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Abstract

This study reports the results of two research eytgyvconducted in big administrative entities anslecing
nearly 400 employees. It confirms some of the mmevifindings, showing that — generally — emaotional
dissonance affects negatively job performance, comemt and satisfaction. It also proves that inaiinl
differences play an important role as pre-requsae emotional labor, thus mediating the effecieafotional
dissonance on levels of job performance, job satigfn and intention to quit. When it comes to vdiial
differences as antecedents of emotional laborarekers’ interest by now has been focused almdstlnon
the “big five” model. The results in practicallyl af these cases are often quite surprising andragictory.
Here an alternative, more conservative and mordyative approach to individual differences is used the
results show, for example, that performance of eyg#s belonging to the “T” type in Jung’s typologyd
scoring high on “Power” value dimension (Schwariz)ess affected by emotional dissonance tharopagnce
of their “F” and “Low-power” colleagues. Emotiondissonance may cause different levels of emotilatoar in
different personalities depending on their motivati cognitive style and values, and eventually rhaye
considerably different impact on their job perfonoa and job satisfaction.

Keywords. emotional dissonance, emational labor, job perforeeaindividual differences

1. Conceptual background

Back in the early 80-ies the American sociologistieARussell Hochschild, professor at Berkeley,ifCatia,
introduced the terremotional laboras a core element of a more general concept, WiasHater become one of
the promising fields in the contemporary studieshioman emotions in organizational context. In hemisal
book “The Managed Heart” she deals with the faat th many professions (e.g. flight attendants vvtiidally
drew the author’s attention) employees have to fawd cope with the difference between felt and esged
emotions. This observation led Hochschild to hdind@n of emotional labor: the management of feeling to
create a publicly observable facial and bodily diggpfor a wagé. (Hochschild, A.,1983, p.17)

The conflict between emotions or the discrepandyéen felt and expressed emotions were not entirely
topics, but here the emotional dissonance was dewmon as caused by the demands of the job, fram th
standpoint of what Hochschild described as “commézration of feelings”. In the realities of manygfessions
there are activities (customer services, for examplhich suppose facing of trust and enthusiasrbedralf of
the jobholder, while in others (e.g. tax collecidie employee meets with distrust and even hakedthe sake
of the effective fulfillment of their duties, thenployees have to manage different emotions andnikenatch
between felt emotion and the requirements of the ffee organizationally desirable manifestatioridtion on
the workplace, results in emotional dissonance.

Emotional dissonance is somewhat similar to cogmitlissonance, the latter being an uncomfortateénig
caused by holding two contradictory ideas simulbauséy, at least as far as the element of feelirgponiortably
is concerned, because the lack of congruence betfedteand expressed emotions might lead to gaiiger,
frustration, or embarrassment. When experiencinth sdiscomfort, one seeks to neutralize or balamee t
discrepancy. For Hochschild, there are two posslplgroaches for achieving this: “surface actingd ddeep
acting”. Surface acting is more or less behavicgaponse and the “actor” is not going beyond thbitom to
simply demonstrate signs of unfelt emotions for ‘4hiblic” to observe and interpret. | believe instltase we
may comfortably use the theatrical concept of “Bteacting”. The “deep acting”, on the other hafeduses on
the deeply felt feelings and implies attempts foteinalization of the required, organizationallysidable,
emotion. In this approach (we may call it “Staniskd acting”), with the help of the imagination,enreates or
invokes thoughts, reflections and memories in ongntal world by the help of which the desired éorois
induced.

Hochschild believes that generally emotional lalbhas negative consequences and in this regard smnelédes
three scenarios with different implications for timganization and the individual. When the idenéfion of the
employee with the emotional requirements of thetjab been taking place for a long period, the apresaces
may be burnout, stress and de-personificatiothelfemployee tends to distinguish well enough betwamself
as a feeling person, and the job with its requirgsiethe result may be less burnout, but more idbasit being
“phony” or false because of either over-manifestatdf a faked feeling, or simply poor actor’s peniance.
The third scenario implies self-alienation of thergon from his own feelings and from the organarel
“scene”, which is harmful for the individual commiént, job satisfaction and morale.

One of the points, for which Hochschild has bedticzed, is the lack of adequate techniques foasuging
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emotional labor, instead of which she proposestafiprofessions, which imply “considerable am@witsuch.
Hochschild’s concept is further developed by Astifaand Humphrey, who tend to focus more on behayior
rather than ot their underlying emotions. (AshfpBhE. & Humphrey, R.H., 1993, pp.88-116). This &ebral
bias is based on the idea, that observable behhama direct impact on customers and that thattimgloyee
could just comply with the requirements for expi@s®f emotions without having to manage them. @bthors
stress on the importance of “rules of expressios”aafunction of organizational and job-related ngrm
determining what emotional expressions are duegiven work situation. Apparently, what is realbjtfby the
employee is to some extent underestimated hefactnthe explanation these two authors providesfootional
labor is that it is simply a factual expressionappropriate emotions. Thus, to what we called “Btexcting”
and “Stanislavki acting”, Ashforth and Humphrey aihé display of actually experienced emotion, whish
hardly an emotional dissonance. And again in adldito and unlike Hochschild, Humphrey and Ashforth
believe that emotional labor can have both negadivé positive consequences. For instance, if thetiem
displayed by the “actor” is perceived by the “audie” as sincere, the compliance with the “rules)xgiression”
is associated with success in job performancehEutb the negative consequences Hochschild istalkbout,
the authors add the case when unrealistic expeatatire provoked in the customer.

Developing further Ashforth and Humphrey’ concegrris and Feldman conclude that the emotional dabo
“an effort, planning and control needed to expresgmizationally preferred emotions during interpensi
interaction$ (Morris, J. A. & Feldman, D. C. ,1996, p.987). &lauthors examine emotional labor as a multi-
layer phenomenon and prefer to interpret it frora point of view of the emotions’ social functionhéy
disapprove of “frequency” as the only measurendénsity used by authors before them or the “wéight
emotional labor and three other measures: atterpimid to rules of expression; diversity and ematlon
dissonance.

The generalized explanatory scheme by Morris ardnkan includes their idea about the prerequisited a
consequences of emotional labor. (Morris, J. A.ddfan, D. C. , 1997, pp 257-275). For the authmaor
prerequisites are: explicitness of rules of expogsghere, in their later publications, the autharcs longer
describe it as an element, but as a prerequigitenfmtional labor); routine character of the taslaifly in terms
of its repetitiveness); job position autonomy; tigka strength of the role receiver (focal personhia context of
the “role episode” scheme). The consequences oérational labor in this concept are: emotionalagidtion
(burnout), job satisfaction (position), and roleeimalization.

As it was mentioned earlier, Morris and Feldman rawe particularly engaged in surface and deep gdince
they believe that the focus should be on the apja@pexpression behaviour as this is what orgéinisa are
interested in. How do employees deal with their @mamotions in order to produce the organizationdégired
emotional expression remains in the peripheral gfatiese authors’ interests.

Alicia Grandey proposes a further way of interprgtemotional labor by modifying the beliefs expegbdy
Hochschild, Ashforth, Humphrey, Morris and Feldm@arandey, A. A., 2000, pp 95-100) According to tes
notion emotional labor includes the regulation maly of emotional expression, but also the feelitigsnselves
which corresponds to a certain degree with Hostishitieas. An interesting element of Grandey'’s Gbuation

is directing attention towards emotional eventsaasonceptual prerequisite for emotional labor. Withs
conceptual framework she incorporates elements frontributions of the authors before her: from Hdslal —
the two types of acting, from Ashforth and Humphtethe rules of expression as a situational preséguor
emotional labor, from Morris and Feldman — the @rexacy, the continuity and the diversity as suchiquaisites.
At the beginning of the new millennium, almost asie Grandey, Kruml and Geddes (Kruml, S. M. &
Geddes, D., 2000, pp 8-49) published their resedraked on the idea that emotional labor consistsvo
factors: emotional tension and emotional dissonaBcawing on the understanding that the dissondacr
affects the degree at which employees display emstivhich are in symphony with the felt ones, th&hers
find out that the high value of this factor willalé to more surface acting, while the low one — ipasdeep
acting or “authentic” display of emotions. The higdlues of emotional tension as a factor, on theraoy, can
be seen as a prerequisite for and gauge of theeaidiep acting.

Unlike most of the above mentioned authors, thea@em researcher Celeste Brotheridge believesthigat
emotional labor does not necessarily include ematialissonance by reminding us the situation inctwhi
employees who sincerely feel the required for dig@motions, do not register emotional dissonandeda not
experience emotional labor. This — she justly pomit — is not an obstacle to thmanifestationof dissonance
through surface acting on the part of these empgley8rotheridge, C. M., 2003). Among the most digant
Brotheridge’s contributions is the development aalidation of a tool to measure emotional labor.
Nevertheless, the research field of emotional diaroe and emotional labor remains relatively uneletbped
and the authors who are interested in these aredarafrom expressing methodological and thecaétccord.
The focus is on internal states (emotional statelsraoods), psychological processes (surface ang aeeg),
external expression of emotions, the rules of esqiom of the organizational context, personal diffieces as a
factor which brings about emotional labor, the espugences of dissonance and the labor in organiedtand
personal plan etc. (Glomb and Tews provide usé#gsification in this field: Glomb, T.M. & Tews, M. ,2004,
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It seems that from a pragmatic point of view thiofeing considerations are of greatest significaridee need
for control over the emotional expression throughaviour, language, facial expression is the egsehbuman
civilization mechanism. This is especially evidemyanizationally where both the common institutioaad
personal interest require compliance with the déedity of one emotional state or another. The expeed
feelings and moods, however, are observable tdferelit degree and can coincide with the desiratbgrof
expression and adequacy). Attention should be dtawhe fact that there is a considerable diffeechetween
emotional tension and emotional labor. Tensionasgnts the intensity of the experiences in genkaddor is
related to the conscientious impact on the expeeiérand/or expressed. Thus the understanding ofi@mab
tension as a phenomenon, prerequisites and comgsggishould consider the following options, circtamees
and scenarios:

1. Itis possible that the experienced moods matchules of expression. In this case emotional tensixists
in various degrees related to the job requiremaent the individual characteristics. Emotional labor
might be observed in cases when the desired expnessensity differs from the actual experience.

2. It is also possible that what is experienced dasscoincide with the rules of expression, i.e. dorl
dissonance exists. This presupposes the followitogaiternatives:

3. Suppressing the expression of what is felt in thogses when it is inadequate. Passive (withoubracti
emotional labor is observed.

4. Displaying feelings and moods which differ from #wgperienced ones. The emotional labor is activkign
expressed in two types of action: surface (onlyatesl to the means of expression) and deep
(autosuggestion or “learning” the “correct” mooasl deelings).

5. Difference should be expected in emotional tensionterms of positive/negative character of the
experienced, suppressed and acted emotional states.

6. Feelings and moods (resultant) are generated blodim whe emotional labor itself achieves successsuits
in failure and when the need for such labor isizedl The direction and the intensity of these ltast
emotions will depend on the motivational orientatand the individual characteristics of the person.

7. As a whole, the emotional tension is a functiontwbd groups of variables: related to the personality
(individual characteristics, motivation, valuedjsiic qualities) and the environment (intensitgntinuity
and frequency of the emotional dissonance andttletress of the rules of expression).

8. In these two — organizational and personal — sghleethe consequences of emotional tension. ftois
necessary for them to be negative — they can veowyn fsatisfaction on one pole to burnout and
demotivation on the other and actually, this wiébeénd on the type of feelings and moods we aratalk
about, the structure of the personality, the typd atensity of the emotional labor, the value and
motivational orientation of the employee and others

2. Mgjor findings of previousresearch

A review of the more influential empirical studies emotional dissonance and emotional labor cstdd with

Morris and Feldman (Morris, J. A. & Feldman, D. @997, pp 257-275), who reveal a significant pusiti

relation between emotional dissonance and emotierbhhustion. An interesting point in this studytlie

authors’ attempt to find a relationship between #onal exhaustion on the one hand and the frequamcly
continuity of the emotional labor on the other. Hwar, they do not succeed in doing this. The extlan

presented within the framework of the authors’ teéioal model points out that the emotional dissmea
represents an independent component of the embtabar and has its own individual consequenceseéms
much more convincing to reconsider the model itaetf in particular the logical connection betwemsahance
and labor.

Studying the consequences of emotional dissonarmraham (Abraham, R., 1998, pp 229 -247) proves its

relationship, on the one hand, with job satisfacémd emotional exhaustion, on the other. The rebeshows

the intermediary function of social support for thelation between satisfaction and dissonance, the.
negligible impact of emotional dissonance on th@legees’ satisfaction with the high levels of sbaiapport.

In another research the same author exploits thémeships between job satisfaction, the commitnerthe

organization, the emotional dissonance and thewietlnal intention to quit (Abraham, R., 1999, pAl4465).

Brotheridge and Lee became popular with the ematidabor scale which they developed and validated

(Brotheridge, C.M., 2003). In the process of vdioa they find out that emotional exhaustion and

depersonalization are significantly correlated witle “surface acting” sub-scale in their questioramaThe

explanation that the authors present involvesdba that the effort to conceal the actual felt éomstor labor to
express actual unfelt emotions comprise the mampoments of emotional labor (unlike “deep actingiene

“empathy” and auto-suggestion result in fewer emdevels). Attention should be paid to the ideawutlacting

and suppressing emotions as key elements of suafdrey.

Everything said seems sufficient to conclude thatresearch carried out so far illustrates the theganpact of

emotional dissonance on job satisfaction. Thisaitigularly important since the latter is positiveglated to the

quality of job performance mainly as labor moradtthough it cannot be claimed that this is a mdibral
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determinant). Quite a few meta-analyses illusttaéeimportance of this correlation (with coefficien> 0.2),
among which are those by laffaldano and Muching&dfgldano, M. T. & Muchinsky, P. M., 1985, pp 22¥3)
and Petty, McGee and Cavender (Petty, M.M., Mc@&Y. 7 Cavender, J. W. , 1984, pp 712-721), etother
meta-analyses Mathieu and Zajac (Mathiew, J. Eafa@ D. M., 1990, pp 171-194), and later — Ha¢k&ytio
and Hausdorf alike (Hackett, R.D., Bycio, P., & KHdarf, P.A., 1994, pp 15-23) find a positive, thbslight
connection between company commitment and thetguaflperformance.

Ultimately, if a correlation between emotional labon the one hand, and satisfaction and commitnoenthe
other, were established, this would imply a relatiwith the quality of job performance as well thgbuthe
facilitating function of satisfaction and commitnen

Those emotions which participate in emotional labod emotional dissonance can differ dependinghen t
requirements in the professional field and the typeelations providing the framework of the dediemotional
expressions. A typical research target in thisti@iaare activities such as client service, forregke, or the job
of the receiver, ticket inspector or the tax ingpecln client service it is considered that théseenough
evidence that mainly suppressing negative emotamms the action of the positive ones will contribte
emotional labor, while for the job of receivershe topposite: the acting of negative ones and sgpjm of
positive emotions. In principle, this statement litaslogic, but its unconditional acceptance andbmatic
character can result in fallacies at least relatethe difficult differentiation between positiveagh negative in
certain typically studied emotional states (likeiaty).

An independent topic in these studies is the sefarcimterrelation between the ability to handleatimnal labor
and the individual differences, i.e. viewing théida as prerequisites (Brotheridge, C. M., 2003jné¢ A. M..,
Smith, D. A. & Neale, J. M., 1994; Tews, M. J.,@&omb, T. M., 2003; Vey, M.A. & Bono, J. E., 2003}
major part (recently nearly all) similar studieséahe idea of individual differences on the sdecalbig five”:
openness; conscientiousness, extraversion, ageseas, neuroticism.

The big five is an entirely statistical construziproduct of factor and cluster analyses, whichtiertime being
remains — to my opinion - theoretically unsubstteti and ultimately — ungrounded. Anyway, in gpfethere
is a point in considering individual differences agredisposition to the frequency and the intgnsftthe
experienced emotional labor since the core of thetienal dissonance concept is the incongruity betwfelt
and displayed emotions, and the individual charattes could enhance or lower this incongruityr xample,
people can differ from one another in terms of rtlagtitude to experience the emotions required ftbem).
This gives rise to the outlined by many authorstt8y R.l. & Rafaeli, A., 1988 pp, 461-487; Morrik, A. &
Feldman, D. C., 1996, pp. 986-1010) task for mameaye practice to aim at such criteria for persomsaedétction
which would lead to better conformity between trexjuirements at the work place and the personal
characteristics of the applicant.

Currently, the thrust in the emotional dissonanesearch area is to determine whether individudémrihces
exist in people's ability to handle emotional labod emotional dissonance (Brotheridge, C., 20@%sT M. &
T. Glomb, 2003; Vey, M. & J. Bono, 2003) Unforaiely, again, such studies have been limited teoousr
service jobs and generally rely on the 5-factor ehad personality.

Whether different personalities result in differesthotional dissonance levels across jobs is an rizapo
empirical question. This research addressed thetigneof such individual differences in debt coltes. The
underlying rationale was that, because emotiorgdaiance involves incongruence between felt ematiah
displayed emotion, if personality attributes legskthe incongruence, emotional labor would decrease
There is a comparatively clear need for every lassirto find individuals that are well suited to #maotional
requirements of the job. It is not difficult to sH#eat organizations would do better if they attrant select
candidates who are disposed to feel and displayinext] emotions, Selecting employees on the bastbeif
general tendency to experience certain emotions leey to a better fit between an employee's eximess
behaviors and work role requirements.

However, so far no research has been carried oshéw a satisfactory correlation between the imtligi
differences (measured with the big five) and thetonal labor. A clear example of a rejected hypsth of that
type is the recent research carried out by Lorrgniind from the University of South Florida (Diamethd,
2005). To my belief, the problem does not lie ia tack of meaningful relationship, but rather ie tmodel’'s
parameters applied in studying the individual dédfeces. This idea is getting adequate empiricghatby the
research briefly outlined below.

3. Two empirical studies on some pre-requisites and consequences of emotional dissonance

Two surveys will be briefly reported here: at Natab Agricultural Fund of Bulgaria (focused primagribn
confirming the overall importance of emotionaldalfor job satisfaction and intention to quit) aaidMinistry
of Finance of Bulgaria (showing the impact of eropdl labor on job satisfaction, commitment and
performance, and clarifying the role of some widlial value and cognitive differences as pre-rsitges for
emotional labor).

*%k%
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The first survey was carried out by the authorunel 2011 as a part of a bigger project concerningam
resources development, motivation and strateghetNational Agricultural Fund of Bulgaria (a stagency,
administering the utilization of European agrictdiy forest, fishing, etc. funds in the countryheTsurvey
covered 158 employees (60% men and 40% women).

The Discrete Emotions Emotional Labor Scale (DEEL#)ich was developed and validated by Glomb and
Tews in 2004, was used to measure the level of iemaltdissonance in the participants. The DEELSesca
consists of three subscales: genuine expressikimgfaand suppression. However, since this studydes on
emotional dissonance that results from a differdyetgveen felt emotion and displayed emotion, ony of the
three subscales (faking and suppression, or hidiggg utilized in the study. Both subscales wemapmised of
14 items, of which each item addressed a certaistiemranging from irritation to enthusiasm. Altlgh the
DEELS scale had been just recently published, dt tnadergone rigorous validity testing. Alphas, cengent
validity, discriminant validity and criterion-reld validity of the instrument have all been tegtedexample by
Lorie Diamond (Diamond, L., 2005)

Satisfaction was measured by four items from the Satisfaction Survey (Spector, P, 1985, pp. 698-71
Spector, P. , 2001). This subscale required thécpaants to indicate on a one to six Likert-typmlg, their
agreement with several related statements. The daestions were summed for an overall measure lof jo
satisfaction.

Intention to quit was measured with three statemeetuiring the assessment of the level of agreetmegn
participants, on a one to five Likert-type scalbisTmeasure was based on the Weisberg and Sagisb@hfg J
and A. Sagie, 1999, pp. 333-340) measure of irgartt quit. The three questions were summed foo\eemall
measure of intention to quit.

What this particular survey was trying to find oumas whether the higher levels of emotional dissoeaas
perceived by the employees, will have decreasedsptisfaction and higher intention to quit among it
consequences. The latter would be influenced bytiemad dissonance both directly and indirectlyotingh the
lower job satisfaction, and — of course — by mathepfactors as well. More precisely, the hypotkesere: (1)
Emotional dissonance is a factor, influencing pesiy the intention to quit; (2) Emotional dissoleanis a
factor, influencing negatively job satisfaction) (®b satisfaction is a factor, influencing negalinthe intention
to quit. As a matter of principle, these hypothesesnot new and the idea was to see if they wilsbpported
again in this particular case.

It may be expected that emotional dissonance atifing high levels of emotional labor — should hiaweered
job satisfaction and higher intention to quit ameoof its important consequences. Intention to guitild be
influenced by the dissonance both directly andrawlly — through the satisfaction. Some valuablectigsions
for human resources management and general managpraetices may be drawn from these relationstiista
with the high economic price of the increased lewa#lemotional labor and with the importance of toms as
such in any organizational context.

Similar studies are typically interested also ie fre-requisites of emotional labor, investigattagp major
directions: nature of work and individual differexsc Researchers work primarily with professions,vibich
traditionally high emotional dissonance is expectas collectors, flight attendants, executory a#fis, etc. One
of the theses, promoted in this study is that emnafi dissonance is present in every organizati¢aad
generally - social) setting and the current reseaovers comparatively “neutral” jobs.

As far as individual differences as pre-requisdégmotional labor are concerned, researchergéatéy now
has been focused almost entirely on IPIP constraiets more specifically — on “the big five”. The uéis in
these cases are quite surpising, contradictoryffamiom encouraging. (Diamond, L., 2005).

| believe that major shortcoming of many previoasearch attempts in the field is the very directiomwhich
individual differences have been conceptualized, the ignoring of human values and motivation. @iygay,
provoked by the nature of a profession) emotioriabahance would lead to different levels of perigna
experienced emotional labor, depending — for exampbn the importance of feeling (vs. thinking)jadging
mechanism in the overall cognitive process; on n@deof emotionality as such; on individual prefeessn
towards social or power and achievement needsThatzse, to my opinion, would serve as far more petide
framework for exploring individual differences aegequisites of emotional labor, than “the bigefiimodel.
Due to some organizational limitations, this idealdn’t be checked by the first survey, but ishe wery core
of the second one and we shall visit it again later

The major findings of the first survey can be sumneal as follows.

The descriptive statistics can be seen in Tabl€lble 2 shows the correlation indices of the véeigbn the
model.
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Table 1. Descriptive statistics
Mean  St.dev N

Intention to quit 7.7051 3.50340 156
Job satisfaction 9.2911 1.68282 158
Emotional labor 0.7469 0.75249 144

- Fake 1.0009 0.85702 140
- Hide 0.4306 0.72620 136
Table 2. Correlations
Intention Job Satis- Emotional Hide Fake
to Quit  faction Labor
Intention to quit
Pearson Correlation 1 -.710%* .192* .222%* .081
Sig. (2-tailed) .000 .021 .009 .350
N 156 156 143 139 135
Job satisfaction
Pearson Correlation -710** 1 =227 -.257**  -102
Sig. (2-tailed) .000 .006 .002 .236
N 156 158 144 140 136
Emotional labor (Hide & Fake)
Pearson Correlation 192~ -.227** 1 .891** .856**
Sig. (2-tailed) .021 .006 .000 .000
N 143 144 144 140 136
Hide
Pearson Correlation .222%* -.257** .891** 1 B517**
Sig. (2-tailed) .009 .002 .000 .000
N 139 140 140 140 132
Fake
Pearson Correlation .081 -.102 .856%* B517** 1
Sig. (2-tailed) .350 .236 .000 .000
N 135 136 136 132 136

* Correlation is significant at the 0.01 level (2ited)
** Correlation is significant at the 0.05 level (2iled)

The most important results of the correlation asialghow the following:

(a) There is a statistically very significant amefjative correlation between overall job satiséactnd
employees’ intention to quit (-.710).

(b) There is a statistically significant and afsmgative correlation between emotional labor argfal/
job satisfaction (-.227).

(c) A positive and significant correlation is pees between emotional labor and intention to qai®Z).
It is also obvious that the intention to quit ant patisfaction — on the one hand, and hiding akih§j emotions
as two forms of emotional labor — on the other hamd not equally statistically significant. At &an this case,
suppressing of felt emotions has a considerabbngsr connection with intention to quit and jobisfattion
than expression of non-existent emotions, probdiggause of their different frequency in this palttc
institution.
For assessing the strength of the causal relatioshdietween dependent and independent variablgesson
analyses were performed and their results are suizedan Table 3.
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Table 3. Regression analyses

Independent variable Dependent variable

R F Beta t
Emotional Labor Job Satisfaction

.051 7.68 =227 -2.772
Emotional Labor Intention to Quit

.037 5.411 192 2.326
Job Satisfaction Intention to Quit

504 156.595 -.710 -12.514
Emotional Labor (managers) Intention to Quit (maeay

-.050 .376 A74 613
Emotional Labor (experts) Intention to Quit (exggrt

.005 1.527 119 1.236
Emotional Labor (managers) Job Satisfaction (marsge

-065 .211 -131 -.459
Emotional Labor (experts) Job Satisfaction (experts

.032 4.59 -203 -2.144
Emotional Labor (men) Job Satisfaction (men)

.013 .614 -112 -.784

Emotional Labor (women) Job Satisfaction (women)
118 10.681 -.343 -3.268

It could be concluded that the results confirm hizggses 1, 2 and 3 proving the existence of a @tioal which
is sufficiently strong (in such types of studids@tween the general emotional labor, on the ond,hamnd the
general job satisfaction and the intention to quibn the other. The results also substantiatedstiang
interdependence between job satisfaction and tiemtion to quit, which was previously ascertaingdother
authors.
An interesting point, which deserves to be partidyl and independently studied, is the issue alibet
individual motivational orientation as a prerequédior emotional labor. The conditions of this @®d did not
allow for a confirmation of this correlation (thigas done to some extent in the next survey, exgdabelow),
but the regression analyses, carried out indepéiydiEar managers and experts indicated an intargséind
significant difference in the intensity with whiemotional labor influences intention to quit ofseewo groups
of people. The most important parameters of thalt®$rom the regressions “Overall satisfactioretnotional
labor” for managers and experts respectively antktition to quit to emotional labor” — again indegently for
managers and experts - can be seen in Table 4.
Another important issue is the role of gender imte of the impact of emotional labor on job satiits. The
two regressions, carried out in terms of gendesstilate a considerably stronger effect of emofitatzor among
women than among men. The most important resularpeters of the regressions “Overall satisfaction to
emotional labor”, independently for men and womemd dIntention to quit to emotional labor” again
independently for men and women can be seen ireTabl
There are many and various factors influencingdirab of an expert up the corporate ladder to adeship
position, but there are several necessary onedy aachigh levels of intrinsic achievement and/ow@o
motivation. From this point of view it is reasonatib expect that it will be easier for managerexperience
emotional labor since it will not be consideredvefy great importance given the achievement of ese@nd
power. Generally speaking, each person’s valueesysiould influence the way this person accepts and
experiences emotional dissonance and the judgmeether emotional labor “is worth it”. Value prides such
as power, self-enhancement, competitive succesg\am attach positive bias, not negative, to ematitabor
if ultimately it leads to attaining the core neelsr people with more altruistic and collectiveuabkystem, who
are more concerned about the harmony in relatipsslkaibout being liked etc., emotional labor cowtdniore
harrowing and have impact on job satisfaction artdnition to quit. A difference like that can be egged in
connection with Jung’s cognitive styles, operatlmea, for example, in the Myers-Briggs Type Indaraor
Keirsey Temperament Sorter. The assessment componémese styles can be implemented mainly through
mental or affective criteria (T and F types). Fetypes emotiveness and related ethical and aestbeteria
could be of much less importance than the normdtight/wrong), for instance. It would be quite tbpposite
for F-types, which could directly affect the impamte which these two types would attach to theistems and
consequently — to emotional dissonance and ematiaiear.
*k%
The second research was designed and carried otltebguthor in 2012 in the central administratidrthe
Ministry of Finance in Bulgaria.
In addition to job satisfaction and intention tatcas dependent variables ( explained above in @ciion with
the first study), here another dependent varialzde added — job performance. This was measuredebsnéan
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of the last three scores, given to the respondgitihéy existing Performance evaluation system, otgrén use

in the Ministry.

The main goal of this second research was twofdcheck once again the most important organization
consequences of emotional labor, and to study ahiitating function that personality plays in respto the
impact of emotional dissonance on performancesfsation and commitment. The main research hypathes
was thatpower and achievement motivations — the “self-echeg? personality value characteristics - as well
as “predominantly thinking” judgement function umd#ung’s cognitive typology - would lead to weaker
even in reverse proportion) impact of the emotiatiasonance on the dependent variables and on&sgieg

to “self-transcedence” value domain and to the groof the “predominantly feeling” in Jung’s cogniév
typology would mean greater impact of emotionasaiignce on job performance, job satisfaction artenition

to quit

Specific (let's say, induced by the type of profesyemotional dissonance could lead to much défiietevels of
experienced emotional labor in a given respondepedding on how important feeling as a judging raecdm

is in his cognitive process; on the valency of a@arftself for the individual, and on the fact whet the
respondent gives priority to his relations with pleg on the one hand, or power and success — outltee The
framework of human values would be a much more esgfal conceptual tool with respect to individual
differences as a prerequisite for emotional labitin @il its negative consequences.

For studying values, Shalom Schwartz’ Portrait ¥alQuestionnaire — PVQ — the way it is describedhi
methodology of ESS (European Social Surveys) wasd.usSor judging type (T vs. F), elements of Carigls
cognitive typology were used (similarly to theirglamentation by Myers-Briggs Type Indicator anKeirsey
Temperament Sorter).

PVQ is used within the framework of “The Europearidl Survey” (ESS, additional questionnaires GEE2),
which represents a long-term, large-scale reseancth development project, and since 2001 internafiipn
recognized teams from Austria, Belgium, Czech Répubenmark, Estonia, Finland, France, Germange@e,
Hungary, Iceland, Ireland, Israel, Italy, LuxembguXetherlands, Norway, Poland, Portugal, Slovagiayenia,
Spain, Sweden, Switzerland, Ukraine, have been imgrkogether under the leadership of professor Roge
Jowell. For the participation of Bulgaria in therBpean Social Survey a Consortium European Socialey -
Bulgaria (ESS-Bg) was set up. It includes repredems from different research organizations witidal
experience in the implementation of internationakearch projects. Data gathering was based on the
methodology, the research techniques, the methmdprimary data processing and analysis implemebied
ESS.

PVQ is a short verbal portrait of different peopled it describes goals, desires and wishes, winigtiditly
represent the importance of one principal value. &@ample, the assessment “It is important for han/to
come up with new ideas and be innovator. He/Sheslaloing things their own way” describes a man gikies
priority to self-direction. “It is important for hi/her to be rich. He/She wants to have a lot of eypluxurious
and expensive things” describes a man with markediyoritative values. By describing a man throtig
goals and desires he pursues, the verbal portteiest values without necessarily identifying thexplicitly as

a respondent (Srull, T. K., & Gaelick, L, 1983, d8-121). The 10 values, used in PVQ are: seifetiion,
stimulation, hedonism, achievement, power, securimformity, tradition , benevolence, universalidfor this
study, power and achievement (comprising the sdéedalself-enhancement” index, vs. benevolence and
universalism as forms of the “self-transcendenegé) of specific importance.

For each portrait respondents have to reply toginestion, “whether this man resembles you?” ongaa@le
scale starting from “entirely like me” to “nothidigge me” and an option is provided when the resgotdioes
not know the answer or cannot decide.

PVQ includes 20 items, grouped in 10 indices —foneach principal value. The indices are compikgith the
belief that they will provide more precise gaugertione single variable. The variables includednia imdex are
supposed to measure different aspects of one andamme dimension. Cronbach’s alpha is a measutieeof
internal consistency of items on one scale andstatedues between 0 and 1. It is usually assumedatpha,
higher than 0.7, is desirable with indices usedcades. In the case of PVQ the alphas arrived ahwilidating
the method are relatively low for some of the irdicThis is due to two circumstances. Firstlyitltéces items
are selected and constructed in such a way asver abfferent conceptual components of one andstmae
principal value rather than logically repeat eatieo as gauges of a closely defined concept. Fample, the
authoritative items include wealth and power, whildversalism — concern for nature and understandin
either “power” or “universalism” index included iites which are close in meaning or formulation, thghas

170



European Journal of Business and Management www.iiste.org
ISSN 2222-1905 (Paper) ISSN 2222-2839 (Online) g
Vol5, No.32, 2013 ISTE

would be higher but the notional width of each tygfevalue would be worse covered. Second, eachxinde
includes only two questions, which is insufficiemtd it becomes impossible to achieve higher alphéess the
questions are almost identical. Ultimately whenoeasider the small number of questions used to uneasach

of the ten values and their heterogeneity requimethis case, then the alphas are sufficiently hitey are as
follows: self-direction (.49), stimulation (.63)etionism (.67), achievement (.69), power (.44), 88c(.62),
conformity (.58), tradition (.37), benevolence (. 5&niversalism (.58).

Corrections related to individual differences aeguired when using the scales since the totalitysuath
differences ultimately results in the different waywhich respondents use the response scale. Bmpendents
disperse their answers along the entire width efsitales when they answer that some of the periesemble
them, while others — do not. Quite a few resporglelmbwever, tend to channel their answers in on&vor
directions (agreement — nearly all portraits rederttiem, or disagreement — nearly all portraithdbresemble
them) along the scale. To ignore these trends veimswering the questions would result in drawingrang
conclusion that all values are essential to sorspamdents and there is not a single value thasdergial to
others, which, of course, is not correct. Whatfisnterest to us is the relative importance of the principal
values for each respondent, his value prioritiesd Aince values function in a system, the imposanfceach
value for the respective person or culture showdsben as absolute, not relative value compareitheto
importance of all other values for this person (8attz, S. H., 1996).

To study the individual characteristics of cogretistyles (as far as the “judging” function is camesl) Jung’s
paradigm was used (Jung, C., 1971) which is witalywn and widely used succeeding in fighting oftaldes-
long attacks against itself. This paradigm undsrtigo recognized tools for measuring individuafeténces —
Myers-Briggs Type Indicator (Myers, |. & Peter B.ybfs, 1989,1995), and Keirsey Temperament Sorter
(Keirsey, D., 1998), whose approach is used inrdsgarch.

Jung’s typology contains two functions related aygeption (sensing and intuition) and two — “thimKi and
“feeling”, T and F — related to assessment of thiermation gathered. The judging functions desctite
prevailing mechanisms with the help of which aitude towards the perceived is built up. T-typeuwas the
decision-taking and their assessment upon moreardjsimpersonal base relying more on what seems
reasonable, logical, consistent and correspondiitiy & system of rules. F-type carries out the eatidn by
identifying themselves with situations and otheople, taking into consideration personal dimensiohshe
situation, empathizing and looking for harmony anmutlerstanding. It should be emphasized that itoisan
matter of ability, but of preference, i.e. we canstate, for example, that T-type is more capalblshowing
logic and thinking than F-type.

It seems completely unnecessary to focus on thg lasting argumentation of the validity of test swuacts
based on Jung and lasting for years argument®detattheir methodological soundness. | believe ttiere are
moments when all that should be done is to mertienfact that Keirsey’s questionnaire has beeniegb
over 40 million people in different cultural andganizational environment and among those who haed it
are: US army and air forces, the Universities afeYand Wharton, Pfizer, Shell, Motorola, McDonalt&M
corporations, Deloitte consultancy etc, and the fghriggs Type Indicator has much more impressigtoly.
However, we could mention the facts that those wheated the “big five” concept - McCrae and Costa
(McCrae, R. R & Costa, P.T. , 1989, pp 17-40) fgignificant correlations between MBTI scales on ¢me
hand and the “big five” on the other. Jung’s scale which we are interested in particular, coriedawith the
so-called “agreeableness” with 0.44 coefficient.

What else matters in this case is the finding oy Hammer and Majors who prove that the T-type
representatives demonstrate considerably higheldesf dominance (power) than the F-type repretiea®
while the latter are considerably more active witecomes to taking care of the other person andaginyp
(Quenk, N. L., Hammer, A.L., & Majors, M. S. (2001)

For the purposes of this study a research methggoleas developed which included the development of
methodologically and methodically substantiated stjoenaire, the distribution and completing the mai
questions in this questionnaire and a section ¢orcethe demographic and job position charactesstif the
respondents. Sending out the questionnaires anbbctiny the completed ones was coordinated and
implemented in collaboration with the employeesnfréHuman Resources” Department at the Ministry of
Finance and the assistance of the management dfithistry. The study was carried out in compliandh the
developed methods with a sample range: all emp&yeerking at the central administration units ¢air340
people) with 241 completed questionnaires whichewended in and after disposing of those which iided

out incorrectly there were 233 left.

Some of the demographics of this survey are shovtalile 4.
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Table 4. Demographics

Years with organization Frequency Percent Valid Cumulative
Percent Percent
under 5 years 41 17,6 17,6 17,6
5-10 years 65 27,9 27,9 45,5
11-15 years 43 18,5 18,5 63,9
16-20 years 24 10,3 10,3 74,2
21-25 years 18 7,7 7,7 82,0
26-30 years 18 7,7 7,7 89,7
above 31 years 24 10,3 10,3 100,0
Age
20-30 years 55 23,6 23,6 23,6
31-40 years 98 42,1 42,1 65,7
41-50 years 42 18,0 18,0 83,7
51-60 years 35 15,0 15,0 98,7
above 61 years 3 1,3 1,3 100,0
Gender
Male 52 22,3 22,3 22,3
Female 181 77,7 77,7 100,0
233 100,0 100,0

In the current study the following hypotheses wested:

Hypothesis 1 — Higher levels of emotional dissomawould lead to decreased parameters of performamde
work motivation.

la — Higher levels of emotional dissonance woudd I lower levels of job performance.

1b — Higher levels of emotional dissonance wouddllto lower overall job satisfaction.

1c — Higher levels of emotional dissonance wouddil® higher intention to quit (i.e. lower commitmte

Hypothesis 2 — The influence of the emotional disswe is modulated by the personality traits “P&évaed
“Cognitive type (T/F — thinking vs. Feeling)”.

2a — There would be much weaker influence of ematidissonance on a strong thinking type (T typantfor
a strong feeling type. For the feeling type thedffof emotional dissonance would be in the samectibn as
described in hypothesis 1.

2b — For people, scoring high on Power (demonsigatigh levels on the power value dimension) tlikiémce
of emotional dissonance would be much weaker tbaa person with low values on the power dimension.

The hypotheses were tested statistically with aiglgf variance (ANOVA).

For hypothesis 1, the depended variables “perfoceifarijob satisfaction” and intention to quit wetested with
the factor “emotional dissonance” (two levels — lamd high).

For hypothesis 2, a four-factor model was testadotional dissonance (low vs. high), Type F/T (fieglivs.
thinking), Power (low vs. high), Sex (male vs. fd@avere included as factors. The dependent vasailere
the same as in hypothesis 1.

Some of the more important findings in this studyy summarized below.

1. Emotional dissonance

The analysis of variance (One-way ANOVA) demonstlamain effects of the factor Emotional dissondiace
all three dependent variables.

1.1. Dependent variable: performance (Table 5)foP®ance is significantly higher (3.3) for peopléhwiow
emotional dissonance than for those with higher(8D8) — F (1, 217) = 5.98p,< 0.05 These results confirm
hypothesis 1a — people with lower ED have bettefopmance levels.
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Table 5. Effect of emotional dissonance on perforcea

Job performance
Emotional Mean Standard 95% Confidence
dissonance Error interval
Lower Upper
Bound Bound
- Low 3.30 .057 3.19 3.41
- High 3.08 .070 2.94 3.22

1.2. Dependent variable: job satisfaction (TableT®e overall job satisfaction is significantly lem(4.25) when
the emotional dissonance is high than when the iemadtdissonance is low (4.50) — F (1, 231) = 5,36%
0.05 This confirms hypothesis 1b that employees witphhemotional dissonance would have lower job
satisfaction than those with low emotional dissagan

Table 6. Effect of emotional dissonance on jobs§attion

Job satisfaction
Emotional Mean Standard 95% Confidence
dissonance Error interval
Lower Upper
Bound Bound
- Low 450 .063 4.38 4.62
- High 4.25 .090 4.07 4.43

1.3. Dependent variable: intention to quit (Tab)e Hypothesis 1c was confirmed as well — high eoml
dissonance leads to significantly higher tendentiaguit: mean 3.30 in the high emotional dissoeagroup vs.
mean 3.05 in the low emotional dissonance groufil-Z31) = 4.025, p<0.05

Table 7. Effect of emotional dissonance on intentamquit

Intention to quit
Emotional Mean Standard 95% Confidence
dissonance Error interval
Lower Upper
Bound Bound
- Low 3,05 ,081 2,89 3,21
- High 3,30 ,096 3,11 3,49

2. Four-factor model. Independent variables: Enmatiodissonance; Feeling/Thinking Type; Power; Gende
Dependent variable: Job performance

The ANOVA showed a main effect of emotional disswe as well as main effects of the factors T/F and
Gender. T-types receive significantly higher perfance appraisal results than F-types: F( 1, 213869, p <
0.01.

2a. Interaction between T/F-characteristics and #omal dissonance (Table 8)There is a significant
interaction between the factors thinking/feelingl @amotional dissonance — F(1, 217) = 5.008, p $.0The
interaction confirms hypothesis 2a that there wdidda weaker effect of emotional dissonance forthireking
type in comparison with the feeling, where high &éomal dissonance would lead to lower performarngerés.
The difference between F-type with low emotionaisdnance, and T-type with both low and high enmatio
dissonance levels are very small, while F-type vhithh emotional dissonance employees have consilyera
lower performance results than the other groups.
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Table 8. Interaction between emotional dissonandeTéF — type

Dependent variable: Job performance
Emotional T/F Mean Standard 95% Confidence
dissonance Error interval
Lower Upper
Bound Bound

- Low - F- 3.168 .115 2942 3.395
type
- T- 3.262 .111 3.042 3481
type

- High - F- 2.626 .169 2.293 2.959
type
- T- 3.282 .096 3.093 3471
type

2b. Interaction between Emotional dissonance an@vd?ovalues (Table 9)There is significant interaction
between emotional dissonance and power - F (1, 2578635, p < 0.05. This result confirms hypoth&dis- the
performance level of employees scoring high on Povadues would be considerably less influenced by
emotional dissonance, while people with low valoesthe power dimension would have the typical peofi
lower job performance with high emotional dissore&anc

Table 9. Interaction between emotional dissonandepawer as a value

Dependent variable: Job performance
Emotional Power Mean Standard 95% Confidence
dissonance Error interval
Lower Upper
Bound Bound

- Low -Low 3.32 .135 3.06 3.59
-High 3.11 .085 2.94 3.28
- High -Low 2.76 .172 2.43 3.10
- High 3.14 .090 2.97 3.32

2c. Three-way interaction — Emotional Dissonan&®wer — Gender (Table 10yhere is a significant three-way
interaction between Emotional Dissonance, Power&ex F (1, 217) = 6.08, p < 0.05. In all but omeups
there is the usual tendency for job performancgettrease when emotional dissonance increases. ldowean
with high values on the Power dimension (strong &otype) demonstrate just the opposite tendencigheh
emotional dissonance is combined with better peréorce. In addition, men with low values on the Powe
dimension (low Power profile) seem to be more ieflced by the emotional dissonance factor than wamen
both high- and low- power groups.

Table 10. Interaction between Emotional dissonaRogver and Gender

Dependent variable: Job Performance
Emotional Power Gender Mean Standar®5% Confidence
dissonance Error interval
Lower Upper
Bound Bound

- Low Low M 3.333 .251 2.838 3.829
F 3.314 .100 3.117 3,511

High M 2.737 .146 2450 3.025

F 3.475 .089 3.301 3.650

- High Low M 2.429 .329 1.780 3.077
F 3.100 .100 2903 3.297

High M 3.050 .146 2.762 3.338

F 3.238 .106 3.029  3.447

As far as the dependence of job satisfaction atehiion to quit on cognitive (judging) type, valagentation
and gender (on any given level of emotional diseoagis concerned, no statistically significantuitsswere
found. Interestingly, in all cases emotional disswe tends to be considerably more important thraitsy
“hiding” than through its “faking” form.
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4. Conclusion
It may well be accepted that the two surveys, netliabove:

. confirm that — generally — high levels of perceivethotional dissonance affect negatively job
performance, commitment and satifaction;

. prove that individual differences play an impottainle as pre-requisites of emotional labor, thus
mediating the effect of emotional dissonance orfogperance, commitment and satifaction. More
specifically, performance of employees belongingthte “Thinking” type in Jung’s typology, and
scoring high on “Power” Schwarz’s value dimensiendss affected by emotional dissonance than
performance of their “Feeling” and “Low-power” cedgues.

Emotional dissonance may cause different levelnudtional labor in different personalities and déualty may
have different impact on their motivation and jasfprmance.
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