive fit indices (Diamantopoulos
& Siguaw, 2000). In current study, cut-limit of CFI (>.95) and RMSEA (< .06) was
applied which was recommended by Cabera-Nguyen (2010). Another most commonly
used fit indices is known as goodness of fit (GFI) which is based on residuals. GFI
value range from 0 to 1. If the value of GFI is negative or greater than 1 it indicated
that probably data don’t fit the model.in current study, the value of GFI >.90 is
considered as acceptable fit (Hu & Bentlor ,1995). Another group of indices include
comparative fit indices (CFI) and Norlmen Fit Index (NFI). The value of these indices
range from 0 to 1 which indicate a good fit. However, the value of NFI can exceed 1.
According to Hu and Bentler (1995), values above than .95is considered as acceptable

for CFI and >.90 for NFI.

Confirmatory Factor Analysis of Emotional Labor Scale. The initial factor
structure of EL scale extracted in exploratory factor analysis (study-l1) was tested
through confirmatory factor analysis. Following table is indicating the factor loadings

of emotional labor scale items on their relative sub-scales.
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Standardized Factor loadings by Confirmatory Factor Analysis of Adapted Version of

Emotional Labor Scale (N =493)

S.No Items Factor | Factor Il Factor 111

Surface Acting Genuine Expression of Deep Acting
Emotions

1 Item 1 .63

2 Iltem4 44

3 Item5 .70

4 Item6 .54

5 Item7 .65

6 Iltem1l .64

7 Item14 .66

8 Item15 78

9 Item16 .55

10 Item2 .59

11 Item3 .61

12 Item13 .69

13 Iltem17 73

14 Item8 .53

15 Item9 .69

16 Item10 12

17 Item12 .61
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Table 17 depicts the standardized factor loadings for adapted version of
Emotional Labor Scale. All items were retained in the model because of their loadings
which is > .40. The factor loadings of newly developed items ranged from .54 to .78
(for item no 16 = .54, item no 15 = .78 and for item no 17 =.72 respectively). Moreover,
model fit statistics showed a best model fit suggesting that the model is supporting the

theoretical model of EL without any modification (table 18 ).

Table 18
Model Fit Statistics of confirmatory factor analysis for Adapted Version of Emotional

Labor Scale (N=493)

Model Fit Indices Fit/Not

(17 items) fit

2 df p GFI  CFI NFI RMSEA
364 116 .000 .920 901 .863  .066

Fit

Note. GFI-goodness of fit index, CFI- Comparative Fit Index, NFI-Normative Fit Index, RMSEA- Root

Mean Square Error of Approximation.

Fit indices in table no 18 showed best model fit for adapted emotional labor

scale without any modification.
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Confirmatory Factor Analysis (CFA) of Job Related Affective Well-Being

Scale (JAWS).

Table 19

Factor loadings by CFA of Adapted Version of Job Related Affective Well-being Scale

(N=493)
S.No Items No Factor | Factor Il
Negative Emotions Positive Emotions
1 1 .52
2 2 .60
3 4 Sl
4 7 .66
5 8 41
6 9 .63
7 13 46
8 14 .65
9 15 12
10 17 49
11 3 .62
12 5 12
13 6 71
14 10 .70
15 11 .68

Continued
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Table 19 indicated all items of JAWS have loadings >.4 which is in acceptable

range.
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Table 20
Model Fit Statistics of confirmatory factor analysis for Adapted Version of Job Related

Affective Well-being Scale JAWS (N=493)

Fit Indices Fit/no fit

X2 df p GFlI CFI NFI RMSEA

Initial Model (20 items) 5845 169 .000 .889 .888 .850 .071 Not fit

Refined Model (20 items) 520.15 168 .000 .902 .905 .866 .065 Fit

Table 20 indicated the model fit indices of JAWS. As results depicted, the initial
model was unacceptable with the (x2=584.5 (df=169), p<.001; RMSEA=.071;
CF1=.888). However, all items have factor loadings greater than .4. In refined model,
all items were retained but model was modified with one modification with the help of
modification indices. In modified model, CFA showed a good fit for adapted version

of JAWS.
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Confirmatory factor analysis of Supervisory Support.

Table 21

Standardized Factor loadings for confirmatory Factor Analysis of Adapted Version of

Supervisory Support Scale (N=493)

S.No Items no Factor loadings
1 1 .68
2 2 .64
3 3 .65
4 4 g1
S) 5} .70
6 6 .70
7 7 .65
8 8 .70
9 9 71

Table 21 indicated that all items of supervisory support have factor loadings
greater than .40 therefore, all items were retained. Following table presented the values

of fit indices.
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Model Fit Statistics of confirmatory factor analysis for Adapted Version of Supervisory

Support Scale (N=493)

Fit Indices Fit/no
fit
x2 dad  p GFI CFI NFI RMSEA
Initial Model (9 items) 180.8 27 .000 .944 944 931 .088 Not fit
Refined Model (9 items) 64.0 23 .000 .975 .978 .966 .060 Fit

Note. GFI= goodness of fit index, CFl= Comparative Fit Index, RMSEA= Root Mean Square Error of

Approximation,

Table 22 indicated the model fit indices of supervisory support scale. As results

depicted, the initial model was unacceptable with the (»2=180.87 (df=27), p<.001,

RMSEA=.088; CFI1=.944). However, all items have factor loadings greater than .4. In

refined mode, all items were retained but model was modified with the help of

modification indices. In modified model, CFA showed a good fit for adapted version

of Supervisory Support Scale.
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Table 23

Descriptive Statistics and Alpha Reliabilities Coefficients of the scores for all the scales

(N=493)
Scale Noof Mean SD  Skewness Kurtosis o o o
Items Female Male
(n=135) (n=358)

EL Scale

SA 9 194 6.11 .08 -.40 85 .83 .86

GE 4 13.64 348 -21 -.63 A5 .75 A5

DA 4 13.8 350 -.33 -47 73 .69 g4

Job Related Affective Well-being Scale

PE 10 33.17 812 -34 -35 90 .80 .83
NE 10 25.74 6.70 .36 .35 80 .89 .90
SS 9 3413 694 -73 .59 90 .88 91
JS 5 1591 376 -31 18 .67 .68 71

Note. SA = surface acting; DA = Deep Acting; GE = Genuine Expression of Emotions; PE = Positive

Emotions; NE = Negative Emotions; SS = Supervisory Support; and JS = Job Satisfaction.

The alpha coefficients of all scales ranged from .67 to .90 indicating that all
instruments are internally consistent. Alpha reliabilities were also computed separately
for males and females indicating that all the scales are reliable for both male and female
employees. The skewness and kurtosis values for all variables are <1 indicating that all

variables are normally distributed.



Table 24

Correlation matrix of all variables of the main study (N=493)
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S.No Variable 1 2 3 4 5 6 7
Adapted Emotional Labor Scale

1 Surface Acting 29%* -11* -.04 32** -.15%* -.16**
2 Deep Acting 33** 24** -.04 A1** .069
3 Genuine Expression of Emotions 39** -17%* 19** 22%*
Adapted Job Related Affective well-being Scale

4 Positive Emotions -.46** 37** 50**
5 Negative Emotions -41%* -.52**
6 Adapted Supervisory Support A8**
7 Adapted Job Satisfaction

*p<.05, **p<.01.
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Table 24 shows correlation of all the variables. The degree of correlation ranged
from -.04 to -.52. It is evident from the correlation matrix SA was significantly related with
job satisfaction (-.16) whereas genuine expression of emotions was significantly positively
related with job satisfaction (.22). On the other hand, DA showed non-significant
relationship with job satisfaction.

Table 25
Multiple regression analysis predicting job satisfaction from three components of

emotional labor (i.e. surface acting, deep acting, and genuine expressions of emotions)

(N=493)
Job satisfaction

Predictors S 95% ClI
Constant 14.22%** [12.4, 16.05]
Surface Acting - 16** [-.153, -.040]
Deep Acting .051 [-.049, .159]
Genuine Expressions 19F** [.104, .306]
R? 072
F 12.61***
AR? .06

Note. Cl= confidence interval

**n<,01, ***p<.001
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EL strategies (surface acting, deep acting and genuine expression of emotions)
accounted for significant increase in explained variance (F = 12.61). Surface acting
significantly negatively predicted job satisfaction (f = -.16, t = -3.3, p<.01) resulting in
acceptance of H1:a. Results also showed significant positive association between genuine
expression of emotions and job satisfaction thus supporting H1:c (# = .19, t = 3.9, p<.001).
However, deep acting showed non-significant association job satisfaction (5 = .05, t = 1.03,

p > .05) resulted in non-acceptance of H1:b.

Table 26
Multiple regression analysis predicting negative affective state from surface acting and

genuine expressions of emotions) (N=493)

Negative Affective State

Predictors S 95% CI
Constant 22.75%** [19.71, 28.78]
Surface Acting RN Rekalel [.24, .42]
Genuine Expressions - 13** [-.41, -.096]
R? A2

F 33.68***

AR? A17

Note. Cl= confidence interval

**p<,01, ***p<.001
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EL strategies (surface acting, and genuine expression of emotions) accounted for
significantly predicted negative affective state/emotions explaining 33.68% of the
variance. SA appeared to be a significant positive predictor of negative emotions at
workplace (5 = .31, t = 7.1, p<.001) resulting in acceptance of H: 2a. Negative association
was found between genuine expression of emotions and negative emotions (f =-.13,t = -

3.1, p<.01). Therefore, H: 2d was supported.

Table 27
Multiple regression analysis predicting positive affective state from deep acting and

genuine expressions of emotions) (N=493)

Positive Affective state

Predictors S 95% CI
Constant 18.05*** [14.82, 21.29]
Deep Acting 12%* [.076, .47]
Genuine Expressions 36*** [.63, 1.02]
R? A7

F 49.79%**

AR? 16

Note. Cl= confidence interval

**p<,01, ***p<.001
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Results in table 27 showed that EL strategies (deep acting, and genuine expression
of emotions) significantly predicted positive emotions at workplace and explained 17 % of
the variance in the construct. H: 2b was supported because DA appeared to be a significant
positive predictor of positive emotions at workplace (f = .12, t = 2.7, p<.01). Similarly,
positive association was found between genuine expression of emotions and positive

emotions (f = .36, t = 8.1, p<.001) resulting in acceptance of H: 2c.

Mediation analysis. PROCESS macro (Hayes, 2012) was used to test the
mediation of employees’ affective states on the relationship of EL and job satisfaction.
Model 4 was used to assess these mediated models. The detail description of these models

are given below.
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Table 28
Indirect relationship of surface acting and job satisfaction through negative affective

state (N =493)

Job Satisfaction

Variables Model 1 Model 2
95%Cl
B B LL UL
Constant 17.86*** 23.30*** 22.02 24.58
Surface Acting - 10%** .0009 -.048 .050
Negative Affective State - 29%** -.332 -.242
R? .026 .26
AR? .23
F 13.42%** 87.01***
AF 73.59
***p< 001

Negative affective state was examined as a mediator between SA and job
satisfaction. Results indicated that total effect of SA on job satisfaction is significant as
described in model 1. However, direct impact of SA on employee’s job satisfaction
becomes non-significant after controlling for the effects of negative affective state (B =

.0009, 95% ClI= -.04, .050). Furthermore, results indicates that negative affective state at
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work significantly mediated the relationship of SA and job satisfaction (B = -.10, 95% Cl=
-.13, -.071) resulting in acceptance of H; 3a. This mediated model explained 26 % of the
variance in the domain of job satisfaction. This mediated model is presented in following

figure.

Negative Affective State

-.0009

Surface Acting o Job Satisfaction

o

Total effect (B=-.10, 95 % Cl=-.15. -.046)
Indirect effect (B=-.10, 95 % CL -.13, -.07)

Figure 8. Indirect impact of SA on employees’ job satisfaction through negative affective

state
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Table 29

Indirect effect of deep acting on job satisfaction through positive affective state (N =493)

Job Satisfaction

Variables Model 1 Model 2
95%Cl
B B LL UL
Constant 14.88*** 8.87*** 7.36 10.38
Deep Acting .07 -.05 -.140 .029
Positive Affective State 24FF* 198 272
R2 .004 24
AR? .23
F 2.37 81.13***
AF 78.76
***p< 001

Results in table no 29 shows the acceptance of H: 3b in which positive affective
state experienced at work significantly mediated the association of employees’ DA with
job satisfaction. The results in model 1 indicates that total effect of DA on job satisfaction
is not significant. Similarly, in model 2, direct effect of DA on job satisfaction remained
non-significant while controlling for the effect of positive affective state. However,

positive affective state significantly mediated the correlation of employee’s DA with level
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of job satisfaction (B = .13, 95% CI=.076, .183) and explaining 24 % variance in level of

job satisfaction as presented in following figure.

Positrve Affective State

-.05

Deep Acting » Job Satisfaction

Total effect (B= .074, 95 % Cl=-.020, .169)
Indirect effect (B =13, 95 % CL, .074, .183)

Figure 9. Indirect effect of deep acting on job satisfaction through positive affective state.
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Indirect effect of genuine expression of emotions on job satisfaction through positive

affective state (N =493)
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Job Satisfaction

Variables Model 1 Model 2
95%Cl
B B LL UL
Constant 12.60*** 8.00*** 6.58 9.42
Genuine expression of 24FF* .036 -.053 127
emotions
Positive Affective State 22%F* 184 262
R? .050 24
AR? 19
F 26.18*** 80.47***
AF 54.29
***p< 001

Results in table no 30 presented the effects of genuine expression of emotions on

job satisfaction through positive affective state. As described in model 1, total effect of

genuine expression of emotions on job satisfaction is statistically significant. However, in

model 2, direct effect of genuine expression of emotions becomes non-significant after

controlling the effects of mediating variable of positive affective state. Furthermore, results
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showed that positive affective state significantly mediated the relationship of genuine
expression of emotions and job satisfaction (B = .20, 95% Cl= .15, .26) resulting in
acceptance of H3: c. This mediated model explained 24 % of the variance in job

satisfaction. This mediated model is presented in following figure.

Positive Affective State

Genuine Expression of L0

Emotions

» Job Satisfaction

Total effect (B= .24, 95 % Cl = .14, .33)
Indirect effect (B = .20, 95 % Cl, .15, .26)

Figure 10. Indirect effect of genuine expression of emotions on job satisfaction through

positive affective state.
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Indirect effect of genuine expression of emotions on job satisfaction through negative

affective state (N =493)

Job Satisfaction

Variables Model 1 Model 2
95%Cl
B B LL UL
Constant 12.6*** 20.86*** 19.14 22.59
Genuine Expression of L4FFE 5% 071 .236
Emotions
Negative Affective State - 2T*** -.316 -.231
R? .050 .28
AR? .23
F 26.1%** 96.1*%**
AF 70
***p< 001

Results in table no 31 shows in support of H3: d resulting in acceptance of

hypothesis testing mediating effects of negative affective state between the relationship of

genuine expression of emotions and job satisfaction. The results indicated that negative

affective state significantly mediated the relationship of genuine expression of emotion and



107

job satisfaction. Total effect of genuine expression of emotions appeared to be significant
(B = .24, p<.001). The detail analysis of total effect showed that both direct and indirect
effects were significant. Specifically, direct effect of genuine emotions on job satisfaction
is significant (B = .15, 95% CI= .07, .23). The indirect effect of genuine expression of
emotions through negative affective state appeared to be significant (B =.08, 95% CI= .03,

.14) and explained 28% variance in job satisfaction as presented in following figure.

Negative Affective State

. ) X J]5**=* 2 >
Genuine Expression of » Job Satisfaction

Emotions
Total effect (B= .24, 95 % Cl = .14, .33)

Indirect effect (B = .08, 95 % Cl, .039, .141)

Figure 11. Indirect effect of genuine expression of emotions on job satisfaction through

negative affective state.
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Conditional indirect effect. Conditional process analysis was used to test

conditional indirect effect. PROCESS macro with model no 14 was used to test these

moderated mediation models. Following are the details description of these models.

Table 32

Conditional indirect effect of surface acting on job satisfaction. Negative affective states

and supervisory support are mean centered (N= 493)

Negative Affective State

Job satisfaction

Predictors Coeff. 95 % ClI Coeff. 95 % ClI
Surface Acting 35%** .25, .44 -.002 -.048, .043
Negative Affective State .052 -.11, .216
Supervisory Support AQ**F* .25, .52
NA X SS -.008** -.012, -.003
Constant 18.91*** .26, .44 7.96** 3.04,12.88
R? 10 .36

F 56.46*** 69.76***

Note. NA X SS = Interaction term for negative affective state and supervisory support.

**p<,01, ***p<.001

Table no 32 presents the conditional indirect effect of SA on job satisfaction

through negative affective state and this indirect effects was moderated by supervisory
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support at second stage. The bootstrapping method was used to assess the moderated
mediated model. The overall model was significant and explaining 36 % of the variance
(R?=.36, F = 69.76, p<.001). The direct impact of SA on employees’ job satisfaction
becomes non-significant (B= -.002, 95 % CI, -.048 to .043). Furthermore, effects of
negative affective state on job satisfaction was conditional on supervisory support showing
the interacting effects of negative affective state and supervisory support. This moderation
effect is significant (B =-.008, 95 % CI, -.012 to -.003) indicating that indirect relationship
between SA and employee’s job satisfaction through negative affective state varies across
different level of supervisory support. Results also indicates that magnitude of the indirect
relationship between SA and job satisfaction varies according to the level of supervisory
support. Specifically, when level of supervisory support is low it has significant effect on
the magnitude of the relationship (B = -.06, CI95 %, -.059,-.031) whereas, at moderate (B
= -.076, Cl 95%, -.10, -.052) and high level of supervisory support it has significantly
increased the magnitude of the relationship (B = -.096, CI 95 %, -.13, -.065). It can be said
that supervisory support has strengthen the negative indirect effect of SA on job satisfaction
through negative affective state. Therefore, H4:a was not supported.

The significance of this moderated mediation was tested through a bootstrap
confidence interval. The index of moderated mediation that does not include zero in class
interval provides more direct and definitive evidence of moderation of indirect effect. The
PROCESS constructs this bootstrap confidence interval based on 10,000 bootstrap

samples. The index of moderation mediation is (index= -.0029, CL 95 %. -.005, -.0006)
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indicating that indirect effect of SA on job satisfaction through negative affective state is
negatively moderated by supervisory support.

Table 33

Conditional indirect effect of deep acting on job satisfaction. Positive affective state and

supervisory support are mean centered. (N=493)

Positive Affective State Job satisfaction
Predictors Coeff. 95 % ClI Coeff. 95 % ClI
Deep Acting Hh*** 35,.75 -.06 -.14, .012
Positive Affective State L9*** 14, .21
Supervisory Support J9*x** 14, .23
PA X SS .001 -.002, .005
Constant -1.6%** -10.48, -4.7 16.82*** 15.69, 17.96
R? .050 35
F 29.3%** 66.15***

Note. PA X SS = Interaction term for positive affective state and supervisory support.

, ***p< 001

Results in Table 33 analyzed the model in which supervisory support moderated
the mediational impact of SA on job satisfaction though positive affective state. Overall,
model was significant and explained 35 % of the variance (R?=.35, F = 66.15, p<.001).
Results shows that direct effect of DA on job satisfaction is non-significant (B=-.06, Cl 95

% -.14 .012). However, positive affective state significantly predicted the job satisfaction
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(B=.19, 95 % Cl, .14, .21). Furthermore, the mediational effects of DA on job satisfaction
depends on supervisory support showing the interacting effects of positive affective state
and supervisory support. This interacting effect is non-significant (B = .001, 95 % ClI, -
.002, .005) resulting in non-acceptance of H4: b.

Overall’ the significance of this moderated mediation was tested through a
bootstrap confidence interval. The index of moderated mediation indicated the non-
significance of the model (index= .0007, CI 95 %, -.002, .036). Therefore, it may be
inferred that mediational impacts of DA on employees’ job satisfaction through positive

emotions remain same across different levels of supervisory support.
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Conditional indirect effect of genuine expression of emotions on job satisfaction. Positive

affective state and supervisory support are mean centered. (N=493)

Positive Affective State Job satisfaction
Predictors Coeff. 95 % ClI Coeff. 95 % ClI
Genuine expression 2% ** 731,111 .022 -.06, .107
of emotions
Positive Emotions L7 128, .206
Supervisory Support J9*F* 143, .227
PE X SS .0006 -.003, .004
Constant -12.57*** -15.24, - 15.60*** 14.42, 16.78

9.90

R? A5 34
F 91.03*** 65.19***

Note. PA X SS. Interaction term for positive affective state and supervisory support.

***n<,001

Results in Table 34 present the results of conditional indirect effect of genuine

expression of emotions on job satisfaction through positive affective state. This indirect

effect is conditional on supervisory support. Overall model explained 34 % of total

variance (R?=.34, F = 65.19, p<.001).
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However, overall significance of this moderated mediation was tested through a
bootstrap confidence interval. The index of moderated mediation indicated the non-
significance of the model (index= .006, Cl 95 %, -.003, .005) which is not in support for
acceptance of H4:c. Therefore, it can be interpreted that mediational effects of genuine
expression of emotions on job satisfaction through positive affective state remain same

across different levels of supervisory support.

Table 35
Conditional indirect effect of genuine expression of emotions on job satisfaction. Negative

affective state and supervisory support are mean centered. (N=493)

Negative Affective State Job satisfaction
Predictors Coeff. 95 % CI Coeff. 95 % CI
Genuine expression of - 32%** -49, -.15 10** .026, .182
emotions
Negative Affective State - 21%** -.25,-.16
Supervisory Support 18*** 139, .225
NA X SS -.007** -.001, -.002
Constant 4.42%** 2.06, 6.79 14.35*** 13.26, 15.45
R? .028 37
F 14.39*** T72.46***

Note. NA X SS = Interaction term for negative affective state and supervisory support.

**n<,01, ***p<.001
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Results in table 35 present the results of conditional indirect effect of genuine
expression of emotions on job satisfaction through negative affective state. This indirect
effect is conditional on supervisory support. The findings showed support for the
acceptance of H4: d. The model was significant and explained 37 % variance (R>=.37, F =
72.46, p<.001). Results shows that genuine expression of emotions positively predicted
job satisfaction (B= .10, 95 % CI, .02, .18). Furthermore, indirect effects of genuine
expressions of emotions on job satisfaction through negative affective state is conditional
on supervisory support (B = -.007, 95 % CI, -.001, -.002). Results also indicates that
indirect relationship between genuine expression of emotions and job satisfaction varies
according to the level of supervisory support. Specifically, when level of supervisory
support is low it has low but significant effect on the magnitude of the relationship (B =
.52, Cl1 95 %, .023, .093) whereas, moderate (B =.068, Cl 95%, .030, .11) and high level
of supervisory support has positively moderated the relationship (B = .08, Cl 95 %, .038,
142).

The index of this moderated mediation was significant (index = .0023, Cl 95%
.0006, .005) and was tested through a bootstrap confidence interval. It can be inferred that
indirect effect of genuine expression of emotions on job satisfaction through negative

affective state is positively moderated by supervisory support.
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Gender Differences on Emotional Labor

Table 36

Gender differences on EL Strategies (N =493)

Male (358) Female (135) 95 % CI Cohen’s d
Variable M SD M SD t p LL UL
SA 19.97 6.11 1796 6.01 3.2 .001 A7 323 033
DA 14 351 13.32  3.45 1.9 .058 -.022 138 0.22
GE 13.66 3.54 13.46  3.29 .58 .56 -.49 91 0.05

Note. Please read SA as surface acting, DA deep acting and GE as genuine expression of emotions, Cl as

Confidence intervals.

Independent t-test was conducted in order to test the gender differences on EL
strategies. Results in table 36 indicated that male employees tend to opt more for SA as
compared to their female counterparts resulting in acceptance of H5:a. This differences is
significant. Whereas no gender differences was found for deep acting, and genuine

expression of emotions resulting in non-acceptance of H5:b.
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Hypothesis No Accepted/
Not Accepted
Hl:a Accepted
H1:b Not Accepted
Hl:c Accepted
H2:a Accepted
H2:b Accepted
H2:c Accepted
H2:d Accepted
H3:a Accepted
H3:b Accepted
H3:c Accepted
H3:d Accepted
H4:a Not Accepted
H4:b Not Accepted
H4:.c Not Accepted
H4:d Accepted
H5:a Accepted
H5:b Not Accepted
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Chapter V

DISCUSSION

This research was design to examine the relationship between EL strategies,
affective states at workplace and job satisfaction among customer services employees. This
study investigated the indirect effect of EL strategies on job satisfaction through
employees’ affective states. It further investigated the interactive role of supervisory
support as a second stage moderator in these relationships. Moreover, another core
objective was to address the dimensionality of EL construct. The findings revealed EL as
multidimensional factor. The results suggested that all of the EL strategies were
significantly related with job satisfaction except deep acting. Results also supported the
mediating role of affective states between the relationship of EL strategies and job
satisfaction. However, supervisory support showed a negative reversed buffering effects
on the indirect relationship of EL and job satisfaction. Overall, the findings of the present
research supported the hypothesized relationships.

The present research was completed in two independent studies. Study-1 was
related to the adaptation and initial validation of the instruments in the local context.
Whereas study-11 was conducted to test the hypotheses. All the adapted instruments in
study-1 were also subjected to confirmatory factor analysis (CFA) in study-11. The findings

offer support to the validity of the test scores of the instruments in local context.
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Dimensionality of Emotional Labor

As one of the objective of the present research was to address the dimensionality of
EL construct. EL scale was translated and adapted in study-I. Initially, exploratory factor
analysis (EFA) in study-l extracted three factors (i.e., SA, deep acting and genuine
expression of emotions) of EL which were further assessed in main study. These three
factors were found to be distinct yet correlated. The results of study expand the
nomological network of SA and DA while suggesting that the expression of naturally felt
emotions is a distinct strategy for displaying emotions at work and should be included in
research on EL. The extracted factor structure in present study was found to be consistent
with the existing literature (Diefendorff et al., 2005). The findings of the current study are
also important because they are against the ideas that expressing naturally felt emotions is
just a proxy for low level of SA, or that it is redundant with DA because both involves

expressing felt emotions (Diefendroff et al., 2005).
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Emotional Labor Strategies and Job Satisfaction

It was assumed that EL strategies would be significantly associated with job
satisfaction. Results support the assumption by showing that SA is significantly negatively
associated with job satisfaction. The results are consistent with previous research evidence
(Abraham, 1998; Bono & Vey, 2005; Grandey, 2003; Grandey et al., 2005; Hochschild,
1983; Morris & Feldman, 1996; Rafaeli & Sutton, 1987; Zhang & Zhu, 2008).

This negative association of SA with job satisfaction recommends that employees
opting SA are more likely to experience high emotional exhaustion and low job satisfaction
(Grandey, 2005). SA involves suppressing true emotions which leads to emotional
dissonance. Ultimately, this dissonance would leave employees emotionally drained and
depleted thus leading to the dissatisfaction with one’s job (Grandey, 2000). However, in
present research, relatively weak association was found between SA and job satisfaction.
This weak association can be interpreted with reference to cultural differences as suggested
by Grandey et al. (2005), that impact of EL varies from culture to culture. They found week
relationship between EL and job satisfaction among French as compared to U.S employees.
Since, collectivistic culture (like Pakistani) socialize its residents to be more courteous and
suppress their emotions (Mesquita & Frijda , 1992). Therefore, in collectivistic culture SA
is considered as a part of job (role identity) which does not produces intense negative
outcomes on employees (Grandey, Diefendorff, & Rupp, 2013).

On the other hand, results show a non-significant relationship between DA and job

satisfaction. This non-significant association is opposite to the findings of Grandey (2005)
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and Hochschild (1983) reporting the significant positive association between DA and job
satisfaction. However, literature on EL is not conclusive about the relationship of DA and
job satisfaction (Kammeyer-Mueller et al., 2013). Similar non-significant findings were
also reported by Totterdell and Holman (2003) about the relationship of DA and job
satisfaction.

These inconsistent findings can be explained with references to differences in
emotional regulation. For example, Grandey et al. (2005) investigated the cross-cultural
differences in EL. It was found that effects of EL differed across cultures. Literature also
suggested that emotional regulation would be highly influenced by the culture (Allen,
Diefendorff, & Ma, 2014). Collectivist culture give importance to group preferences as
compared to individuals. These cultures promote harmony within group rather than
individual assertiveness, therefore, EL management in collectivistic culture tend to be more
controlled and monitored as compared to individualistic cultures (Safdar et al., 2008).

Findings further reveal a positive association between genuine expression of
emotions and job satisfaction which is in support of hypothesized relationship. This
positive association indicates that employees who genuinely express their emotions at work
have high level of job satisfaction. There is limited empirical evidence available regarding
genuine expression of emotions and its relationship with certain outcomes (Hulsheger &
Schewe, 2011). Generally, expression of genuine emotions doesn’t involve any effort to
change inner or displayed emotions, hence absence of emotional dissonance consequently

results in positive outcomes for employees (Grandey, Diefendorff, & Rupp, 2013). For
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instance, Adelman (1995) found that waiter staff, who displayed genuine emotions at
workplace were more satisfied with their jobs as compared to those who expressed fake
emotions. Researchers however, continuously recommend to study the impact of
employees’ genuine expression of emotions on their well-being and other similar outcomes
(Hulsheger & Schewe, 2011).

The findings of present study about the association of EL strategies and job
satisfaction should be interpreted with caution. As the stated relations between EL
strategies with job satisfaction are significant but very low in its magnitude. This weak
association can be interpreted in terms of cultural differences. As it is already discussed
that SA appears to be more problematic in individualistic cultures as compared to
collectivistic cultures (Novin et al., 2009). Because people from collectivistic cultures
prefer to suppress their emotions in order to maintain harmony within group or in
relationship.

Emotional Labor Strategies and Affective States at Workplace

EL strategies were assumed to be predicting employee’s affective states at
workplace. Results show that SA negatively predicts employee’s negative affective states/
emotions. These findings are consistent with the findings of Judge et al. (2009), Scott and
Barnesss (2011). This negative association can be explained by the phenomena of ironic
effect (Wegner, 1994) which occurs after suppressing negative emotions. The suppression

of negative emotions intensify these negative emotions and feelings. Since SA actually
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involves suppressing negative emotions which intensify those negative emotions and
feelings and ultimately resulting in worsening these negative emotions.

The findings also depict that DA positively predicts positive affective state/
emotions at workplace. The results support the hypothesis indicating that DA is connected
with an alteration in emotions for better. These results are consistent with the findings of
Judge et al., (2009). One of the possible explanation for these findings is that DA actually
involves altering the felt emotion to make it align with emotional display of organization.
This alteration of felt emotions results in experiencing positive emotions (Grandey, 2000).
In DA, employees are not supposed to suppress or pretend emotions thus resulting in
positive affect.

Results also show that genuine expression of emotions significantly predict positive
and negative affective state. The findings support both hypothesis that genuine expression
of emotions is both positively related to positive affective state and negative related to
negative affective state. These association can be explained in a way that when employee
genuinely express their emotions at workplace; they are more likely to experience both
positive and negative emotions which is supported in our study. However, there is a

scarcity of literature explaining these relationships.
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Affective states as mediator between the relationships of emotional labor strategies
and its outcomes

Another important objective of the present research was to investigate the
mediating role of employee’s affective state/ emotions (positive and negative) between the
relationship of EL and job satisfaction. Results indicate that negative affective state
mediated the relationship of SA and job satisfaction. These results are consistent with the
findings of Judge et al. (2009) and Scott and Barnes (2011). These findings explain the
mechanism through which SA affects the job satisfaction. It explained that SA results in
negative emotions thus negatively effecting job satisfaction (Scott & Barnes, 2011; Judge
et al., 2009).

The findings can be described by ironic effect which involves suppressing negative
emotions as in surface acting (Wager, 1994). Ultimately, these negative emotions remain
unresolved beneath the masked face and thus continuing to negatively affecting job
satisfaction (Gross & John, 2003; Judge & llies, 2006). Cacioppo , Gardner, and Bernston
(1999) claimed that employees experiencing more negative emotions would have lower
level of job satisfaction and well-being. Indeed, negative emotions are inherently
antithetical to employees’ productivity. As George and Brief (1996) described that
employees who experience more negative emotions/mood are less satisfied with their jobs.

The results further show that positive affective state significantly mediated the
positive relationship of DA and job satisfaction. It explained 24 % variance in job

satisfaction. DA significantly affected job satisfaction indirectly through positive affective



124

state/ emotions. These results are in line with the findings of Judge et al., (2009) explaining
that individuals engaging in DA experience less emotional exertion and negative emotions
which results in increased job satisfaction. A possible explanation for these findings is that
DA actually involves changing the felt emotion which is naturally experiencing positive
emotions (Grandey, 2000). The process of DA usually take place through reappraisal of
the situation (Ashforth & Humphrey, 1997). Ultimately, performing EL through DA
increases positive affective states/emotion. Subsequently, these positive emotions
increases the level of job satisfaction (Judge et al., 2009). Similar pattern of findings was
also reported by Judge and Ilies (2004) who found that state positive affect positively
predicted job satisfaction and state negative affect negatively predicted job satisfaction.
Similarly, Fuller, Stanton, Fisher, Spitzmuller, Russell, and Smith (2003) also found that
positive mood of employees was associated with job satisfaction. Another possible
explanation for these results may be that positive emotions perhaps facilitates optimism,
generally resulting in more positive outcomes (Isen & Baron, 1991) such as increased level
of job satisfaction (Connolly & Viswesvaran, 2000).

It was hypothesized that both positive and negative affective states would mediate
the positive relationship between genuine expression of emotions and job satisfaction.
Findings reveal that genuine expression of emotions reduces negative affect while
increasing the positive affect/ emotions thus positively affecting job satisfaction. A
possible explanation for these results may be that, performing EL with genuinely

expressing emotions at work creates sense of alliance between felt and displayed emotions
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(Diefendorff et al., 2005) therefore, increasing positive emotional experience results in
higher level of job satisfaction.
Conditional Indirect Effect

Fifth objective of the present research was to investigate the conditional indirect
effect of EL strategies on job satisfaction through employee’s affective state which is
further moderated by supervisory support. The results showed that supervisory support
significantly negatively moderated the indirect relationship between SA and job
satisfaction explaining 29% variance. However, these findings are not in support of the
buffering role of supervisory support. Furthermore, unanticipated opposite buffering
effects of supervisory support were found. Results indicated that magnitude of the indirect
inverse relationship of SA and job satisfaction becomes more negative in presence of
supervisory support which is reverse buffering effect of supervisory support. Therefore,
statistical evidence was not in support of the stated hypothesis.

There are possible explanations for these contrary findings. If employee perceive
high supervisory support, surface actors’ job satisfaction declines; and if perceived
supervisory support is low, surface actors’ job satisfaction get better. The interactive effect
of supervisory support appeared to be reversed buffering effect between the relationship of
negative affective state/ emotions and job satisfaction. Similarly, Kim, Hur, moon, and Jun
(2017) reported that supervisory support has reverse buffering effect between the

relationships of SA and job performance.
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Literature has periodically revealed contradictory findings about the buffering
effects of supervisory support on job related outcomes (job stress, job satisfaction, and
individual well-being) ( Kickul & Posig, 2001). To synthesize the mix findings about the
moderating role of social support, scholars has highlighted the significance of categorizing
the adequacy, amount of support and the contents of communication (i.e., positive or
negative) from supervisors for stressed employees. Excessive support from supervisor
might not certainly foster positive work-related consequences (Mcintosh, 1991).
Similarly, the negatively worded communication of supervisor may also cause opposite
buffering effects of support provided by supervisor (Fenlason & Beehr, 1994). It can be
speculated that supervisors in customer service may perceive surface actors’ performance
as shallow, thereby providing them support to make service quality better for customers.
Supervisors might offer extra support to those employees engaging in SA as compared to
those using DA due to their poor performance. Supervisors give more emphasizes to the
organizational display rules and it might be possible that they may not communicate these
display rules to their employees in a more positive manner. Supervisors’ support to surface
actors could be viewed as mistrust on employees and this interpretation may cause
perceived supervisor support to have opposite buffering effect subsequently worsening
surface actors’ service behavior.

Additionally, reverse buffering effect of supervisory support can also be explained
by the findings of Wilk and Moynihan's (2005) . They reported that supervisors giving

more attention and importance to display rules can be more exhausting for employees
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having low career identity, they are more likely to be surface actors. In this scenario,
scholars suggested supervisory support as a source of stress for employees using SA more
frequently which ultimately results in the opposite buffering effect of supervisory support
on employee’s stress.

Results further revealed conditional indirect effect of DA on job satisfaction were
not significant indicating that supervisory support did not moderate the indirect effect of
DA on job satisfaction. Similar non-significant findings were also reported by Haung and
Dai (2010).

The findings also suggest that indirect effect of genuine expression of emotions
through negative affective state significantly positively moderated the magnitude of
relationship which is in line with stated hypothesis. However, supervisory support did not
moderate the indirect relationship of genuine expression of emotions through positive
affective state, which is contrary to the hypothesis. However, there is a scarcity of literature
available on the impacts and process of genuine expression of emotions. Therefore, these
findings provide basis for future researchers to explore the phenomena of genuine

expression of emotions at workplace and its impacts.

Gender wise differences on emotional labor
Results of the present study revealed that male employees opt SA more often as
compared to their female counterparts which is in support of hypothesis. These findings

are broadly in line with the available literature (Gross & John, 2003; Blanchard-fields,
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Stein, & Watson, 2004). One possible explanation for these results is that boys are
culturally taught to inhibit their emotional expressions whereas girls are supposed to be
more expressive and caring (Underwood, Coie, & Herbsman, 1992). These cultural
differences in emotional experiences among gender create cultural emotion norms in which
females are discouraged to express anger and males from expressing sadness and extreme
feelings (Simon & Nath, 2004). These culturally learned norms eventually transfer beliefs
that state that women are more emotional responsive and expressive as compared to their
male counterpart. For instance, sympathy and kindness and understand may only be
expected from female workers.

On the other hand, no significant gender differences were found between the
genuine expressions of emotions and DA. These results did not support the hypothesis.
However, these contrary findings are in line with the findings of Cheung and Tang (2010).
They did not report any support for the gender effects on the use of EL strategies. It was
very likely that the gender effect on the use of EL was affected by other external factors

such as organizational display rules (Diefendorff, Richard, & Croyle, 2006).

Limitations of the Present Research
Present research has some limitations which are discussed below.
1. Cross-sectional nature of study did not allow to be sure about the temporal order
and direction of causality between the observed variables. Time is an important

parameter when examining affective state/ emotions and job satisfaction, since
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affect levels at work fluctuate over time (Bono & Vey, 2005; Weiss & Cropanzano,
1996).

The sample of the present study was only selected from banking sector of
Rawalpindi and Islamabad. Banks from other cities might have difference in
organizational cultures. The clientele of the banks which could be one of the major
differences in the banks of other cities as compared to the cities of Islamabad and
Rawalpindi. Therefore, the results cannot be generalized to those banks.

. The sample of the present research was limited to only customer services from
banking sector only. This might have affected the external validity of the results.
Therefore, the results of the present research should be used very cautiously while
applying in other settings.

. The present research used situational moderator (supervisory support). It would be
beneficial for future researchers to test some dispositional moderators.

. The present study just focused on general job satisfaction. The future studies should
study the other domains of job satisfaction.

Relatively low but acceptable alpha reliability of General job satisfaction scale is

another limitation of the present study.
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Suggestions and Recommendations for future research

Following suggestions are recommended for future research on the basis of

limitations of the present research.

1.

To address the concern related to the cross sectional research design, future research
should use longitudinal research design in order to establish the causal relationship
between variables.

To address the problem of self-report measures, future research should use multiple
methods to collect data. Experience sampling methodology is proposed to be a
solution to the study of affective state at work, since it enables the analysis of
within-person fluctuations over time (Larson & Csikszentmihalyi, 1983).

The sample of the present research was limited to the banking sector. Future
researchers on this area should replicate the present study on various other
occupational settings not only to generalize the results but it may yield insight into
the dynamics of EL across various occupational settings.

Future research should address the other facets of job satisfaction as an outcomes

of EL.
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Implications of the Present Study

The present research has several implications for theory and practice.
Theoretically, the present study contributed to evaluate the validity and psychometric
properties of instruments for the local settings. This study adds to the theory of EL by
establishing the construct validity of EL as multidimensional construct having three sub-
dimensions. The findings of the current study added the importance of genuine expression
of emotions as an important aspect of EL having positive outcomes on job satisfaction. This
study highlighted the importance of affective states of employees as mediational variables
between the relationship of EL and job satisfaction.

Several implications of the current study are applicable for service-related
organizations and departments. Since research has established a positive relationship
between employees’ job satisfaction with customer satisfaction and organizational
productivity (Colihan, 2001; 2002). Therefore, the results of the current study can be of
interest to those organizations which intend to increase their business productivity.

Firstly, the current investigation would have a direct effect on certain human
resource management practices like recruitment, selection, compensation, training and
development by choosing and selecting the personnel with appropriate program to train
and develop in the service industry. Unlike SA and deep, genuine expression of emotions
positively affect employee’s job satisfaction and affective states. However, DA have
positive influence on employee’s job satisfaction indirectly through positive affective state

of employees. Therefore, human resource should emphasize the using of DA and genuine
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expression of emotions at workplace more frequently this could be helpful to maintain a
high level of job satisfaction. Training programs should be conducted in order to learn the
skills necessary for emotional management to perform EL effectively. It might require
concentrated efforts of organizations rather than just relying on selection. If organizations
could arrange appropriate trainings it would be helpful for employees to learn how to use
DA and smartly express their genuine emotions to perform EL. They would also gain a
sense of satisfaction from their ability to act out EL (Chu, 2002). This emphasis on DA,
and genuine expression of emotions then, could help to retain services employees in the
organization.

Secondly, the findings of the study further highlighted the importance of affective
states of employees at workplace as a result of EL strategies and their impact on job
satisfaction. The organizations should provide some support in form of employees
counseling and training in order to train employees to manage their emotions. This
awareness of the process of EL and its consequences may help the employees in developing
better coping strategies for the negative corollaries and maximizing the positive ones.

Finally, the present study showed that presence of supervisory support strengthens
the positive effects of DA and genuine expression of emotions on job satisfaction.
However, the supervisor should be aware about the type of support their employees need

in order to get maximum output.
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Conclusion

Primarily this research was focused to investigate the relationship of EL with job
satisfaction and affective states of employees. The findings of the present research
contribute in the existing literature of EL by adding new perspectives on EL. The findings
of the present study provided empirical support for the existing measures of the study
variables. EL ascertained to be a multidimensional construct having three sub-dimensions
i.e., SA, DA and genuine expression of emotions. The findings of the current study
confirmed the cultural sensitivity of the construct of EL by showing relatively week
association with job satisfaction. The findings of the current research highlighted the
importance of these EL strategies and their influences on job satisfaction and affective
states of the employees at workplace. The present study emphasized that DA and genuine
expression of emotions have favorable outcomes for employees’ as compared to SA. The
study further revealed that employee’s affective states significantly mediated the
relationship of EL strategies and job satisfaction. The moderated mediation models
recommended that positive impacts of DA and genuine expression of emotions through
positive affective states would be more positive in presence of supervisory support.

The findings of the present research are important in many ways. This research
addressed the basic questions that how EL is associated with affective states and job
satisfaction. How they are related and how this process is conditional on supervisory

support. More specifically, it also tried to address the dimensionality of EL. Secondly, it
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addressed the inconsistent findings about the effects of EL on job satisfaction. However,
due to the limitation of the research design of the present study causality cannot be
established. Future researchers should replicate the current research with longitudinal
research design in order to get the better understanding of the mechanism of EL. Overall,
the current research provides more useful and practical information to service related
organizations as well as to the researchers. Because EL may have massive individual and
organizational costs. Therefore, it important to understand the nature and mechanism of
the construct in order to alleviate the negative consequences for employees and

organizations.
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Appendix-A

Consent and Instructions

Dear Participant,

Jam a Ph.D. student at National Institute of Psychology, Quaid-i-Azam Univeréity, Islamabad, I
am carrying out research work on Emotional Labor, Affective states and Job Satisfaction: .
Moderating Role of Supervisory Support. This being closely related with yoﬁr work related
emotional management. I need your cooperatioﬁ and help. [ assure you that your informatioﬁwill

remain confidential and will only be used for research purpose only. In a following para details

instructions have been mentioned about filling the questionnaire booklet.

The booklet contains a number of questions related to your emotional manageménfétrategy and
some of the work related behaviors. Please read_the‘ instructions carefully before filling eaoﬁ
questionnaire. The primary aim of this try out is to check the cultural apprépriateness of these
questionnaires in local context and to identify any item which you think is difficult to understand
or not re

lated to our culture. Please encircle those items which are difficult to understand or not

| related to our culture. Additionally, you are also request to add any information which you think

is missing in these questionnaires but better explain our workplace settings at the end of the

booklet.

Regards

Noreen Akhter
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é;.l I put on an act in order to deal with customers in an appropriate way. 5 4 3 |21
2 [ fake a good-mood when interacting with customers.
3 I put on a "show" or "performance” when interacting with customers. ’
a— I just pretend to have the emotions I need to display for my job.
‘ 5 |1 putona"mask"in order to display the emotions I need for the job. ;
;@; ¢ |1 show feelings to customers that are different frcm what I feel inside.
‘ ; 7 | I fake the emotions I show when dealing with customers..
Mg_ﬂ ] try to actually experience the emotions I must show to custoﬁlers.
L—f I make an effort to actually feel the ;amotiens that I need to display toward
E 9_ others. | .
' 10 | I work hard to feel the emotions that I need to show to customers. .
i I work at developing the feelings inside of me that I need to show to
l 11 cﬁston’mrs. | 7
{2 | The emotions | express to customers are genuine.
i 13 | The emotions I Ehﬁ\rif Gustomurswmc naturally.
£ 14 | The emotions | show customers match what I spontaneously feel.
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Job Related Affective Well-being Scale

Below are a number of statements that describe different emotions that a job " :make a

person feel. Please indicate the amount to which any part of your job (e.z., the work,

coworkers, SUpervisor, clients. pay) has made you feel that emotion in the past 30 }glays.

Please check one response for each item that best indicates how Bl
4
' 2
often you've experienced each emotion at work over the past 30 o | & ;
A Bl E1T
days. 5|22l e 5
5| 5| 53| &
| e O m
1. My job made me feel angry. 1 12 |3 |4 |5
| :
2. My job made me feel anxious. ) 1T |2 |3 |4 |5
i 3 3. My job made me feel at ease. _ 1 12 |3 |4, 15
2 My job made me feel bored. I 1 |2 |3 |4 |5
L 5. My job made me feel calm. - . 112 |3 |4 |5
6. My job made me feel content. : _ 1 |2 |3 (4 |5
7. My job made me feel depressed. . 1 12 {3 |4 15
8. My job made me feel diséouraged. ' Ty 1 |2 |3 |4 |5
9. My job made me feel disgusted. 1 |2 |3 (4 |5
1710. My job made me feel ecstatic. _ 1 (2 |3 [4 5
11. My job made me feel energetic. 1 (2 |3 |4 |5
12. My job made me fee] enthusiastic. - _ 1 |2 |3 (4 |5




. My job made me feel excited.

14,

My job made me feel fatigued.

15.

My job made me feel frightened.

16.

My job made me feel furious.

17.

My job made me feel gloomy.

18.

My job made me feel inspired.

19,

My job-made me feel relaxed:

(€3]

20.

My job made me feel satisfied.




Appendix-E

Job Satisfaction Scale

Please indicate that how you personally feel about your job. Each of the below statement is
. something that a person might say about his/her job. Please indicate your personal feeling

| about your job by marking how much you agree with each of the statements.

k
£
i

7 r.no | Statements Strongly | Agree | Neutral Disagree ‘k Strong]ﬂ
Agree Disagree
| 1 Generally speaking, I am satisfied a 4 3| 2 H 1 !
with this job.
2 I frequently thinic of quitting this job. 5 . 4 3 2 1
3 I am generally satisfied with the kind 5 4 3 2 - . 1
of work I do in this job.
4 | People on fhis job often think of| 5 4 3 - =
quitting. B
5 Mbsﬂy people on this job are 5 4 3 . 2 1
satisfied with the job.




“amount of control you have over your work. Please indicate how s
each statement by circling the number on the scale where 1 is strong

Supervisory Support Scale

Appendix-1¢

The following statements describe the support you receive from your supervisor and co-workersand the

trongly you agree or disagree with
ly disagrec, and 5 is.strongly agree.

o

’ = a |
21558 zs
. o t Q .;é =Y/
Statements Y | 59| 5 &
s O |l @ ¢ o &
E S12El 755
a 1R 3 o
My supervisor takes the time to learn about my career goals g 4
and aspirations 32
- . 5 4 3 12
‘My supervisor cares about whether or not I achieve my goals
: ) . . ; 5 40 3 2 1
My supervisor keeps me informed about different career
opportunities for me in the organization :
; - ' . : 5 4 S 12 1
My supervisor makes sure I get the credit when I accomplish z "
something substantial on the job :
T | o 5 4 3 |z |1
My supervisor gives me helpful feedback about my : _
performance
T L. ; i . 5 4 3 |2 1
My supervisor gives me helpful advice about improving my ;
performance when I need it. :
y . , - saire-addift s (4 3 (2 1
My supervisor supports my attempts to acquire additional
training or education to further my career
M e s N . 5 4 3 ]2 1
y supervisor provides assignments that give me the
opportunity {o develop and strengthen new skills
7 T i . . ; . S - 4 3 2 1
My supervisor agsigns me special projects thaf increase my _
visibility in the organization




Appendix G
: vtk
Ku’fca_/a?uf!{d/'/)d/ﬂ;fyyuy,)w&d; 'd JJLI(UAUQ; J(‘ ubu
-j,u,yﬂfwtyb’rbfu(dufwi (,L/(}V%,byb/uIJLJLLUJM_M&;JJJJJ(KL
L;JJWIA,LMLMdWQ/JJiLJ/[uLJb/UIJJIKK_”LO

2 UJJICJ"(;LJJ“JL/fKu*z_.JUf/ Larg‘f’ujﬂluwlyb/u’ UU’”J/J )J"””“ '.

i c:'__oj J»L,/rjbqubL;z!/J)beé Ld)’-\.&l‘;@d__/);

‘ ' ;/Q_,d[akjy S & c,JL,J:IKd,bJuI_J/’/_Lu”/blﬁtgu’fdﬁfféﬂbﬁ/‘brfgu

. U(]Lju;/f,a_,lr chJJﬁVJ)lﬁfanwabJJ)JMdL/¢J/~£Lffl/rbl5}‘»__1)__'. _
N i

jm/ Jﬂjf‘-_ii-*‘ st s

a(wgwﬁ” ubwwwmw" JU(L[/ lu’J;“y ,»bh_,w.u :lu’a’)l{ 61«61 :




Appendinl

Demographic Sheet

Gender:

Qualification:

Job Designation:

Organization:

Experience on present job: -

. Total working experience:
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Adapted Version of Job Satisfaction Scale
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Demographic Sheet
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| JobDesignation: -
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g . Organization: e e H5 '
Experience on present job: . -
Total working experience: ~ —TtTTTTTTC
i
i %
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Appendix-

Adapted Version of Emotional Labor Scale
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Appendix P
Adapted Version of Job Related Affective Well-being Scale
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Appen dix-Q

Adupted Version n!'.\‘upcrvisory_ Support Scale
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Appendix-R

Adapted Version of Job Satisfaction Scale
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