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documents as from January 1999. 

The mini-dissertation is submitted in the form of a research article. The editorial 
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construction of tables. 
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SUMMARY 

Title: Emotion work and well-being of secondary school educators 

Key words: Emotion work. emotional labour. emotional intelligence, job autonomy, 

supervisor- and co-worker support, burnout, engagement, secondary school 

educators. 

Emotions play a profound role in the workplace, especially in the human service profession. 

Service agents, for example educators, are expected to express socially desired emotions in a 

service interaction with leamcrs. This direct face-to-face contact with learners requires a lot 

of emotions and in order to advance educational goals, teachers perform Emotion Work. 

Factors like the individual factor Emotional Intelligence and organisational factors like Job 

Autonomy, Supervisor- and Co-worker Support have a profound impact on how Emotion 

Work is experienced. Emotion Work has an influence on the experience of Well-Being. 

The objective of this research is to determine the relationship between Emotion Work, 

Emotional Intelligence, Organisational Factors and Well-Being within secondary schools in 

South Africa. 

l 'he research method consists of a literature review and an empirical study. A cross-sectional 

survey design was used to collect the data. A non-probability convenience sample was taken 

from 257 educators in high schools in the Gauteng Province. The Schutte Emotional 

Intelligence Scale (SEIS), The Utrecht Work Engagement Scale (UWES), Oldenburg 

Burnout Inventory (English version) (OBLI). Scale from the Frankfurt Emotion Work Scales 

(FEWS) and Organisational Factor Scale were used as measuring instruments. The statistical 

analysis was carried out with the SPSS-programme. The statistical methods utilised in the 

article consisted of descriptive statistics, Cronbach alpha coefficients, factor analysis (using a 

principle components analysis), Pearson product-moment correlation coefficients and 

multiple regression analyses were used to analyse the data. 



A factor analysis confinned two factors for Burnout, consisting of Exhaustion and Mental 

Distance; Emotion Work also consists of two factors namely Positive Emotion Work and 

Negative Emotion Work, Emotional Intelligence (four factors) consisting of Mood 

Regulation/Optimism, Emotion Management/Social Skills, Emotion Appraisal and Emotion 

Detachment. The OF (Organisational Factors) and UWES both showed acceptable internal 

consistencies. 

The analysis of Pearson correlations in this study showed that Exhaustion is negatively 

correlated with Job Autonomy, Supervisory Support and Engagement, while positively 

correlated with Negative Emotion Work and Mental Distance. Mental Distance is negatively 

correlated with Job Autonomy, Supervisory Support and Engagement and positively 

correlated with Negative Emotion Work. Engagement is positively correlated to Mood 

Regulation/Optimism, Emotion Management/Social Skills, Co-worker Support and 

Supervisory Support. Emotion Managernenllsocial Skills is positively correlated to Emotion 

Appraisal and lastly Supervisor Support is positively correlated to Co-worker Support. 

A regression analysis with Engagement as dependent variable indicated that Positive Emotion 

Work, Negative Emotion Work, Mood RegulationIOptimisrn and Supervisor Support in an 

educator environment were the best predictors of Engagement. With Exhaustion as the 

dependent variable, Negative Emotion Work, Job Autonomy and Supervisor Support were 

the best predictors of Exhaustion and with Mental Distance as the dependent variable, 

Negative Emotion Work, Job Autonomy and Supervisor Support were the best predictors of 

Mental Distance. 

Recommendations are made for the educators' profession and for future research purposes 



OPSOMMING 

Titel: Emosie werk en Welstand van sekondtre skool ondenvysers 

Sleutelterme: Emosie werk, ernosie arbeid, emosionele intelligensie, selfbesturende werk, 

opsiyer- en Mede-werkerondersteuning, uitbranding, verbintenis, sekondtre 

skool ondemysers. 

Emosie sped 'n belangrike rol in die werkplek, veral in die menslike-diens professie. Sekere 

sosiaal aanvaarbare emosionele uitdrukkings word van diensagente, byvoorbeeld 

ondenvysers, venvag wanneer in diem interaksie met leerders funksioneer. Hierdie direkte 

aangesig kontak met leerders vereis emosie en deur akademiese doelwitte te bereik word 

Emosie Werk verrig. Faktore soos die individuele faktor, Emosionele Intelligensie en 

organisatoriese faktore soos Selfbesturende Werk, Opsigter- en Mede-werkerondersteuning 

het 'n groot impak op hoe Emosie Werk ervaar word. Emosie werk het 'n invloed op die 

ervaring van welstand. 

Doelwine van hierdie navorsing is om die verhouding tussen Emosiewerk (Emosie Arbeid), 

Emosionele intelligensie, Organisatoriese Faktore en Welstand te bepaal in sekondere 

ondemysers van Suid-Afrika. 

Die navorsingsmetode het bestaan uit 'n literatuur oorsig en 'n empiriese studie. 'n Kruis- 

seksioncle opname ontwerp was gebruik in die studie. 'n Nie-waarskynlikheids- 

beskikbaarheidssteekproeftrekking was gebruik met die trekking van 257 ondenvysers in 

sekond&re skole in die Pretoria streek in die Gauteng Provinsie. Dic Schutte-Emosionele- 

Intelligensieskaal (SEE), die Utrecht Werk Verbintenis Skaal (UWES), Oldenburg 

Uitbrandings Vraelys (Engelse weergawe) (OLBI), Frankfurt Emosionele Werk Skaal 

(FEWS), en Organisasionele Faktor Skaal (OF) was gebruik as meetinstrumente in die studie. 

Die statistiese analise was uitgevoer deur die SPSS-program. Die statistiese metode wat 

uitgevoer is in die artikel bestaan uit beskrywende statistiek, Kronbach alpha koeffisient, 

faktor analises (waar die hoof-komponent analise gebruik is), Pearson produk-moment 

korrelasie koeffisient en die veelvoudige regressie analise. 

vii 



'n Faktor analise het twee faktore bevestig vir Uitbranding: Uitputting en Psigiese Afstand; 

Emosie Werk bestaan oak uit twee faktore naamlik: Positiewe Emosie Werk en Negaticwe 

Emosie Werk; Emosionele lntelligensie wat uit vier faktore bestaan hel, naamlik Emosie 

Regulasie/Optimisme, Emosie BestuurISosiale Vaardighede, Emosie Waardering en Emosie 

Distansiering. Die OF (Organisatoriese Faktore) en die UWES het beide aanvaarbare intcrne 

konsekwentheid getoon. 

Die analise van die Pearson korrelasie in die studie het getoon dat Uitbranding negatief 

gekorreleer het met Werksoutonomie, Toesighouer Ondersteuning en Begeestering, tenvyl 

positief gekorreleer het met Negatiewe Emosie Werk en Psigiese afstand. Psigiese afstand het 

negatief gekorreleer met Werksoutonomie, Toesighouer Ondersteuning en Begeestcring en 

positief gekorreleer met Negatiewe Emosie Werk. Begeestering het positief gekorreleer met 

Emosie Regulasie/Optimisme, Ernosie Bestuur/Sosiale Vaardighede en Toesighouer- en 

Medewerkerondersteuning. Emosie Bestuur/Sosiale Vaardighede het positief gekorreleer met 

emosie beoordeling en laastens het Toesighouer ondersteuning positief gekorreleer met 

Mede-werkerondersteuning. 

'n Regressie analise waar Begeestering die afhanklike veranderlike is, het Positiewe Emosie 

Werk, Negatiewe Emosie Werk en Emosie Regulasie/Optimisme en Toesighouer 

Ondersteuning getoon om in die ondenvysomgewing goeie voorspellers te wees van 

Verbintenis. Met Uitbranding as afhanklike veranderlike, het Negatiewe Emosie Werk, 

Werksoutonomie en Toesighouer Ondersteuning getoon om goeie voorspeller te wees van 

Uitbranding en met Psigiese Afstand as die afhanklike veranderlike het Negatiewe Emosie 

Werk, Werksoutonomie en Toesighouer Ondersteuning getoon om Psigiese Afstand te 

voorspel. 

Aanbevelings vir die onderwys professie en vir toekomstige navorsing word gemaak 



CHAPTER 1 

INTRODUCTION 

This mini-dissertation deals with Emotion work and well-being of secondary school 

educators from the Pretoria region in the Gauteng Province. In this chapter the motivation for 

the research is discussed in terms of the problem statement and aims of the research. 

Thereafter the research method and division of chapters are discussed. 

1.1 PROBLEM STATEMENT 

Organisations, in general, are critically dependent on their employees; for example, if the 

Well-being of the employees is not in an optimal condition, organisations' productivity will 

decrease, which, on its part, will influence the organisations' profit drastically (Ter Doest, 

Maes, Gebhardt, & Koelewijn, 2006). In an attempt to increase profit and decrease 

expenditure and costs, organisations demand more of their employees. These demands 

increase job insecurity, disengagement and Burnout which influence employees' Well-being 

negatively (Biissing, 1999). 

All these factors influence the Well-being of employees. Well-being can be critically 

influenced by numerous sources; for example job insecurity, depression and illness. The latter 

can threaten employee health, physical and psychological Well-being, employee turnover, job 

satisfaction and organisational commitment (De Witte, 1999). 

According to Probst (1999), employees with perceptions of low job security are more likely 

to engage in work withdrawal behaviour. Job insecurity is repeatedly reported to result in 

reduced psychological Well-being, characterised by symptoms such as anxiety, depression, 

irritation or strain-related psychosomatic complaints (Catalano, Rook & Dooley, 1986; 

Dekker & Schaufeli, 1995; Ferrie, Marmot, Shipley, Smith, & Stansfield 1998; Kuhnert, 

Lahey, & Sirns 1989). 

On the other hand, Well-being and productivity can be promoted through optimal work 

settings that are designed to sustain positive development of energy, vigour, dedication, 

absorption and effectiveness among employees (Maslach, Schaufeli, & Leiter. 2001). 



The aforementioned authors suggest a positive goal for intervention, which is increasing 

Engagement rather than reducing Burnout. However, Burnout is considered as the response 

frequently related to social and emotional interactions of service workers (Zammuner & 

Galli, 2005). 

The growth of the service sector has led to an increased interest in the labour performed by 

those working 'for the customer'. Examples of human service jobs include people performing 

work where there is an emphasis upon customer-focused work performances in the public 

sector (Du Gay, 1996). Examples are the work performed by waitresses, airline staff, call 

centre workers, debt collectors, health care workers and, this mini-dissertation's focus, school 

educators (Bolton, 2000; Freukel, Korczynski, Shire, & Tam, 1999; Hoshchild, 1983; Taylor 

& Tyler, 2000). 

Cherniss (1980) states that human service professionals enter the service profession with the 

aim of contributing to the Well-being and welfare of humanity. Unfortunately this goal they 

have is not always realised due to the severity of the stress that they experience as a 

consequence of intense contact with people (Ryff & Singer, 2000). At best, people develop 

psychological resilience as this cycle of "working for the customer" continues. In the end, 

however, this cycle leads to an experience of negative psychological Well-being (Davis, 

Nolen-Hoeksema & Larsen, 1998). 

The teaching profession's nature has constantly challenged school educators to cope with and 

adapt effectively to the changes encountered in their profession (Ngwezi, 1989). Educational 

systems could have a remarkable influence on educators job satisfaction and therefore it has 

become imperative to investigate educators' job experiences (Theron, 1996). 

Since the abolition of apartheid in 1994, the South African Public Education system has 

started going through enormous changes. The transformations in the South African education 

emerged in March 1997 when Minister S.M.E. Bengu, the Minister of Education. launched 

Curriculum 2005 (Clarke, 1997). This meant the abolition of the old, traditional teaching 

approach and the adoption of the new approach of Outcomes-Based Education (OBE). 

Educators and parents seemed concerned and seem to question the success and practicality of 

this approach (Killen, 1997). 



Partly because of the above-mentioned changes, and partly because of their efforts to help 

and educate people in these circumstances, secondary school educators tend to often 

experience an immense degree of pressure. Through this they are more commonly confronted 

with the Burnout-phenomenon, which negatively influences their Well-being (Van Dick, & 

Wagner, 2001). 

Schaufeli and Enzrnann (1998) define Burnout as a continual, constant negative, work-related 

condition of the mind in 'normal' individuals that is mainly characterised by exhaustion, 

which is accompanied by distress, a sense of decreased effectiveness, reduced motivation, 

and the development of dysfunctional attitudes and behaviour at work. The concept of 

Burnout was introduced by Freudenberger (1974) when he tried to explain the phenomena of 

physical, emotional and mental exhaustion, absence of job involvement, dehumanisation and 

decreased accomplishment that he found among his patients. 

School educators experience high stress levels, which influence their ability to cope with 

work demands (Cecil & Forman, 1990; Male & May, 1997; Wisniewski & Gardiulo, 1997). 

An estimated 20 000 teachers in South Africa leave the profession each year, but only 6 000 

newly trained teachers enter the profession (Pauw, 2006). This confirms the stress and fear 

new teachers as well as current teachers currently experience in South Africa. Coping acts as 

a buffer between stress and Burnout and is thus necessary to survive. Coping has been 

defined as the individual's cognitive and behavioural efforts to manage internal and external 

demands that are judged as a threat or challenge to that person's resources (Lazarus & 

Folkman, 1984). 

The adverse effect of stress therefore requires coping strategies to be incorporated into one's 

repertoire. However, within the South African Educational context the needs and coping 

strategies of mainstream educators have remained largely unidentified in the development 

and implementation of education policy (Eloff, Engelbreght & Swart, 2001). In the coping 

process, emotion plays a crucial role, because of the fact that emotion may be both a cause 

and an effect of coping (Lazarus, 1991). 

Emotions are considered to be primary adaptive and motivating mechanisms and part of 

logical thinking and intelligence (Leeper, 1948). Emotion has a biological-adaptive function 

as well as a psychological-constructive function andalso play a role in social interaction, 



personality functioning, achieving goals, and cognitive processing (Thompson, 1990). 

Emotions mediate between constantly-changing situations and the individual's behavioural 

responses, and thus have an important adaptive function for the individual. 

Although the term "emotion-focused" appears to imply that emotion is related only to one 

form of coping, Folkman and Lazarus (1988) proposed that emotion is part of virtually all 

stressful transactions, with coping acting as a mediator of emotion. According to Schune et 

al. (2001) people who possess the ability to understand and regulate their emotions tend to 

maintain a better outlook on life, and experience better psychological health. 

Emotions are the core of teaching (Hargreaves, 1998), with emotional bonds filling teaching 

strategies and conceptual thinking. Emotions are managed by educators to improve work 

outcomes. Hargreaves (1998) also states that quality educators are emotional, passionate 

beings who connect with their students and fill their work and their classes with enjoyment, 

delight, inspiration, challenges and elation, and where superior teaching is stimulated with 

positive emotions. 

School educators also have a deep emotional relationship with their work, due not only to this 

relational orientation, but also to the high investment of the self in their work and the heavy 

investment in time, goals, moral purposes, commitments and attachments that they make 

within their working life (Nias, 1996). 

Many educators speak of feeling love for their students (Hargreaves, 1998; Nias, 1989). 

However, there are reports that negative emotions are increasingly evident in educators' 

functioning lives, and a survey of educators' attitudes revealed an exhausted, angry 

profession with a plan for change (Sutcliffe, 1997). Therefore, teaching is an "emotional 

practice" involving trusting relationships with others, face-to-face and voice-to-voice contact, 

extremely charged with feeling, aroused by and concentrating towards not just students but 

also "values and ideals" (Nias, 1996). 

Hargreaves (1998) refers to this emotional practice of educators as emotional labour. 

Emotional labour is emotions that are managed to produce desired emotional states in oneself 

as well as other people around one, for financial gain or for a wage (Hochschild, 1983). The 

centrality of emotional labour performed by educators has therefore led to the application of 



the concept to describe aspects of their work. All Emotion Work usually requires contact with 

other people outside of or within the organisation, usually involving face-to-face or voice-to- 

voice contact (Steinberg, 1999). 

Generally, emotions are managed in response to the display rules of the organisation or job 

(Ekman & Friesen, 1975; Goffman, 1959; Hochschild, 1983; Zapf, 2002). Thus, emotional 

labour may involve enhancing, faking, or suppressing emotions to modify the emotional 

expression (Zapf, 2002). One example is an employee (school educator) changing how s h e  

feels, or what feelings s h e  shows, in order to interact with customers or clients (students) in 

an effective way. 

Emotional labour consists of four dimensions: (a) frequency of interactions, (b) attentiveness 

(intensity of emotion, duration of interaction), (c) variety of emotions required and, (d) 

emotional dissonance (Ashforth & Humphreys 1993; Hochschild 1983). Hochschild (1983) 

proposed that there are two strategies used in order to keep to the display rules: either surface 

acting by which only the emotional expression is manipulated in order to fulfil the job 

demands; or active deep acting by which the feelings of the service worker are actively 

manipulated in order to fulfil the job demands (Ashforth & Humphrey, 1993; Ashforth & 

Tomiuk, 2000). 

Furthermore, surface acting is also controlled by one's body language, in which the emotions 

expressed are different from those experienced (Hochschild, 1983). The second is deep 

acting, in which effort is extended into actually feeling the emotions that are expressed 

(Hochschild 1979, 1983). 

In psychology, the word "labour" is used to describe the division of labour, labour- 

management relations, conflict resolution, and collective bargaining. To be compatible with 

these research areas, the term "Emotion Work" is preferred (Zapf, 1993). The term Emotion 

Work will therefore be used in this study. 

The frequency and kind of Emotion Work are associated with a range of consequences, some 

of which are dysfunctional (emotional dissonance, emotional suppression, Burnout, low job 

satisfaction) whereas others are functional (Engagement, job involvement, personal 

accomplishment) (Zammuner & Galli, 2005). 



Most studies of Emotion Work include the concept of emotional dissonance (e.g. Abraham, 

1998; Brotherridge & Lee, 1998, Grandey, 1998; Morris & Feldman, 1997). Thus, emotional 

expression can develop into emotional dissonance. This happens when an employee is 

required to communicate and express emotions that are not genuinely felt in the particular 

situation. It leads to the alienation of one's feelings, negative affective states, and eventually 

causes long-ten psychological i l l  health (Hochschild, 1983). 

Emotional expression (or suppression) can result in more effective workplace interaction, but 

Hochschild (1983) and others have proposed that Emotion Work is stressful and may result in 

Burnout. Maslach (1982) states that dealing with people's demands requires a great deal of 

energy from the provider. Recipients (students/learners) expect of their educators to be 

patient, calm, understanding and compassionate. Therefore, educators have to cope with the 

individual demands of their learners, while at the same time having to deal with large classes 

(Cherniss, 1980). 

Most empirical studies have analysed relationships between aspects of Emotion Work and the 

long-term consequences of Emotion Work, especially the Burnout dimensions (emotional 

exhaustion, depersonalisation and reduced personal accomplishment) and have found 

correlations between emotional dissonance and emotional exhaustion (Abraham, 1998; 

Brotheridge & Lee, 1998; Grandey, 1998; Kmml & Geddes, 1998; Morris & Feldman, 1997; 

Zapf, Vogt, Seifert, Mertini & Isic, 1999), as well as correlations between emotional 

dissonance and depersonalisation (Kruml & Geddes, 1998; Zapf et al., 1999). 

Correlations have also been found between emotional dissonances and reduced personal 

accomplishment (Abraham, 1998; Morris & Feldman, 1997; Zapf et al.. 1999), supporting 

Hochschild's view that Emotion Work is likely to have negative employee consequences. 

A high degree of Emotion Work can also have negative consequences, for example lower job 

satisfaction and performance, unhappiness, depression, more health problems and alienation 

of one's feelings (Mindi, Higgins & Wilson, 2005). This concept has been explored within 

the context of educators' experiences and there was found that there has been a negative 

depiction of Emotion Work carried out by educators (Hargreaves, 1998; Nias 1996; Troman 

& Wood, 2001). 



An opposite concept from Burnout, which positively influences individual Well-being, is 

Engagement (Schaufeli. Taris, Le Blanc, Peeters, Bakker & De Jonge, 2001). These 

researchers also found that as people become fatigued from work, it can be positive, satisfied 

tiredness. Scutte, Toppinen, Kalimo and Schaufeli, (2000) define engagement as an energetic 

state in which the employee is dedicated to excellent performance at work and is confident of 

hislher effectiveness. 

Another positive contribution Emotion Work contributes to Well-being, is when Emotion 

Work becomes satisfying, liberating, therapeutic and a beneficial experience. Since it can 

lead the worker to enhance hisher involvement actively in what is fundamentally meaningful 

and satisfying, for example in a therapeutic setting, Emotion Work can lead to increased 

empathy and caring by the therapist (Yanay & Shahar, 1998). 

Grandey (2000) proposes a conceptual model of Emotion Work (emotional regulation) to be 

applied in the workplace, but this conceptual model has not yet been tested in an educational 

environment. Grandey (2000) proposes that there are certain individual (Emotional 

Intelligence) and organisational factors (Job Autonomy, supervisor and Co-worker Support) 

that play a role in the experience of Emotion Work and Well-being. 

Examples of individual factors that influence a person's way of dealing with Emotion Work 

are gender, emotional expressions, self-monitoring, Emotional Intelligence and affectivity. In 

this research study the focus is on just one individual factor, Emotional Intelligence. 

Examples of organisational factors, Job Autonomy, Supervisor and Co-worker Support, will 

all be discussed. 

Individual Factor: 

Emotional Intelligence: 

The theory of Emotional Intelligence was conceptualised by Salovey and Mayer (1990) and 

popularised by Goleman (1996). Emotional Intelligence enables a person to choose the best 

alternative or option in the shortest period possible. It also enables an individual to come up 

with solutions to problems within a very short time frame (Senge, 1990). Senge (1990) also 

links Emotional Intelligence to high levels of personal mastery. 



Emotional Intelligence is the ability to adaptively observe, comprehend, regulate and harness 

emotions in the self and others (Schune, Malouff, Simunek, McKenley & Hollander, 2002). 

Self-awareness and empathy (the skills needed in building successful organisations) are also 

concerned with Emotional Intelligence. Goleman (1996) describes self-awareness as being 

aware of one's mood and one's thoughts regarding that particular mood, giving non- 

judgemental, non-reactive attention to one's inner state. 

The ability to process emotional content influences the individual's ability to think, plan 

ahead and solve problems, and is a determinant in terms of the extent to which the person will 

use his or her potential mental abilities. Research indicates that optimised Emotional 

Intelligence distinguishes individual "star performers", and plays an important role in 

determining which organisations will outperform their competitors (Kapp, 2000). 

Organisaiional Factors 

Job Autonomy: 

Job Autonomy relates to increased feelings and perceptions of personal responsibility. It is 

defined as the degree to which the job provides substantial freedom, independence and 

discretion to the individual to schedule work and determine the procedures used in carrying it 

out (Hackman & Oldham, 1980). Feelings of lacking control over events (lack of Job 

Autonomy) have been identified as a source of life stress (Rodin, 1986). 

Job Autonomy has also been linked theoretically to job performance (Hackman & Oldham, 

1980), while direct relationships between autonomy and performance have been small and 

inconsistent (Fried & Ferris, 1987; Morgeson & Campion, 2003). It has been proved that 

those who reported high autonomy had lower emotional exhaustion in both high and low 

Emotion-Work type jobs (Wharton, 1993). When Job Autonomy is high, workers will view 

their work outcomes in terms of their own efforts, initiatives and decisions, rather than 

instruction of the supervisor or procedure (Marx, 1996). 

According to Marsh and Mannari (1 977) the higher the level of autonomy that the individual 

possesses, the lower it correlates with turnover. The degree of freedom and independence 

enjoyed by employees and their participation in planning and organising their work has an 

influence on organisational commitment (Bailyn & Lynch, 1983). 



Supervisor and Co-worker Support: 

Several studies have reported a positive association between Supervisor Support, Co-worker 

Support and satisfaction with one's work (Cummins, 1989; Ganster. Fusilier, & Mayes, 1986; 

LaRocco & Jones, 1978). Conceptualising support somewhat differently, one author found 

social integration to be predictive of job satisfaction (Cummins, 1989); whereas another 

found job satisfaction to be highest among employees whose off-the-job social circles 

consisted mainly of Co-workers (Hurlbert, 1991). 

Research has shown that when an employee has the perception that slhe works in a 

supportive working climate, it will be likely that slhe will experience more job satisfaction, 

lower stress, lower turnover intentions and even higher team performance (Cropanzano, 

Howes, Grandey, & Toth, 1997; Eisenberger, Cummings, Armeli, & Lynch, 1997; Howes, 

Cropanzano, Grandey, & Mohler, 1999). 

In the context of school educators, Co-worker Support, for example, sharing reflections, 

questions and plans, can make a difference to teacher Well-being (Dworkin, Haney, Dworkin 

& Telscher, 1990; Farber, 2000; Speilberger, Vagg & Wasala, 2003). King and Peart (1992) 

also found that educators who indicated good relationships with their colleagues tended to be 

highly satisfied with teaching. Dworkin et al. (1990) suggested that a tripartite support 

system, comprising administrative support, colleague support, and support from family and 

friends. is ideal. 

According to action theory and stress research (Frese & Zapf. 1994; Zapf, 2002). Job 

Autonomy (freedom in decision-making), and Supervisor and Co-worker Support, as well as 

their feedback, promote the performance of the service worker. Thus, Job Autonomy, 

Supervisor- and Co-worker Suppo~?, as well as feedback are predicted to have moderator 

effects in the relationship between emotional dissonance and negative Emotion Work 

consequences. 

From the discussion above it is clear that organisations are dependant on healthy workers. 

However, it is the organisations' responsibility to create a healthy working environment that 

will support employees' Well-being, job satisfaction and Engagement to prevent Burnout in 

the long-tern). 



The following research questions can be formulated based on the above-mentioned 

descriptions of the research problem: 

1.  How is the relationship between Emotion Work, individual factor (Emotional 

Intelligence), organisational factors (Job Autonomy, Supervisor and Co-worker 

Support) and Well-being conceptualised in the literature? 

2. How valid and reliable are the measures of Emotion Work, individuals factor 

(Emotional Intelligence), organisational factors (Job Autonomy, Supervisor and Co- 

worker Support) and Well-being in the Pretoria Region of the Gauteng Province? 

3. What is the relationship between Emotion Work, individual factor (Emotional 

Intelligence) and organisational factors (Job Autonomy, Supervisor and Co-worker 

Support) and factors of Well-being (Burnout and Engagement)? 

4. Which Emotion Work-, Emotional Intelligence- and organisational factors predict the 

Well-being of secondary educators in the Gauteng Province? 

1.2 RESEARCH OBJECTIVES 

Arising from the problem statement described above, the following general and specific aims 

are set for this research. 

1.2.1 General objectives 

The general objective of this research was to determine the relationship of Emotion Work and 

Well-being factors for secondary educators in the Pretoria region of the Gauteng Province. 

1.2.2 Specific objectives 

1 .  To conceptualise the relationship between Emotion Work, individual factor 

(Emotional Intelligence), organisational factors (Job Autonomy, Supervisor and 

Co-worker Support) and Well-being by conducting a literature review. 

2. To determine the validity and reliability of the measures of Emotion Work, 

individual factor (Emotional Intelligence), organisational factors (Job Autonomy, 

Supervisor and Co-worker Support) and Well-being in the Pretoria Region of the 

Gauteng Province. 



3. To determine the relationship between Emotion Work, individual factor 

(Emotional Intelligence) and organisational factors (Job Autonomy, Supervisor 

and Co-worker Support) and factors of Well-being (Burnout en Engagement). 

4. To determine which Emotion Work-, Emotional Intelligence- and organisational 

factors predict the Well-being of secondary educators in the Gauteng Province. 

1.3 RESEARCH METHOD 

This research, pertaining to the specific objectives, consists of two phases, namely a literature 

review and an empirical study. 

1.3.1 Literature review 

The literature review is conducted by making use of databases such as EBSCOHost, Emerald 

on-line, ERIC and Academic Search Premier. The results will be used to determine the 

relationship between the constructs in the form of a research article. A complete literature 

review regarding the following is obtained: the nature of Emotion Work, Emotional 

Intelligence, organisational factors and Well-being with special reference to secondary school 

educators. 

1.3.2 Empirical study 

Phase 2 consists of the empirical study and comprises the research design, the participants, 

the measuring battery and statistical analysis. It is designed to assist in achieving the research 

objectives. 

1.3.2.1 Research Design 

A cross-sectional survey design was used to reach the objectives of this research. Cross- 

sectional designs are used for simultaneously examining groups of subjects at various stages, 

while the survey describes a technique of data collection in which questionnaires are used to 

gather data about the identified population. This design is well suited for the descriptive and 

predictive functions associated with correlation research, whereby relationships between 

variables are examined (Shaughnessy & Zechmeister, 1997). 



1.3.2.2 Participants 

Stratified samples of 300 secondary school educators are taken from the Pretoria region in the 

Gauteng province. 

1.3.2.3 Measuring Battery 

The measuring battery will consist of questionnaires to test the emotional regulation process 

and will include measures to measure Emotion Work, Emotional Intelligence, individual and 

organisational factors and Well-being. 

Emotional Intelligence Scale (Schune et al. 1998) assesses perception, understanding, 

expression, regulation and harnessing of emotions in the self and others. The brevity of the 

scale and its accumulating reliability and validity evidence make this scale a reasonable 

choice for those who are seeking a brief self-report measure of global Emotional Intelligence. 

The model of Emotional Intelligence of Salovey and Mayer (1990) provides the conceptual 

foundation of the items used in this scale. A factor analysis of a larger pool of items 

suggested a one-factor solution of 33 items. The 33-item scale showed good internal 

reliability with two different samples. 

The measure also showed evidence of predictive validity, where college students' Emotional 

Intelligence scores predicted their end-of-the-year grade average. Validation studies in South 

African samples (Vosloo, 2005) indicated a six factor structure with alpha coefficients 

ranging from 0,54 to 0,73 in a university student sample and a five factor structure with alpha 

coefficients ranging from 0,58 to 0,85 in a nursing sample (Nel, 2005). The revised version 

of Austin, Saklofske, & Egan (2005) of the Emotional Intelligence Scale is used in this study 

because of the additional items and the use of more reversed items. 

The Utrecht Work Engagement Scale (UWES) (Schaufeli et al., 2002) is used to measure the 

levels of work Engagement of the participants. The UWES includes three dimensions, 

namely vigour, dedication and absorption, which is conceptually seen as the opposite of 

Burnout and is scored on a seven-point frequency-rating scale, varying from 0 ("never") to 6 

("every day"). The questionnaire consists of 17 questions and includes questions like "I am 

bursting with energy every day in my work"; "Time flies when I am at work" and "Mv job 



inspires me". The alpha coefficients for the three subscales varied between 0,80 and 0,91. The 

alpha coefficient could be improved (a varies between 0,78 and 0,89 for the three sub-scales) 

by eliminating a few items without substantially decreasing the scale's internal consistency. 

Storm and Rothmann (2003) obtained the following alpha coefficients for the UWES in a 

sample of 2 396 members of the South African Police Service: Vigour: 0,78; Dedication: 

0,89: Absorption: 0,78. Coetzer (2004) obtained among a sample of employees in an 

insurance company, the following alpha coefficients: Vigour (0,80); Dedication (0,87), and 

Absorption (0,69). The short version of the UWES-English forms is used in this study. 

Oldenburg Burnout Inventory (English version) (OBLI) is used to measure Burnout. 

Demerouti et al. (2003) have developed and offered initial construct validity and evidence for 

the Oldenburg Burnout Inventory (OBLI). The OBLI is based on a model similar to that of 

the Maslach Burnout Inventory (MBI); however, it features two scales, exhaustion and 

disengagement. The most current version of the OBLI features questions that have balanced 

positive and negative wording (Bakker, Verbeke, & Demerouti, 2004). 

The OBLI also features questions designed to assess cognitive and physical components of 

exhaustion (Halbesleben & Demerouti, 2005). Internal consistency of the OBLI is acceptable, 

with Cronbach's alpha scores ranging from 0.74 - 0.87; scores all above 0.70. Test-retest 

reliability scores significantly correlation from time I to 2. Factorial validity indicated a two- 

factor model (Disengagement and Exhaustion). Construct Validity was also proven using 

(SEM) Structural Equation Modelling (MacCallum, Wegener, Uchino & Fabrigar, 1993). 

F r a n e r t  Emotion Work Scale (FEWS) (Zapf et al., 1999) is based on the existing literature 

on Emotion Work, action theory and emotional regulation requirements. The subscales 

include: the requirement to express positive emotions, the requirements to express and handle 

negative emotions, the requirement to be sensitive to clients' emotions, and the requirement 

to show sympathy. Emotional regulation possibilities (control) and emotional regulation 

problems (emotional dissonance) were differentiated in this questionnaire. Scales showed 

satisfactory reliabilities. Exploratory and confirmatory factor analyses revealed minor 

problems with the discriminant validity of the scales within samples from a handicapped 

children's home (n=83), in the hotel business (n=l75) and employees working in call-centres 

(n=250). Construct validation studies showed that Emotion Work scales were both positively 



and negatively related with psychological health (Zapf et al., 1999). Scales that indicate 

requirements to express positive and negative emotions as Emotion Work are administered in 

this study. 

Organisational Factor Scale (This scale measures Job Autonomy. Supervisor and Co-worker 

Support). These constructs are measured with a self-developed questionnaire based on a 

literature review of the mentioned constructs and includes 12 items for example: "My 

supervisor shows empathy when I have to deal with dficult clients; The nature of the 

interpersonal relationships between my co-workers and I are positive and supportive"; and 

"I must constantly obtain permission before making decisions at work". Validity and 

reliability will be established in this study. 

1.3.2.4 Statistical Analysis 

The statistical analysis is carried out with the help of the SPSS-programme (Muijs, 2004). 

The SPSS-programme will be used to carry out statistical analyses regarding reliability, 

validity, construct equivalence and predictive bias of the measuring instruments, descriptive 

statistics, t-tests, analysis of variance, correlation coefficient, and canonical analysis and 

moderated multiple regression analysis. 

Prior to principal factor extraction, principal component extraction will be done to estimate 

the number of factors, the presence of outliers and the factorability of the correlation 

matrices. Descriptive statistics (means, standard deviations, skewness and kurtosis) will be 

used to describe the data. Cronbach alpha coefficients and inter-item correlations will be used 

to determine the internal consistency, homogeneity and uni-dimensionality of the measuring 

instruments (Clark & Watson, 1995). 

In terms of statistical significance, it was decided to set the value at a 95% confidence 

interval level @ S 0,05). Effect sizes (Steyn, 1999) will be used to decide on the practical 

significance of the findings. Pearson product-moment correlation coefficients will be used to 

specify the relationship between the variables. A cut-off point of 0,30 (medium effect) and 

0,5 (large effect) (Cohen, 1988) is set for the practical significance of correlation coefficients 

(Cohen, 1988). 



A multiple regression analysis is done to determine the percentage variance. A correlation 

can be better understood by determining R' (Cohen, 1988). The square of the correlation 

coefficient indicates the proportion of variance in any two variables. which is predicted by 

the variance in the other. 

1.3.3 RESEARCH PROCEDURE 

The measuring battery is compiled in the form of a questionnaire. A letter, including the 

motivation for the research and a discussion of the ethics and aspects, included, is given to all 

the school principles participating, requesting participation by the educators in 

questionnaires. Once the necessary approval was received, the battery was distributed by the 

principles to the educators to be completed. Once it was completed it was fetched and the 

data processed. 

1.4 CHAPTER DIVISION 

The chapters in this mini-dissertation are presented as follows: 

Chapter 2: Research article 

Chapter 3: Conclusions, limitations and recommendations. 

1.5 CHAPTER SUMMARY 

In this chapter, the problem statement and motivation for the research were discussed. The 

purpose of the research was formulated, the methodology of the research was outlined, and 

the methods used for the statistical analysis were described. 

A research article on secondary school educators' Emotional Intelligence, Well-being, Job 

Autonomy, Supervisor- and Co-worker Support, Burnout, Engagement, deep acting and 

surface acting will be presented in Chapter 2. 
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EMOTION WORK AND WELL-BEING OF SECONDARY SCHOOL EDUCATORS 

C.A VISSER 

C.S. JONKER 

ABSTRACT 

The objective of this study was to determine the relationship between emotion work (emotional labour), 

emotional intelligence, organisational factors (job autonomy, supervisor and co-worker support) and well-being 

(burnout and engagement) of secondary educators. A cross-sectional survey design was used. A non-probability 

convenience sample (n=257) was taken from educators in high schools from the Pretoria Region in the Gauteng 

Province. The Schune Emotional Intelligence Scale (SEIS), The Utrecht Work Engagement Scale (UWES), 

Oldenburg Burnout Inventory (English version) (OBLI), Scales from the Frankfurt Emotion Work Scales 

(FEWS), and the Organisational Factor Scale (OF) were administered. The Product-Moment regression 

coefficients showed exhaustion to be positively correlated to negative emotion work and mental distance, and 

negatively correlated to engagement, job autonomy and supervisor support. Engagement was positively related 

to mood regulation/optimism, emotion managementlsocial skills, supervisor support and co-worker support. The 

regression analysis showed that in the education profession, the presence of emotion work, supervisor support 

and mood regulationloptimism can predict a level of engagement. The presence of negative emotion work 

without supervisor support and a lack of job autonomy can predict exhaustion and without support from the 

environment or job resources negative emotion work reinforces mental distance. 

OPSOMMING 

Die doelwit van die studie was om die verband tussen emosie werk (emosie arbeid), welstand, emosionele 

intelligensie en organisatoriese faktore te bepaal wat handel oor die emosie werk van sekondere 

ondenvyseriesse. 'n Dwarsdeursnee-opnameontwerp is gebruik. Die deelnemers (n=257) was sekondere 

ondenvyseresse in die Pretoria streek, Gauteng provinsie. Die Schune-Emosionele-lntelligensieskaal (SEIS), die 

Utrecht Werk Verbintenis Skaal (UWES), Oldenburg Uithrandings-vraelys (OBLI) (Engelse weergawe). Skale 

van die Frankfurt Emosionele-Werk-skale (FEWS), Organisasie-faktor-skaal (OF) is afgeneem. Die Produk- 

moment regressie koeffisient het getoon dat uitputting positief korreleer met negatiewe emosie werk en geestes 

afstand. uitpuning het ook negatief korreleer met verbintenis, selfiesturende werk en opsigter ondersteuning. 

Verbintenis het positief gekorreleer met emosie regulasie/optimisme, emosie hestuurlsosiale vaardighede en 

opsigter en medewerker ondersteuning. Die regressie analiese het getoon dat, in die ondenvys professie, die 

teenwoordigheid van emosie werk, opsigter ondersteuning en emosie regulasieloptimisme verbintenis kan 

voorspel. Die teenwoordigheid van negatiewe emosie werk, sonder opsigter ondersteuning en 'n tekort a m  

selfbesturende werk, kan uitputting voorspel en sonder ondersteuning van die omgewing en die beskikbaarheid 

van werk hulpbronne. kan negatiewe emosie werk, geestes afstand voorspel. 



In a study of organisational behaviour, emotions were ignored and neglected due to 

organisational emphasis on rationality (Arvey, Renz, & Watson, 1998; Putman & Mumby, 

1993). According to Fineman, (1999; 2000) emotions seem to interfere with rationality and 

resulted in emotions that are constantly devalued in organisations and viewed to be out of 

place. Rationality is also preferred and revered, because it involves objectivity, order and 

cognition, while emotionality (or irrationality) is likened to bias and confusion (Putman & 

Mumby, 1993). 

The view that organisations are and should be rational has its traditions in the concept of 

bureaucracy. Bureaucracies, it is said, best function as rational, rule-bound structures, are 

logical, routine-bound and brought order to the workplace. As Ashforth and Humphrey 

(1995) point out, Weber's bureaucratic ideal involved dehumanising the workplace in order 

to eliminate emotional basics for example love, compassion and joy, whereas they believe 

that emotion should be viewed as purposeful and constructive. 

Emotions play just as significant a role in organisations as they do in life in general 

(Muchinsky, Kriek & Schreuder, 2003). Emotions are taken for granted in organising and 

working and it is essential to optimum functioning for members and their organisation 

(Fineman, 1993). Though, in organisations. emotions are constantly surrounded by the 

consistency of organising (Fineman, 1993) and it cannot be secluded from workplace 

behaviour. 

Emotions that are effectively managed can drive trust, loyalty and commitment as well as 

many of the greatest productivity gains, innovations and accomplishments of individuals, 

teams and organisations (Cooper, 1997). Emotions are also a vital contribution to the 

functioning of organisations (Ashforth & Humphrey, 1995). Thus, organisations are not 

emotion free, nor are workplaces emotion free zones. Emotionality was always present in 

organisational life, but was only hidden and made invisible (Gherardi, 1995). 

This perspective is parallel to that held by Albrow (1997), who asserts that organisations 

aren't just computers and meetings, but people's practices, encounters, capacities and 

aspirations uniformed in socialising. Nevertheless, the view remains that emotions are unruly, 



unwanted and need to be controlled or managed in the workplace to reduce unpredictability, 

and ensure rationality and order (Fulop & Linstead, 1999). 

In order to maintain a strong culture, Bate (1994) suggests that the organisation needs to take 

care of people, sometimes called 'tough love'; give people freedom, responsibility and 

autonomy in their workplace practices; ensure that employees have fun; provide personal 

gifts for high performance; and call to account, explicitly, the standards that are expected to 

be met. The conclusion can be drawn that emotional energy creates a sense of belonging, 

which, it is predicted, will maintain order and self-control and thus will enhance Well-being 

(Bate, 1994). 

Fulop and Linstead (1999) note that strong cultures do manage the emotions like love and 

affection, but also more negatively, manipulate the emotions of anger, jealousy and 

controversy. Either way, people within organisations become trapped by organisations that 

seek obedience, loyalty and identification with its mission and goals. 

Such expectations have been identified by researchers (Coser, 1974; Flam, 1993), who label 

such organisations as 'greedy', since these organisations attempt to secure complete loyalty 

from their members by making extraordinary demands on individuals, and use fear as the 

core emotional ingredient and will thus influence Well-being negatively. Emotion Work is 

thus an example of one form in which this organisational display rules occurs (Coser, 1974; 

Flam. 1993). 

Hochschild (1983) proposed that there are two strategies used in order to keep to the display 

rules: either surface acting by which only the emotional expression is manipulated in order to 

fulfil the job demands; or deep acting by which the feelings of the service worker are actively 

manipulated in order to fulfil the job demands (Ashforth & Humphrey, 1993; Ashforth & 

Tomiuk, 2000). 

The concept, Emotion Work, is found in the service sector, that is, all jobs with 

contactlinteraction with customers, patients, clients, students, children etc. (Zapf, 

2002), for example, flight attendants that have to treat (even impolite) guests in a 

friendly way, a nurse that has to show empathy towards a patient, a call centre agent 

that must express only favourable emotions, a kindergarten teacher that might express a 



variety of emotions from kindness to strictness and educators, that are commonly held 

to be wholehearted, enthusiastic, well organised, firm but fair. inspiring. motivating and be 

interested in the welfare of the pupils (Wragg, Maxwell, & Doust. 2000). 

One must remember that service sector encounters are never identical with different 

customers or even with the same customer at different times. Occupations can differ as well 

in complexity; for example the quality of service in a restaurant is easier to evaluate than the 

quality of a medical diagnosis (Zeithaml, 1981 ). 

Single short interactions between strangers are likely less intense in a shop, than in a hospital 

with patients remaining an entire week or longer. Inseparability is typically high for direct 

person-related service (human service) where the customer/client is the direct object of 

service (for example services provided by nurses, physicians, social workers and educators) 

and low for indirect person-related service where something pertaining to the customerlclient 

is the object of service (for example services provided by repair persons, salespersons and 

tellers) (Gross, 1983). 

Professional and literature writings also provide rich descriptions of the emotional lives of 

teachers (Blanchard & Ursula, 1996; Hargreavesi 1998; Kelchtermans, 1996; Kidder, 1989; 

Kozol, 1968); for example where teachers must provide moral support for personal problems. 

A teacher as a human tutor is also an emotional practitioner and has the responsibility that 

s h e  can influence a learner's emotions with their emotions, with the objective of improving 

hisher learning efficiency (Hargreaves, 2002). 

Important elements like positive emotions and sympathy are usually required in the teacher- 

human service profession (Gutek. 1997; Holman, 2003). Teachers are also expected to be 

engaged and involved in an emotionally-loaded situation, for example being sensitive to the 

emotions of students and displaying sympathy as well as displaying authenticity (positive or 

negative emotional displays) - expressing felt emotions towards students as an educational 

and academic principle to show students how their behaviour and emotional displays affect 

the emotions of others. 

It is also required that the teachers produce an emotional state in themselves and another 

person and these feelings influence how teachers experience as well as display their emotions 



(Rousmaniere, 1994). When teachers do not display or feel emotions that they are supposed 

to have, they also do Emotion Work (Connell, 1985; Hargreaves, 1994a, 1994b, 1998; 

Kelchtermans, 1996; Nias, 1989, 1996). 

From the above it is clear that Emotion Work in organisations will have an impact (positively 

or negatively) on organisations' and individual Well-being (Frost. 1999; Frost & Robinson, 

1999; Morris & Feldman, 1997). This happens when Emotion Work becomes dysfunctional, 

when for example, the expectations of a particular restriction are fulfilled (due to physical or 

resource limitations). Through this, hope and optimism will decrease and fewer emotions are 

shown towards clients. A second example is when the worker (educator) simply feels that the 

Emotion Work can lead to work-related maladjustment, such as depression, poor self- 

concept, anxiety, despair, and alienation (Winograd, 2005). 

As mentioned before, organisations consist of expectations of display rules, which include 

emotional expression or suppression, involve enhancing, faking and/or suppressing emotions 

to modify the emotional expression (Ekman & Friesman, 1975; Goffman, 1959; Hochschild, 

1983; Schneider & Bowen, 1984; Zapf, 2002). These display rules have been put in work 

roles and consist of what the employee should show to the publiclclient and what not (Best, 

Downey, & Jones, 1997; Hochschild, 1983); for example that teachers must remain neutral. 

objective and not to get too involved, when interacting with schoolchildren (Fischbach & 

Zapf, 2003). 

Research findings provide evidence that managing feelings of agitation is most predictive of 

feelings of Burnout and inauthenticity (Erickson & Riner. 2001). Confirmatory these display 

rules can be stressful and may result in Burnout (Hochschild, 1983). For educators Burnout 

involves subtle but progressive erosion of behaviour, attitude, health and spirit that eventually 

inhibits the individual's ability to function effectively at work (Cedoline, 1982). According to 

Maslach, Shaufeli, and Leiter, (2001) the exhaustion component of job Burnout relates to the 

basic individual stress aspect of Burnout, referring to feelings of being overextended and 

depleted of one's emotional and physical resources. 

Freudenburger (1974) concluded that human service workers appear to run the greatest risk 

of falling victim to the Burnout syndrome. Maslach (1982) also stated that dealing with 

people's demands requires a great deal of energy from the provider. Recipients (students) 



expect of their teachers to be patient, calm, understanding and compassionate. Teachers have 

to cope with the individual demands of their learners, while at the same time having to deal 

with large classes (Cherniss, 1980). 

An opposite concept from Burnout, which influences individual Well-being positively, is 

Engagement (Schaufeli, Bakker, Hoogduin, Schaap, & Kladler, 2001). The latter mentioned 

researchers also found that as people become fatigued from work, it can be positive, satisfied 

tiredness. Schutte. Toppinen. Kalimo and Schaufeli, (2000) define Engagement as an 

energetic state in which the employee is dedicated to excellent performance at work and is 

confident of hislher effectiveness. 

As mentioned, literature indicates that Engagement can make a person feel energised and 

generates positive feelings of Well-being (Shaufeli, et al.. 2001; Turner, Barling & 

Zacharatos, 2002). It seems that work could lead to illness, as well as good health. On the one 

hand work requires effort and is associated with negative feelings and lack of freedom. On 

the other hand work gives energy, enables development and generates positive feelings 

(Schaufli et al., 2001: Turner et al. 2002). 

Accordingly, Engagement is characterised by energy. involvement and efficacy. Schaufeli, 

Bakkar. Marques-Pinto, Martinez and, Salanova (2002) explain that vigour (opposite pole of 

mental exhaustion) is characterised by high energy levels, mental flexibility when working, 

willingness to exert effort into one's work and to persist even in the face of adversity; 

dedication (the opposite pole of cynicism) is related to enthusiasm, inspiration, pride, 

challenge and a sense of significance; and absorption refers to a state where time passes 

quickly and where the individual has difficulty in detaching him- or herself from work 

(Schaufeli et al. 2002). 

Other positive contributions Emotion Work have to Well-being, is when Emotion Work 

becomes satisfying. liberating, therapeutic and a beneficial experience. Since it can lead the 

worker to enhance hislher involvement actively, that is fundamentally meaningful and 

satisfying, for example in a therapeutic setting, Emotion Work leads to increased empathy 

and caring by the therapist (Yanay & Shahar, 1998). It appears that the effects of Emotion 

Work are significantly mediated by the individual's personal or social identity: the more the 

norms or values inherent in the work role have been internalised by the worker, the more 



likely Emotion Work will lead to a sense of personal Well-being (Ashforth & Humphrey, 

1993). 

To be in control of Emotion Work can also reveal to a sense of satisfaction with the work 

(Ashforth, & Humphrey, 1993; Tolich, 1993). It is also easy when one does surface acting, to 

fake in good faith (Rafaeli & Sunon, 1989). It is to internalise the spirit of the rules, so it is 

more likely to find Emotion Work appropriate and may enhance task effectiveness by 

regulating interactions (Ashforth & Humphrey, 1993). 

According to Grandey, (2000) (see Figure I) there are individual and organisational factors 

that influence Emotion Work (Ashforth & Humphrey, 1993; Morris & Feldman, 1996). The 

one individual factor for this research is Emotional Intelligence and the organisational factors 

include Job Autonomy. Supervisor and Co-worker Support. 

Situatinnal Cues I Emotional Reeulation Process I I Lone-term I 

Individual Factors 
Gender 
Emotional 
expressivity 
Emotional Intelligence 
Affectivity 
(NAIPA) 

\ Withdrawal behaviour 

Individual Well-being 
Burnout 
Engagement 
Job satisfaction 

Interaction 
Expectations 

Frequency 

Oreanisational Factors 
Job Autonomy 
Supervisor Support 
Co-worker Support 

(Emotion Labour)/Emotion Work  
Deep Acting: Modify Feelings 

Attention deployment 
Cognitive change 

Figure 1. Proposed conceptual framework of emotion regulation performed in the work setting 
(Grandey, 2000) 
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Emotional Intelligence 

The importance of Emotional Intelligence and Emotion Work has been stressed to contribute 

to employee career development and success (Ashforth & Humphrey, 1995; Callahan, 2000; 

Callahan & McCollum, 2002; Cherniss & Coleman, 2001; Fineman, 2000; Hochschild, 1979; 

Rafaeli, 1989; Rafaeli & Sutton, 1987; Salovey & Mayer, 1990). Significant contributions of 

Emotional Intelligence to companies (Ciarrochi, Forgas & Mayer, 2001) enhance 

psychological Well-being (Coleman, 1995; Saarni, 1999; Salovey & Mayer, 1990), predict 

reduced cases of depression (Martinez, 1997), greater optimism (Schutte, Malouff, Hall, 

Haggerty, Cooper, Golden & Dornheim, 1998) and greater life satisfaction (Ciarrochi, Chan 

& Caputi, 2000). These skills are crucial to one's career and are within the domain of 

employee development and performance. 

Mayer and Salovey (1997) view Emotional Intelligence as a multi-dimensional construct of 

four factors: verbal and non-verbal appraisal and expression of emotion; using emotions to 

assist in problem-solving; regulating one's own, as well as others' emotions; and promoting 

emotional growth using emotional knowledge. 

Though, one cannot merely use only the Emotional Intelligence framework to develop 

employees' ability with emotions, because there is an important element missing - that of 

context (Emotion Work). It is exceptionally complex to evaluate and interpret emotional 

expression without contextual knowledge, for one has no basis from which to understand why 

someone chooses to express a particular emotion. (Brotheridge & Grandey, 2002). 

Likewise, if one attempts to evaluate emotional behaviour of employees using only the 

framework of Emotion Work, there is also a crucial consideration missing-the emotional 

abilities of the employee. The employee's Emotional Intelligence may need assessment and 

improvement to perform the Emotion Work required in his or her job. The emotional 

requirements and the quality of a particular job as well as the employee's ability to manage 

emotions need to be considered together (Brotheridge & Grandey, 2002). 

Individual behaviour cannot be understood without an understanding of the context, as the 

two, Emotional Intelligence and Emotion Work are entwined. For example, to understand 

why a particular emotion is expressed at work, it is necessary to know about the event that 

triggered the emotional response as well as the history of that person and his or her situation. 



It is indispensable to explore both the person and the environment together to understand the 

person-environment transaction or the relationship between them (Briner, 1999). 

In other words, Emotional Intelligence and Emotion Work function together. For example, 

when secondary educators work in a service sector, effectively understand, realise and 

expresses emotions in the workplace, their Emotional Intelligence gives them the 

foundational ability to perceive the display rules of their workplace and learn about emotions 

in their particular context to perform the necessary Emotion Work. Social settings are 

manuscripts from which people learn lessons about themselves and others in a hidden 

training course (Hayes & Flannery, 2000). Thus, the emotional display rules (Hochschild, 

1979) guiding emotional expression is learned within an employee's particular work context. 

For a manager to have the Emotional Intelligence to monitor his or her emotional expression, 

s h e  must be attentive of what emotions are expected, suitable, and improper in a given 

context. The concepts of Emotional Intelligence and Emotion Work overlap, because 

management of emotions necessitates the intelligence to recognise, become skilled at, and 

regulate behaviour as required. In other words, Emotional Intelligence is having the skill, 

whereas Emotion Work is acting upon that skill (Fabian, 1999). 

Emotional Intelligence is also considered a potential for learning skills like self-knowledge 

and understanding, motivation, self-regulation, compassion, skill and aptitude in relationships 

(Goleman, 1998). The conclusion can be drawn that Emotional Intelligence can lead to 

increased Engagement, because one will be able to motivate oneself and decrease Burnout, 

because one will recognise negative emotions more, capture it and know how to manage it. 

Job Autonomy 

Job Autonomy has been linked theoretically to job performance (Hackman & Oldham, 1980). 

Wharton (1993) found that a range of work factors including Job Autonomy, tenure, and 

working hours influenced the incidence of emotional exhaustion. 

Other factors associated with emotional exhaustion include interactions with the customer, 

self-perceptions of inadequate skills, high workloads, lack of variety of work tasks and low 

promotional opportunities; importantly, the support and help of team leaders was associated 

with lower emotional exhaustion (Deery, iverson, & Walsh, 2002). 



The first requisite for Autonomy behaviour is the individual's decision to take responsibility 

for hisher own life and not let other decide instead. Autonomous conduct is identified by the 

individual's determination to set and prioritise hisiher goals, by the persistence and coherence 

in hisiher commitment to those goals and by consistency with the use of the most appropriate 

means. According to Alwright and Lenzuen (1997) teachers may be threatened and their self- 

esteem may be affected if they are asked to identify a problem in their own work. 

Thus, Job Autonomy can have positive effects on Well-being, if the person feels adequate in 

his work skills, has a balance workload, does not have a lack of variety of work tasks and 

knows there are opportunities for promotion and thus experiencing it positively (Deery, 

Iverson, & Walsh, 2002). Thus, the organisation must make sure that the afore-mentioned is 

in place in an organisation, to start motivation. On the other hand, Job Autonomy cannot 

function alone, without support from supervisors and co-workers. 

Supervisor and Co-worker Support 

Supervisors and co-workers are just as important as a source for social/emotional and 

instrumental support. The opportunity to interact with co-workers as part of daily work, 

during breaks and after work hours forms the foundation of social/emotional support 

(Cooper, & Cartwright, 1997; Johnson, & Hall, 1988). 

There is a variety of strategies that organisations can use to enhance support among workers, 

including: offering to further professional development and education that enhances 

communication between workers (Pidd, et al., 2004), supervisor encouragement of informal 

mentoring, establishing informal forums where workers can talk about work practice (for 

example, lunchtime meetings), arranging formal scheduled support sessions with co-workers 

and 1 or managers and supervisors organising scheduled sessions, are a few strategies to 

ensure that workers have the opportunity to access support, guidance and direction - 

especially from supervisors (Maslach, 1982). 

According to action theory and stress research (Frese & Zapf, 1994; Zapf, 2002), Job 

Autonomy (flexibility in decision-making), together with Supervisor- and Co-worker Support 

as well as their feedback, promote performance of the service worker. 



The impact of organisational support extends beyond the immediate effect of ensuring that 

workers have the required resources, and that they are not experiencing high levels of stress 

or dissatisfaction. The perception that an organisation values their contributions and Well- 

being can have a powerful effect on workers' attachment and commitment to the organisation 

(Eisenberger, Huntington, Hutchinson, & Sowa, 1986; Rhoades, & Eisenberger, 2002). 

Supervisors can also provide social and emotional support. This is focused on meeting 

workers' needs to feel valued, cared for, respected and liked. Support can also be considered 

in terms of the roles, responsibilities and tasks that workers perform. Instrumental support 

involves providing practical and concrete assistance with key tasks and responsibilities 

(House, 1981; Cohen, & Wills, 1985). Support from managers and supervisors are 

particularly important. This is due to their status in the organisation and capacity to influence 

working conditions (Fenlason, & Beehr, 1994; Beehr, King, & King, 1990). 

Supervisors have the power to manage role stressors (workload, role ambiguity, role 

conflict), ensure that sufficient resources are available and provide effective performance 

monitoring (for example, maintaining regular contact, providing constructive, positive 

feedback, timeously monitoring, reacting to problems with understanding and help) 

(Amabile, Schatzel, Moneta, & Kramer, 2004). 

Negative behaviours that can detract from Supervisor Support include: Poor problem-solving 

(for example, avoiding solving problems, creating problems), ineffective performance 

monitoring (for example, overly frequent monitoring, lack of understanding of worker's 

capacities, providing non-constructive, negative feedback, spending too much time checking 

on progress (for example, long team meetings), lack of interest in workers' ideas or work), 

inappropriate or unclear roles and objectives (for example, creating time pressure, 

inappropriate / unfair assignment of tasks, frequently changing assignments or objectives and 

providing instructions that conflict with other management directions) (Amabile et al., 2004). 

It is evident that organisations are dependent on their employees and that organisations will 

not be as productive if the Well-being of their employees is not healthy functioning. 

Employees in the human service sector (especially school educators) find themselves in 

positions of being educational, emotion mentors (Hargreaves, 1998) and thus execute in 

Emotion Work where Well-being can be decreased or increased by Burnout and Engagement, 



respectfully. Individual and organisational factors were also discussed, that can influence 

Emotion Work (Grandey, 2000) and these factors need to enjoy more attention for employees 

to he healthier and to engage in their work efficiently. 

The aim of this study was to conceptualise and determine the relationship between Emotion 

Work, the individual factor (Emotional Intelligence), organisational factors (Job Autonomy, 

Supervisor and Co-worker Support) and factors of Well-being (Burnout and Engagement) to 

determine the variance that Emotion Work, Emotional Intelligence and organisation factors 

predict in the experience of Well-being (Burnout and Engagement). 

RESEARCH METHOD 

Research design 

A cross-sectional survey design was used to reach the objectives of this research. Cross- 

sectional designs are used for simultaneously examining groups of subjects at various stages, 

while the survey describes a technique of data collection in which questionnaires are used to 

gather data about the identified population (Burns & Grove, 1993). This design is well suited 

for the descriptive and predictive functions associated with correlation research, whereby 

relationships between variables are examined (Shaugnessey & Zachmeister, 1997). 

Study population 

The sample was taken from high school educators in a school environment. Non-probability 

samples (n=257) were taken form high schools in the Pretoria Region of the Gauteng 

Province. 

Table 1 

Characteristics of the Study Population (n = 257) 

ltrm Catrzory Frrgurncy Ptrtrntser 

Gender Male 63 25.3 

Female 194 75.5 

Age 20-30 62 24,l 

31-40 78 30,3 

41-50 7 1 27,s 

51-60 43 16.7 

61-63 3 I,2 

Race White 218 84,s 



African 35 13.6 

Coloured, I n d m ,  Other 4 1.6 

Language Afrikaans 155 60.3 

English 68 26.5 

Atitcan 34 13.4 

Highest Qualifieatmn obtamed Lower than Grade 10 I 0.40 

Grade I I (Std 9) I 4.0 

Grade I2 (Sld 10) 2 0,s 

Technlkon Diploma I 1  4,20 

Technical College Dtplorna 4 5.40 

UniversQ Degree 124 48,2 

Post-graduate Degree 79 9,7 

Other - spec<@ 25 9,7 

According to Table I, the participants were predominantly female (75,5%). Furthermore, the 

sample consisted of White (84,8%), African (13.6%) and Coloured (1,6%) participants of 

which 60,3% were Afrikaans and 26,5% English speaking. The languages Sepedi, Sesotho, 

Setswana, Tshivenda, iniNdebele, isiXhosa and isiZulu made up a representation of 13,4%. 

48,2 % of the participants consists of a university degree, and 9,7% of the participants had a 

post-graduate degree. Only 4,4% of the participants did not possess a Grade 12 Certificate, 

while 9,6% possessed a Technical College Diploma or Technicon Diploma. 

Measuring battery 

The measuring battery will consist of questionnaires to test the emotional regulation process 

and will include measures to measure Emotion Work, Emotional Intelligence, individual and 

organisational factors and Well-being. 

Ernolionu1 Intelligence Scale (Schune et al. 1998) assesses perception, understanding, 

expression, regulation and harnessing of emotions in the self and others. The brevity of the 

scale and its accumulating reliability and validity evidence makes this scale a reasonable 

choice for those who are seeking a brief self-report measure of global Emotional Intelligence. 

The model of Emotional Intelligence of Salovey and Mayer (1990) provides the conceptual 

foundation of the items used in this scale. A factor analysis of a larger pool of items 

suggested a one-factor solution of 33 items. The 33-item scale showed good internal 

reliability with two different samples. 



The measure also showed evidence of predictive validity, where college students' Emotional 

Intelligence scores predicted their end-of-the-year grade average. Validation studies in South 

African samples (Vosloo, 2005) indicated a six factor structure with alpha coeff~cients 

ranging from 0,54 to 0,73 in a university student sample and a five factor structure with alpha 

coefficients ranging from 0,58 to 0,85 in a nursing sample (Nel, 2005). The revised version of 

Austin, Saklofske, & Egan (2005) of the Emotional Intelligence Scale is used in this study 

because of the additional items and the use of more reversed items. 

The Utrecht Work Engagement Scale (UWES) (Schaufeli et al., 2002) is used to measure the 

levels of work Engagement of the participants. The UWES includes three dimensions, 

namely vigour, dedication and absorption, which is conceptually seen as the opposite of 

Burnout and is scored on a seven-point frequency-rating scale, varying from 0 ("never") to 6 

("every day"). The questionnaire consists of 17 questions and includes questions like "I am 

bursting with energy eveiy day in my work"; "Time Jies when I am at work" and "My,iob 

inspires me". The alpha coefficients for the three subscales varied between 0,80 and 0,91. The 

alpha coefficient could be improved (a varies between 0,78 and 0,89 for the three sub-scales) 

by eliminating a few items without substantially decreasing the scale's internal consistency. 

Storm and Rothmann (2003) obtained the following alpha coefficients for the UWES in a 

sample of 2 396 members of the South African Police Service: Vigour: 0,78; Dedication: 

0,89; Absorption: 0,78. Coetzer (2004) obtained among a sample of employees in an 

insurance company, the following alpha coefficients: Vigour (0,80); Dedication (0,87), and 

Absorption (0,69). The short version of the UWES-English forms is used in this study. 

Oldenburg Burnout Inventory (English version) (OBLI) is used to measure Burnout. 

Demerouti, Bakker, Kantas, & Vardakou (2003) have developed and offered initial construct 

validity and evidence for the Oldenburg Burnout Inventory (OBLI). The OBLI is based on a 

model similar to that of the Maslach Burnout Inventory (MBI); however, it features two 

scales, exhaustion and disengagement. The most current version of the OBLI features 

questions that have balanced positive and negative wording (Bakker, Demerouti, & Verbeke, 

2004). 

The OBLI also features questions designed to assess cognitive and physical components of 

exhaustion (Halbesleben & Demerouti, 2005). Internal consistency of the OBLI is acceptable, 



with Cronbach's alpha scores ranging from 0.74 - 0.87; scores all above 0.70. Test-retest 

reliability scores significant correlations from time 1 to 2. Factorial validity indicated a two- 

factor model (Disengagement and Exhaustion). Construct Validity was also proven using 

Structural Equation Modelling (SEM) (MacCallum, Wegener, Uchino & Fabrigar, 1993). 

Frankj'iurt Emotion Work Scale (FEWS) (Zapf, Isic, Mertini, Seifert, & Vogt, 1999) is based 

on the existing literature on Emotion Work, action theory and emotional regulation 

requirements. The subscales include: the requirement to express positive emotions, the 

requirements to express and handle negative emotions, the requirement to be sensitive to 

clients' emotions, and the requirement to show sympathy. Emotional regulation possibilities 

(control) and emotional regulation problems (emotional dissonance) were differentiated in 

this questionnaire. Scales showed satisfactory reliabilities. Exploratory and confirmatory 

factor analysis revealed minor problems with discriminant validity of the scales within 

samples from a handicapped children's home (n=83), in the hotel business (n=175) and 

employees working in call-centres (250). Construct validation studies showed that Emotion 

Work scales were both positively and negatively related with psychological health (Zapf et 

al., 1999). Scales that indicate requirement to express positive and negative emotions as 

Emotion Work are administered in this study. 

Organisational Factor Scale (This scale measures Job Autonomy, Supervisor and Co-worker 

Support). These constructs are measured with a self-developed questionnaire based on a 

literature review of the mentioned constructs and includes 18 items, for example: "My 

supervisor shows empathy when I have to deal with difficult ciienis; The nature of the 

interpersonal relationships between my co-workers and I are positive and supportive"; and 

"I must constantly obtain permission before making decisions at work". Validity and 

reliability will be established in this study. 

Statistical Analysis 

The statistical analysis is carried out with the help of the SPSS-programme (Muijs, 2004). 

The SPSS-programme will be used to carry out statistical analysis regarding reliability, 

validity, construct equivalence and predictive bias of the measuring instruments, descriptive 

statistics, t-tests, analysis of variance, correlation coefficients, and canonical analysis and 

moderated multiple regression analysis. 



Prior to principal factor extraction, principal component extraction will be done to estimate 

the number of factors, the presence of outliers and the factorability of the correlation 

matrices. Descriptive statistics (means, standard deviations. skewness and kurtosis) will be 

used to describe the data. Cronbach alpha coefficients and inter-item correlations will be used 

to determine the internal consistency, homogeneity and uni-dimensionality of the measuring 

instruments (Clark & Watson, 1995). 

In terms of statistical significance, it is decided to set the value at a 95% confidence interval 

level (p < 0,05). Effect sizes (Steyn, 1999) will be used to decide on the practical significance 

of the findings. Pearson product-moment correlation coefficients will be used to specify the 

relationship between the variables. A cut-off point of 0,30 (medium effect) and 0,5 (large 

effect) (Cohen, 1988) is set for the practical significance of correlation coefficients. 

A multiple regression analysis is done to determine the percentage variance. A correlation 

can be better understood by determining R~ (Cohen, 1988). The square of the correlation 

coefficient indicates the proportion of variance in any two variables, which is predicted by 

the variance in the other. 

RESULTS 

The descriptive statistics and Cronbach alpha coefficients of the FEWS. SEIS, OF, UWES 

and OBLI are given in Table 2. 

Table 2 

Descriptive Statistics, Alpha Coe@cients of the FEWS, SEIS, OF, UWES and OBLI (n=257) 

Item Mean SD Skewnes Kurtosis a 

Emotion Work - (FEWS) 

Negative Emotion Work 24.32 5,30 -0 , l l  -0,32 0.76 

Positive Emotion Work 33,68 4,5 1 -0,89 2,14 0.71 

Emotional Intelligence - (SEIS) 

Mood Regulation Optimism 39,67 6,41 0,49 0,08 0,76 

Emotion Management Social Skills 29.87 6,32 -0,76 0,27 0,67 

Emotion Appraisal 29,56 6,80 0,56 -0.19 l i  78 



Emotion Detachment 17,70 5,33 -0,18 -0,08 0.53 

Organisational Factors - (OF) 

Job Autonomy 13,36 4,25 0,04 -0,43 0.68 

Supervisor Supp 29,28 8,57 -0,84 0,70 0,89 

Co-worker Supp 25,79 6.37 -0,93 1,40 0.90 

UWES 

Engagement 26.88 8,21 -0,67 0,86 0.93 

OLBl 

Exhaustion 13,80 3,26 -0,ZO -0,30 0,82 

Mental Distance 16,74 3,86 -0,ZO -0,37 0,76 

It is evident from Table 2, that most of the scales of the measuring instruments have 

relatively normal distributions, with low skewness and kurtosis, except for Positive Emotion 

Work with a kurtosis of 2,14. The Cronbach alpha coefficients of all the measuring 

instruments are considered to be acceptable compared to the guidelines of a> 0,70 (Nunnally 

& Bernstein, 1994) except for the alpha coefficients of the following scales: Emotion 

Management Social Skills, Emotion Detachment and Job Autonomy, which are below the 

accepted 0,70 guideline. It therefore appears as if most of the measuring instruments have 

acceptable levels of internal consistency. 

A principle component analysis that was carried out on the 41 items of the revised SEIS 

showed 13 factors, explaining 63% of the total variance. However, according to the scree plot 

and literature, it was decided to extract four factors. A principle component analysis with an 

obliman rotation was performed. The four factors explained 35% of the variance and were 

named: mood regulatiordoptimism, emotion managementkocial skills, emotion appraisal and 

emotion detachment. Examples of questions in the SEIS are: "I know when to speak about my 

personalproblems to others" and "Ijind it dfjicult to understand the non-verbal messages of 

other people." 

The results of the factor analysis on the SEIS are shown in Table 3. Loading of variable on 

factors, communalities and percent variance is shown. Variables are ordered and grouped by 

size of loadings to facilitate interpretation. Labels for each are suggested in a footnote. 



Table 3 .  

Factor Loadings, Communalities (h2),  Percentage Variance and Co-Variance for Principle 

Factor Extraction and Varimax Rotation on Emorional InfeIIigence Scale items 

Item FI F2 F3 F4 hi 

2. When 1 am faced with obstacles, I remember times when 1 faced 0.41 0.00 0.00 0.00 0.64 
similar obstacles and overcame them. 
Some of the major events of my life have led me to re-evaluate what is 
important and not important 
When I experience a positive emotion, I know how to make it last. 

I arrange events others enjoy. 

I seek out activities that make me happy 

When I am in a positive mood, solving problems is easy for me 

1 motivate myrelf by imagining a good outcome to tasks I take on. 

When another oerson tells me about an imoortant event in his or her 
life, I almost feel as though I have experienced the event myself. 
When I feel a change in emotions. I tend to come up with new ideas. 

I help other people feel bener uhen they are down 

I use good moods to help myrelf keep hying in the face of obstacles. 

I generally don't expect good things to happen. 

I have linle interest in the impression I make on others. 

I often don't know why my emotions change 

I find it hard to conhol my emotions. 

People have told me that I am difficult to talk to. 

When I am faced with a challenge, I give up because I believe I will 
fail. 
I find it hard to make close friendships. 

I generally expect to fail when I try something new. 

I find it hard to understand the non-verbal messages of other people 

I sometimes can't tell whether someone I am conversing with is 
serious or joking. 
I quite onen misread what is going on in social situations. 

I tend to misread people's facial expressions 

It is difficult for me to understand why people feel the way they do 

I am aware ofthe non-verbal messages other people send. 

I know what other people are feeling just by looking at them 

My mood has linle effect on how I deal with problems. 

When trying to solve a problem in my life. I find it helpful to be as 
unemotional as possible. 
I prefer to keep my emotions private. 

I don't believe that my emotions give any help in coming up with new 
ideas. 
I don't find that being in a positive mood helps me come up with new 
ideas. 
Emotions don't play a big pan in how I deal with problems. 

F1 Mood Regulation/Optimism F2 Emotion Managemenr/Social Skill F3 Emotion Appraisal F4 Emotion Detachment 



The four extracted factors accounted for 63% of the total variance in the data. The cut-off 

value of 0,30 was set for inclusion of a variable in the interpretation of a factor. 

Items loading on the first factor relate to the regulation of mood and the use of optimism. It 

deals with the use of emotion to promote optimism and regulate mood to use it for the benefit 

of the self and other. Emotions are utilised to solve problems or to overcome obstacles. 

The second factor deals with the management of emotions and social skills. It deals with the 

skill of management of emotions; to enhance positive behaviour and deal with negative 

situations. It also deals with the extent to use emotions to establish social relationships. 

The third factor relates to the assessment or appraisal of emotions. It deals with the successful 

appraisal of emotions in the self and others (verbally and non-verbally). 

The fourth factor relates to the detachment and non-recognition of emotion. It deals with the 

extent to which a person is in touch with hislher own emotions. 

A principle component analysis was conducted on the 16 items of the OBLI. Analysis of 

eigen values larger than one and the scree plot indicated that two factors should be extracted. 

A principle components analysis with an oblimin rotation was then performed. The two 

factors with eigen values larger than one that were extracted, explained 67% of the variance. 

The two scales were named exhaustion and mental distance, for example "There are days 

when Ifeel tired before I arrive at work" and "Lately, I tend to think less at work and do my 

job almost mechanically". 

A principle component analysis was conducted on the 9 items of the UWES and showed one 

factor explaining 71 % of the total variance. It was decided to extract one factor by using an 

oblimin rotation that also explained 71% of the total variance (i.e. "When I am working, I 

forget everything else around me" and "I am bursting with energy in my work"). 

A principle component analysis was conducted on the 18 items of the OF: Analysis of eigen 

values larger than one indicated four factors explaining 66% of the total variance but the 



scree plot showed a sharp break after the third factor. It was decided to extract 3 factors on 

the grounds of the compilation of the questionnaire containing items to measure Job 

Autonomy, Supervisor and Co-worker Support and results from the scree plot. Three factors 

were then extracted by using an oblimin rotation that explained 62% of the total variance. 

The three factors were labelled: Job Autonomy (i.e. "To what extent do you decide on your 

own how to go about your work."), Supervisor Support (i.e." My supervisor supports me in 

decisions regarding my task performance'> and Co-worker Support (i.e. "I feel liked and 

valued by my co-workers."). 

A principle component analysis that was carried out on the 20 items of the selected FEWS 

scales (display of positive emotions, display of negative emotions, demands for sensitivity 

and emotional dissonance) showed 6 factors, which explained 53% of the total variance. Six 

factors with eigen values larger than one were obtained. However, the scree plot showed a 

sharp break after the second factor and it was decided to extract two factors. A principle 

components analysis with an oblimin rotation was then performed. The two factors explained 

38% of the variance and were labelled Positive Emotion Work and Negative Emotion Work 

for example: "How ofen in your job do you have to display pleasant emotions towards 

clients fie.  friendliness or kindness)" and "How ofen do you have to display superficial 

negative feelings towards clients (i.e. super$cial strictness)". 

The product-moment correlation coefficients between Emotion Work, Emotional 

Intelligence, organisational factors (Job Autonomy, Supervisor and Co-worker Support) and 

Well-being (Burnout and Engagement) are given in Table 4. 



Table 4 

Correlation Coefficients belween FEWS, EL, OF, UWES and OBLI (n= 257) 

Item 1 2 3 4 5 6 7 8 9 10 11 12 

I. Exhaustion 

2. Mental Distance 0,98** 

3. Engagement -0,s 1 ** -0,SO" 

4. Positive Emotion Work 0,08 0,12 0.28 

5. Negative Emotion Work 0,36*+ 0,40*' -0,25* 0.18 

6. Mood Regulation Optimism -0,18 -0,16 0.36" 0.02 -0,16 

7. Emotion Management Social Skills -0,Z 1 -0.19 0,30" 0,23 -0,06 0.27 

8. Emotion Appraisal -0,06 -0.06 0.19 0.20 0.07 0,25 0,51*) 

9. Emotion Detachment -0.00 0,02 -0.10 0.05 0.06 -0,06 0,13 

10. Job Autonomy -0,3 1 *+ -0,31*' 0,23 0,03 -0.23 -0.01 0,26 

11. Supervisor Support -0,32*+ -0,32*' 0,61**' 0.19 -0.14 0.25 0,59 

12. Co-worker Support -0,19 -0.17 0,44*' 0,30' -0,08 0.75 0.26 

*p s 0,05 - statistically significant 

+r > 0,30 - practically significant (medium effect) 

++r > 0.50 -practically significant (large effect) 



According to Table 4 all of the following that is going to be discussed, is statistically and 

practically significant. Exhaustion is negatively correlated with Job Autonomy. Supervisor 

Support (medium effect) and Engagement (large effect), while positively correlated with 

Negative Emotion Work (medium effect) and Mental Distance (large effect). Mental Distance 

is negatively correlated (medium effect) with Job Autonomy and Supervisor Support and 

Engagement and positively correlated with Negative Emotion Work (medium effect). 

Engagement is positively correlated to Mood Regulation/Optimism, Emotion 

ManagementlSocial Skills, Co-worker Support (medium effect) and Supervisor Support 

(large effect). Emotion ManagementlSocial Skills is positively correlated to Emotion 

Appraisal (large effect) and lastly Supervisor Support is positively correlated to Co-worker 

Support (medium effect). 

The results of a multiple regression analysis with Engagement (as measured by the UWES) as 

dependent variable and Positive Emotion Work, Negative Emotion Work (as measured by 

subscales of the FEWS), Mood RegulationIOptimism, Emotion ManagementLSocial Skills, 

Emotion Appraisal, Emotion Detachment (as measured by the SEIS), Job Autonomy, 

Supervisor Support, Co-worker Support (as measured by the OF) as independent variables 

are reported in Table 5. 



Table 5 

Multiple Regression Analysis with Engagement as Dependent Variable 

Model 

I (Constant) 

Posltlve Emo lm Work 

2 (Constant) 

Posmvc Emotmn Wark 

Negatwc Emarton Wark 

3 (Conrtant) 

Posmve Emotran Work 

Negatwc Emotm Work 

Mood Regulatton Optmusm 

4 (Constant) 

Posltwe Emotion Work 

Negatwe Emot~on Wark 

Mood Regulatton Optmusm 

Emotion Management Sacial 
Skdls 

5 (Constant) 

Posmve Ernofmn Work 

Negatwe Emolm Work 

M w d  Regulatm Optmsrn 

Ematmn Management Saclal 
SLllls 

Emouon Appraisal 

6 (Constant) 

Paamve Ernot~on Wok  

Negative Emotmn Work 

M w d  RegulatlodOptlmwn 

Emotran Management Socd  
Skllls 

Emotm Appraisal 

Emotm Detachment 

7 (Constant) 

Pos~tweEmouon Work 

Negatrve Emotm Work 

M w d  Regulatmn Optlmlsm 

Emotion Management Social 
Skdls 

Emotion Appraisal 

Emotion Detachment 

Job Autonomy 



8 (Constant) 

Posltwe E m o t m  Work 

Negatwe E m a t m  Work 

Mood Regularlon Opl!rn!rm 

Emotion Management Soclal 
Skdlr 

Emotion Appraisal 

EmoLton Detachment 

Job Autonomy 

Supervtsar Support 

9 (Constant) 

Posmve Ernotmn Work 

Negauve Emot~on Work 

Mood Regulation Opllmnm 

Emollon Management Soclal 
Skdlr 

Emotmn Appralral 

Emotton Detachment 

Job Autonomy 

Supencsor Suppon 

Co-worker Su~wrt  

Table 5 shows that Positive Emotion Work (which was entered in the first step), predicted 9% 

of the total variance of Engagement (F = 24,13,p < 0,OI). The inclusion of Negative Emotion 

Work (in step 2) resulted in an increase of 9% (F =26,12, p < 0,OI) of the variance explained. 

Emotion Work thus predicted 18 % of the total variance in Engagement. Mood Regulation 1 

Optimism (in step 3) resulted in an increase of 6% of the variance explained. The inclusion of 

Emotion ManagemenUSocial Skills, Emotion Appraisal and Emotion Detachment did not 

lead to significant changes. The inclusion of Supervisor Support (in step 8) resulted in an 

increase of 20% (F = 29,20, p< 0,Ol) of the variance explained. Job Autonomy and Co- 

worker Support did not lead to significant changes in the percentage of variance in 

Engagement explained. Furthermore, Table 5 shows that the standardised regression 

coefficients were strong for Positive Emotion Work, Negative Emotion Work, Mood 

RegulationIOptimism and Supervisor Support compared to Emotion ManagemenUSocial 

Skills, Emotion Appraisal, Emotion Detachment, Job Autonomy and Co-worker Support. 

The results of a multiple regression analysis with Exhaustion (as measured by the OBLI) as 

dependent variable and Positive Emotion Work, Negative Emotion Work (as measured by the 

FEWS), Mood Regulation/Optimism, Emotion ManagemenUSocial Skills, Emotion 



Appraisal, Emotion Detachment (as measured by the SEIS), Job Autonomy, Supervisor 

Support, Co-worker Support (as measured by the OF) as independent variables are reported 

in Table 6. 

Table 6 

Multi Regression Analysis with Exhaustion as Dependent Variable 

Model Non-standardised Standardised 1 P F R I? AF? 
Cwff~icients Coefficients 

I (Constant) 

Positive Emotion Wark 

2 (Constant) 

Posltwe Emotion Work 

Negative Emotion Work 

3 (Constant) 

Posttwe Emotion Work 

Negative Emotmn Work 

Mood Regulation 
Optimlsm 

4 (Constant) 

Positive Emotion Work 

Negative Emotion Work 

M w d  Regulation 
Optimism 

Emotion Management 
Social Skills 

5 (Constant) 

Positive Emotion Work 

Negative Emotion Work 

Mood Regulation 
Optimwn 

Emotion Management 
Social Skills 

Emotion Appraml 

6 (Constant) 

Positive E m o t m  Wark 

Negatwe Emotion Work 

Mwd Regulation 
Optlmism 

Emotm Management 
Social Skills 

Emotion Appraisal 

Emotion Demhment 

7 (Constant) 

Positive Emotion Work 

Negative Emotmn Work 

Beta 

0,08 

0.01 

0,36 

0.03 

0.34 

-0.12 

0.07 

0.33 

-0.08 

-0.18 

0,07 

0.32 

-0.83 

-0.20 

0.04 

0,072 

0.32 

-0,08 

-0,20 

0.04 

0.01 

0.07 

0.26 

47 



Mood Regulatmn 
Optimism 

Emotion Management 
Scad Skills 

Emotion Appratsal 

Emotion Detachment 

Job Autonomy 

8 (Constant) 

Positive Emot~on Work 

Negative Emotion Work 

Mood Regulation 
Optlmlsm 

Emotmt Management 
Softal Skdls 

Emotion Appraisal 

Emot~on Detachment 

Job Autonomy 

Supervisor Support 

9 (Constant) 

Positive Emotion Work 

Negative Emotion Work 

Mwd Regulation 
Optimtsm 

Emotion Management 
Social Skills 

Emotion Appratsal 

Emot~on Detachment 

lob Autonomy 

Supervcsor Suppon 

Co-worker Suppon -0.00 0.03 -0,Ol -0.10 0.93 

*p co.0 I 

Table 6 shows that Positive Emotion Work (which was entered in the first step), predicted 1% 

of the total variance of Exhaustion (F = 1,46, p > 0,01). The inclusion of Negative Emotion 

Work (in step 2) resulted in an increase of 12% of the variance explained. The inclusion of 

Mood Regulation/Optimism, Emotion ManagementJSocial Skills, Emotion Appraisal, and 

Emotion Detachment did not lead to a significant increase in the percentage of variance in 

Exhaustion explained. Adding Job Autonomy (in step 7) and Supervisor Support (in step 8) 

to the prediction, statistically-significantly increased the R2 (Job Autonomy: AR2= 0.04) and 

Supervisor Support: AR'= 0,04). The inclusion of Co-worker Support in the last step (step 9) 

did not lead to a significant change in the percentage of variance explained. Furthermore, 

Table 6 shows that the standardised regression coefficients were strong for Negative Emotion 

Work, Job Autonomy and Supervisor Support when compared to Positive Emotion Work, 



Mood RegulationIOptimism, Emotion Management/Social Skills, Emotion Appraisal, 

Emotion Detachment and Co-worker Support. 

The results of a multiple regression analysis with Mental Distance (as measured by the OBLI) 

as dependent variable and Positive Emotion Work, Negative Emotion Work (as measured by 

the FEWS), Mood RegulationIOptimism, Emotion ManagementISocial Skills, Emotion 

Appraisal, Emotion Detachment (as measured by the SEIS), Job Autonomy, Supervisor 

Support, Co-worker Support (as measured by the OF) as independent variables are reported 

in Table 7. 

Table 7 

Multiple Regression Analysis with Mental Distance as Dependent Variable 

Model Non-standardmed Standardtscd I p F R R' AR' 

Coefficrentr Coefficients 

(Constant) 

Negative Emotion Work 

(Constant) 

Negative Emotmn Work 

Positive Emotm Work 

(Constant) 

Negative Emotion Work 

Positwe Emotion Work 

Mood Regulation 
Optmirm 

(Constant) 

Negative Emotion Work 

Positwe Emotmn Work 

Mood Regulation 
Opttm~sm 

Emotion Management 
Social Sktlls 

(Constant) 

Negative Emotion Work 

Positwe Emotion Work 

Mood Regulatm 
Optmism 

Emotion Management 
Social Skills 

Emotion Appraisal 

(Constant) 

Negative Emotion Work 

Beta 

0,40 

0,40 

0.04 

0,40 

0.06 

-0,ll  

0,36 

0,lO 

-0,06 

-0.18 

0.36 

0,lO 

-0.07 

-0.18 

0,Ol 

0 3 6  
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Posmve Emotlon Work 

Emolmn Management 
S o c d  Skills 

Emouan Appmsal 

Emotlon Detachment 

7 (Constant) 

Negative Emotion Work 

Positwe Emotion Work 

Mood Regulation 
Optimism 

Emotion Management 
Social Skdls 

Emotm Appratsal 

Emot~on Detachment 

Job Autonomy 

8 (Constant) 

Negatwe Emotion Work 

Panitive Emotton Work 

Mwd Regulatmn 
Optmisrn 

Emotm Management 
Social Sk~lls 

Emotion Appratsal 

Emotion Detachment 

lob Aulonomy 

Supervisor S u p p i  

9 (Constant) 

Negatwc Emotion Work 

Posmve Emotion Work 

Mood Regulation 
Optmirm 

Emotion Management 
Soclal Skills 

Emotion Appmsal 

Emotion Detachment 

Job Autonomy 

Supervisor Suppon 

Co-worker Support 0.01 0.04 0,Ol 0,13 1,OO - 
' p  <0,01 

Table 7 shows that Negative Emotion Work (which was entered in the first step), predicted 

16% of the total variance of Mental Distance ( F =  46,81, p < 0,01). The inclusion of Positive 

Emotion Work (in step 2) resulted in no increase, but the inclusion of Supervisor Support (in 

step 8) resulted in an increase of 10% of the variance explained. The inclusion of Mood 

RegulationIOptimism, Emotion M a n a g e m e n t / S o c i a l  Skills, Emotion Appraisal, Emotion 

Detachment, Job Autonomy and Co-worker Support did not lead to significant changes in the 



percentage of variance in mental distance explained. Furthermore, Table 7 shows that the 

standardised regression coefficients were strong for Negative Emotion Work, Job Autonomy 

and Supervisor Support when compared to Positive Emotion Work, Mood 

Regulation/Optimism Emotion ManagementlSocial Skills Emotion Appraisal, Emotion 

Detachment and Co-worker Support. 

DISCUSSION 

The aim of this study was to determine the relationship between Emotion Work, Emotional 

Intelligence, organisational factors and Well-being of secondary educators. The results 

indicated: 

The Cronbach alpha coefficients of all the measuring instruments were considered to be 

acceptable compared to the guidelines of a > 0,70 (Nunnally & Bernstein, 1994) except for 

the alpha coefficients of the following scales: Emotion ManagementISocial Skills, Emotion 

Detachment and Job Autonomy, which are below the accepted 0,70 guideline. The scores on 

the questionnaires; FEWS (Emotion Work), SElS (Emotional Intelligence), OF 

(Organisational Factors), UWES (Engagement) and the OLBl (Burnout), were distributed 

normally (with the exclusion of Positive Emotion Work and Co-worker Support). 

Two factors were extracted on four (demands for sensitivity, emotional dissonance, display of 

positive emotions and display of negative emotions) of the subscales of the FEWS used, 

namely Negative Emotion Work and Positive Emotion Work. The scales showed acceptable 

reliabilities. Emotional Intelligence comprised of four factors (Mood Regulation/Optimism, 

Emotion Management/Social skills, Emotion Appraisal and Emotion Detachment). Burnout 

resulted in two factors namely: Exhaustion and Mental Distance, Engagement resulted in one 

factor and Organisation Factors in three factors: Job Autonomy, Supervisor- and Co-worker 

Support. 

The results also identified Exhaustion to be positively correlated to Negative Emotion Work 

(medium effect) and to Mental Distance (large effect). This indicates that when educators 

display unpleasant emotions toward clients for example discipline children in the class, act 

stern and strict, have to put clients in a negative mood (unsettle/alarm) and display superficial 



negative feelings (superficial strictness), they tend to experience Negative Emotion Work and 

Mental Distance that possibly leads to Exhaustion. The superficial negative feelings that they 

have to display can lead to the experience of surface acting (expressing the emotion while not 

actually feeling it). This process can take up a lot of energy and this type of Emotion Work 

can leave educators emotionally drained. 

Mental distance was also found to have a negative correlation with Engagement (large 

effect). The more distant a person feels from work activities, the more disengaged one can 

become. This is worsened by the performance of Negative Emotion Work where negative 

feelings have to be displayed. 

Mental disis[ance was positively related to Negative Emotion Work (medium effect). The 

correlation between Mental Distance and Negative Emotion Work can lead to the conclusion 

that when people engage in Negative Emotion Work, deep acting can be the consequence 

where educators intemalise negative feelings and actually start to feel this negativity. This 

may lead to an experience of emotional desensitising/numbness where the educators detach 

themselves from any feeling and become mentally distant from any work task and associated 

negative emotions that have to be displayed; work becomes a mechanical performance. 

The conclusion can also be drawn that if there is no Job Autonomy or Support from 

Supervisors (Mental distance negatively related to Job Autonomy and Supervisor Support), 

employees can become disconnected from work performance efforts. This trend also 

highlights the importance of support from the organisation and the importance of the use of 

job resources. 

From the results, the conclusion can be drawn that increased Negative Emotion Work 

increases Exhaustion. This is because Emotion Work, by itself, can be highly stressful, 

particularly when the expected appropriate behaviour, include constant and continuously 

courtesy and smiling. To maintain this in difficult circumstances for long periods of time 

when there is no access to "back regions" in which to "be oneself', can have negative effects. 

Brotheridge and Grandey (2002) detail a range of studies that interrogate the effect of 

organisational control of emotion, and the effects of removing emotional autonomy from 

employees. Although the evidence is mixed, many of these studies demonstrate physical 



illnesses and Burnout among employees whose burden of Emotion Work is heavy, 

particularly in the caring and service professions. 

To suppress and deny emotions, particularly negative ones such as anger, frustration and guilt 

and to have nowhere to express it, can be a negative experience. There is a considerable 

literature detailing the effects of denying emotional expression (e.g. Salovey, 2001) 

demonstrating that illnesses such as cardiovascular disease, asthma, digestive disorders, skin 

diseases and cancer may occur in some individuals. This can also lead to emotional 

exhaustion that can result in cynicism and disconnection from others in the workplace, which 

negatively impacts on service delivery. Morris and Feldman (1997) also note that emotional 

dissonance negatively impacts on psychological Well-being, prompting an argument for 

organisations to acknowledge the role and importance of emotional expression at work. 

From the results Exhaustion also correlated negatively to Engagement (large effect), Job 

Autonomy and Supervisor Support (medium effect). Engagement was positively related to 

Mood Regulation/Optimism, Emotion Managernent/Social Skills, Supervisor Support and Co- 

Worker Support. Furthermore, Supervisor Support is positively related to Co- Worker Support. 

The conclusion can be drawn that Emotional Intelligence can help employees to become 

more engaged in their work by regulation and assessing Emotion Work: positive and negative 

feelings. As in the case of experiencing Burnout (Exhaustion and Mental distance), 

Supervisor Support and Work Autonomy, it may possibly lead to psychological 

empowerment that can lead employees to become more engaged. The positive relationship 

between Psychological Empowerment and Engagement was established by Reynders (2005) 

in a government organisation. 

Emotion ManagementISocial Skills also resulted in being positively correlated toward 

Emotion Appraisal, thus indicating that when educators tend to manage their emotions of 

social skills, they tend to appraise their own emotions and that emotion management might be 

related to healthy and constructive behaviour at the workplace (Meyer, Fletcher & Parker, 

2004). 

Supervisor Support and Co-worker Support are also found to be positively correlated 

(medium effect) with each other, thus indicating that when educators experience Supervisor 

Support they tend to support each other as Co-workers as well. The conclusion can be drawn 



that support may be inherent in the culture of the organisation - in this case the school. The 

opposite is also true, regarding Supervisor and Co-worker Support, Engagement, Exhaustion, 

and Mental distance. When ambivalent emotions and feelings in organisational relationships 

occur, forms of counter-productive work behaviour can derive from ambivalent feelings in 

organisational relationships. This is caused by tension, resulting in conflict between 

employees and the expectation of conformity to organisational constraints (Pran & Doucet, 

2000); and from a violation of employee trust, particularly in the areas of psychological 

contract violations, which decreases not only employees' trust, but their levels of 

commitment and job satisfaction (Fulop & Linstead, 1999; Turnley & Feldman, 1999), all of 

which are linked to emotional states. 

A regression analysis with Engagement as dependent variable was done. The results indicated 

that Positive and Negative Emotion Work both predicted 9% of the total variance of 

Engagement. With the inclusion of Supervisor Support both the regression-coefficients were 

still significant with a 20% increase of the variance of Engagement being predicted. When 

Mood Regulation/Optimism was entered into the regression the variance increased with 6%. 

The inclusion of other resources and demands did not lead to a better prediction of the 

variance. In this study, Positive and Negative Emotion Work as well as Mood 

Regulation/Optimism and Supervisor Support predicted Engagement. Thus the prediction can 

be made that the presence of Emotion Work and Supervisor Support in the education 

profession with the presence of MoodRegulation Optimism can also predict the level of 

Engagement of educators. 

In the regression analysis, with Exhaustion as dependent variable, Positive Emotion Work did 

not contribute significantly. With the inclusion of Negative Emotion Work the regression- 

coefficients predicted 12% of the variance of Exhaustion. In this study, Negative Emotion 

Work, Job Autonomy and Supervisor Support predicted Exhaustion. Thus, the prediction can 

be made that the presence of Negative Emotion Work without Supervisor Support and a lack 

of Job Autonomy in the education profession predicts the experience of Exhaustion. 

In the regression analysis with Mental Distance as dependent variable, Negative Emotion 

Work predicted 16% of the total variance of Mental Distance. With the inclusion of Positive 

Emotion Work the regression-coefficients did not contribute to the variance of Mental 

Distance, but with the inclusion of Supervisor Support the regression-coefficients increased 



with 10% of total Mental Distance experienced. In this study, Negative Emotion Work and 

Supervisor Support predicted Mental Distance. Thus, the prediction can be made that the 

presence of Negative Emotion Work and Supervisor Support in the education profession 

predicts the experience of Mental Distance in the education profession. The conclusion can 

be drawn that with the presence of Negative Emotion Work the way of coping is a negative 

defence coping method to become detached from emotion and to ultimately experience 

Mental Distance from work. With no support form the environment or job resources to fall 

back on, the scenario is worsened. 

This study had several limitations. Firstly, a cross-sectional survey design was used, which 

makes it impossible to prove the causality of the obtained relationship. It is necessary to study 

the relationship between Emotion Work, Emotional Intelligence, organisational factors (Job 

Autonomy, Supervisor and Co-worker Support), Burnout and Engagement. 

RECOMMENDATIONS 

This study suggested that Emotional Intelligence. Job Autonomy, Supervisor and Co-worker 

Support will increase the Well-being of the Emotion work of secondary educators 

(Engagement). In the first place. interventions should be made to ensure that educators 

understand what emotions (Emotional Intelligence and Emotion Work) are all about and also 

be taught how to manage and to display their emotions. This can happen through providing 

valuable training in the "emotional intelligence" skills of self-awareness and self- 

management and in particular, in the performance of deep acting. 

Secondly, Supervisor Support should be promoted, i s .  supervisors should be more involved 

with educators' work as well as the content of their work and support them more where 

possible. 

Supervisors must also realise the positive impact they can have on educators and service 

sectors, such as schools, because they ultimately have to deal with emotional Burnout (Kahn, 

1993; Frost. et. al., 2000). Organisations with depleted resources struggle to prevent the 

emotional exhaustion of care-giving staff, having few opportunities to provide the support 

that is crucial for those working in such demanding workplaces. As Myerson (2000) notes. 

accessing emotions in the workplace requires considerable skill and a diverse communication 



of work and competency; because this does not exist, it remains unseen, and thus 

interventions must be developed to inform the service sector about emotions. 

There are several research issues that flow from this study and require attention in increasing 

understanding of Emotion Work, Emotion Intelligence, Job Autonomy, Supervisor and Co- 

worker Support and the usefulness of these concepts. Further construct validity research is 

needed to establish more completely the factorial validity of the FEWS instrument in the 

South African context. 

Longitudinal research needs to be done in order to construct a casual model for Emotion 

Work with job demands, job resources and Well-being (Burnout and Engagement). 

Author's Note 

The material described in this article is based upon work supported by the National Research 

Foundation (Grant number TTK2005080500023). 
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CHAPTER 3 

CONCLUSIONS, LIMITATIONS AND RECOMMENDATIONS 

This chapter is comprised of conclusions regarding the literature review and the empirical 

study according to the specific objectives. The limitations of the research are discussed, 

followed by recommendations for the research problem in the organisation and lastly, 

suggestions for future research are made. 

3.1 CONCLUSIONS 

Conclusions are made in the following sections with regard to the specific objectives and the 

empirical findings obtained in the present study. 

To concepfualise the relationship between Emotion Work, individual factor Emofional 

Intelligence, (EI), organisafional factors (Job Aufonomy, Supervisor and Co-worker 

Support) and Well-being by conduction of a literature review. 

Emotion Work 

Emotion Work involves efforts to change the degree or quality of emotions or feelings 

(Hochschild, 1979), and teachers experience escalation of Emotion Work daily with students 

(i.e. when teachers have to manage stressed, challenging, aggressive and abusive students). 

Emotion Work can also produce emotional numbness (Mental Distance) and isolation and 

this is caused by frequently suppressing felt emotions while expressing conflicting, opposing 

feelings (Martin & Meyerson, 1998). 

This has been described as 'emotional dissonance' and can lead to disempowerment with the 

organisation and as seen in the results, leads to a decrease of Engagement and Job Autonomy. 

Ashforth and Tomiuk (2000) note that people in the service profession like educators are 

more affected by emotional dissonance than by Emotion Work. This dissonance occurs when 

one's shown emotions differ from one's authentic emotions (Ashforth and Tomiuk, 2000), 

and hence is positively associated with work alienation and job dissatisfaction. Emotion 

Work is important in the work context, but it is also important to know how to manage and 

regulate one's emotions. This ability contains Emotional Intelligence (Fabian, 1999). The 

person and the environment must be explored together to understand the influence on each 



other (Briner, 1999). Thus. Emotion Work and Emotional Intelligence are intertwined 

together and cannot function alone. 

Emotional intelligence (El) 

Emotional Intelligence is a cluster of traits and abilities relating to the emotional side of life - 

abilities such as awareness and management of one's own feelings and emotions, being able 

to motivate oneself and restrain one's desires, recognition and management of others' 

emotions, and handling interpersonal relationships in an effective manner (Bar-On, 2001), to 

adaptively perceive, understand, regulate and harness emotions within the self and others and 

to distinguish the meanings of emotions (Mayer, Caruso, & Salovey, 2000; Schune, Malouff, 

Simunek, McKenley & Hollander, 2002). 

Being able to subdue or enhance emotional experiences should lead to feelings of self-control 

(Lok & Bishop, 1999). Likewise, regulating emotions in others should lead to feelings of 

situational control. This branch was associated with satisfaction with the quality of one's 

Engagement in the workplace and getting support from social relationships (Lopes, Salovey, 

& Straus, 2003). 

From the above it is thus crucial that Emotion Work consists of Emotional Intelligence and 

thus they relate to each other, because if one can know one's emotions and know how to 

manage the FIRE, one will know how to act upon the FIRE. The acronym FIRE stands for 

Feelings Information Responsibility and Energy (Bloomfield, Sawaf, & Rosen, 2000). This 

will improve one's feelings toward oneself, one's work and improve one's wellness 

(Ciarrochi et al., 2003; Cicchetti et al., 2000; Elias et al., 1991). 

Job Autonomy 

Wharton (1993) found that a range of work factors including Job Autonomy influenced the 

incidence of emotional exhaustion. Teachers need the Autonomy to respond to the highly 

individualised dynamics of the classroom, to re-teach using different strategies when students 

struggle, and to divert from the lesson plan during those magic moments when student 

interest takes an idea in a new direction. They also should have the Job Autonomy to pursue 

some topics and areas of study that are of particular interest to them. They must be free to 

challenge ideas and to offer different perspectives when addressing a problem. Professional 



learning communities do not call for an end to teacher autonomy in these areas (Wharton, 

1993). 

Autonomy, Emotional Intelligence, Emotion Work and emotional honesty can go hand in 

hand for example to esciently and successfully express your emotions with your Co-workers 

without choosing to disclose the details of your personal life (Payne & Cooper, 2004). When 

each teacher is free to determine curriculum content in the name of Autonomy, students in the 

same school pursuing grade levels, subjects. and courses with identical titles are often 

subjected to fundamentally different experiences. Access to equal educational opportunity 

should mean more than having the opportunity to attend school. It should mean that all 

students have the opportunity to acquire what has been identified as the knowledge and skills 

essential to their success. 

Supervisor and Co-worker Support 

As mentioned in Chapter 2 the support from Supervisors as well as other staff is vital, 

particularly through the stipulation of relaxation and a calm place where staff can relax and 

convalesce from demanding or upsetting customer contacts. Staff should have adequate 

socialisation, guidance and ability to survive the demands of their roles. Lastly, it is mainly 

precious to supply training in the "Emotional Intelligence" skills in the recital of deep acting. 

Supervisor and Co-worker Support is also a job resource and thus can play a significant role 

in work Engagement of secondary educators. These resources can be positively used by a 

company to reduce and illuminate potentially negative influences of Emotion Work and can 

thus lead to feelings of safety (Kahn, 1990). A supportive organisational environment 

contributes to Well-being, because it encourages psychological safety (Kahn, 1990; May et 

al., 2004). 

Well-being 

Research has also recommended that Well-being correlate with Emotional Intelligence, such 

as the ability to identify emotions (Ciarrochi et al.. 2003; Ciccheni et al., 2000; Elias et al., 

1991). This research can be explained with the complicatedness when identifying feelings in 

oneself. This is likely to influence emotion management (Bach & Bach, 1995; Bagby, Parker, 

& Taylor 1994; Taylor, 2000). When people do not know what they are feeling, they are less 

able to resolve their emotional problems in constructive ways, turning instead to destructive 



forms of management such as alcohol abuse (Cox, Kuch, Parker, Shulman, & Evans. 1994; 

Taylor, 2000) and thus influencing their Well-being. 

Subjective Well-being has been defined as a broad category of phenomena that includes 

people's positive and negative emotional states, life satisfaction, and satisfaction in specific 

domains (Diener et al.. 1999). To  focus on positive emotional states and negative emotional 

states (stress, anxicty, depression, that can influence Well-being negatively), can be expected 

to be more likely to change during the course of a year compared to universal life 

satisfaction. In particular, depression, anxiety, and stress and their outcomes as reduced 

pursuit of personal goals (for depression and anxiety; Hayes, Strosahl, & Wilson, 1999) and 

heart disease (in the case of stress: Claar & Blumenthal, 2003), can have a negative outcome 

on Well-being. In teaching, teacher stress and burnout (Jeffrey & Woods, 1996; Nias, 1996; 

Troman, 2000; Troman & Woods, 2000) is a widespread feature of teachers' work negatively 

influencing their emotional Well-being. 

Burnout 

The phenomenon of Burnout arising from intense interactions in working with people, as for 

educators, howeber, is not uncommon, and has been studied in a variety of human service 

occupations, including health care and mental health care professionals, social welfare 

workers, lawyers. and business organisation employees (e.g. Freudenberger, 1974; 

Golembiewski. Munzenrider, & Carter, 1983; Maslach & Jackson, 1982; Raquepaw & 

Miller, 1989). 

Hochschild and other theorists have analysed the negative effects of Emotion Work 

(Fineman, 1993, 1996; Pogrebin & Poole, 1991) pointing out how maintaining particular 

emotions often becomes stressful and alienating and thus influencing their Well-being. The 

Emotion Work deals with issues such as cynicism and self-esteem management. Burnout 

(e.g., teacher Burnout) is closely connected to Emotion Work that becomes a general feeling 

of wearing out from the demands of work. Emotion Work as Burnout occurs when workers 

are not capable to manage their own or others' emotions according to organisational 

expectations (Copp, 1998). 

It remains to be seen whether, in education, the intensification of managerialism on teachers 

(e.g., through increased demands for state and national standards) has any negative effects. 



We already know from studies on teacher stress that teachers working in conditions of 

intensification of work suffer from negative consequences of Emotion Work such as self 

alienation or emotional disorientation (Troman, 2000). 

Engagement 

Researchers found Engagement to be the direct opposite of Burnout, and define it as an 

optimistic, rewarding. satisfying, work-related approach that is characterised by the three 

dimensions vigour, dedication, and absorption (Schaufeli, Bakker Hoogduin, Schaap, & 

Kladler, 2001). Thus, it is possible that workers (teachers) might seek out Emotion Work as a 

rewarding, fun and exciting part of their job. For example, some teachers may be rewarded by 

the Emotion Work demanded in teaching and engage themselves in it, especially when they 

see teaching as an opportunity to help improve students' lives. Hochschild's definition of 

Emotion Work prevents us from seeing the joyful aspects of emotional management (Sass, 

1997; Wouters, 1989). 

More positive aspects of the Emotion Work demanded in teaching include; how teachers can 

and do enjoy their Emotion Work with learners even if they have to display ingenuine 

positive emotions. In other words, the effect of Emotion Work on a teacher does not 

necessarily have to be harmful in terms of "decreasing" one's ability to care, as Goldstein 

(1 999) assumes. 

Although this is part of the story of Emotion Work in teaching, this telling obscures the 

important role that is played by teachers as emotion workers themselves in enjoying, 

engaging and even seeking out the very activity that potentially alienates them. Teaching, for 

example, as an intellectual and professional stance might be immensely enjoyable despite the 

emotional management involved. 

To determine the validity and reliability of ihe measures of Emotion Work, individual 

factor (Emotional Intelligence), orgonisational factors (Job Autonomy, Supervisor 

and Co-worker Support) and Well-being in the Preioria Region of the Gauteng 

Province. 



According to the descriptive statistics, the scores on the questionnaires, FEWS. SEIS, OF, 

UWES and the OBLI have a normal distribution except Positive Emotion Work and Co- 

Worker Support.. The Cronbach alpha coefficients of all the measuring instruments are 

considered acceptable when compared to the guidelines of a > 0,70 (Nunnally & Bernstein, 

1994) except for the alpha coefficients of Emotion ManagemenVSocial Scale, Emotional 

Detachment and Job Autonomy that are below the accepted 0,70 guideline. The Cronbach 

alpha coefficients of the different scales are as follows; FEWS: Exhaustion (0,76), Mental 

Distance (0,71), SEIS: Mood RegulatiodOptimism (0,76), Emotion Appraisal (0,78), OF: 

Supervisor Support (0,89), Co-worker Support (0,90), UWES: Engagement (0,93), OBLI: 

Negative Work Experience (0,82), Positive Work Experience (0,76) 

To determine the relationship between Emotion Work, individual factor (Emotion 

Intelligence), organisarional factors (Job Autonomy, Supervisor- and Co-worker 

Support) andfactors of Well-being (Burnout and Engagement). 

Product-moment correlations indicate that there is a negative correlation between Exhaustion, 

Job Autonomy, Supervisor Support (medium effect) and Engagement (large effect). 

Furthermore, a positive correlation consists between Exhaustion and Negative Emotion Work 

(medium effect) and Mental Distance (large effect). Regarding Mental Distance, a positive 

correlation exists with Negative Emotion Work (medium effect) and a negative correlation 

between Job Autonomy, Supervisor Support (medium effect) and Engagement (large effect). 

The correlation between Engagement and Mood RegulatiodOptimism, Emotion 

Management'Social Skills and Co-worker Support is positive (medium effect) as well as 

with Supervisor Support (large effect). There is a positive correlation between Emotion 

ManagementISocial Skills and Emotion Appraisal (large effect) and lastly positive medium 

effect correlation between Supervisor and Co-worker Support. 

It is evident from the research that if educators perform Negative Emotion Work, they will 

experience Mental Distance because of the fact that teachers internalise (deep acting) these 

negative feelings. Through this experience, emotional numbness occurs, and educators isolate 

themselves from any emotionlfeeling and become mentally distant from any work task and 

associated negative emotion that have to be displayed. 



It is also evident from the results that when teachers experience Exhaustion, their 

Engagement tends to decrease. because of the fact that Emotion Work is exceptionally 

stressful especially the continuous display of negative emotions. Here Emotional Intelligence 

can contribute greatly on how to manage one's own and others' emotions, and thus become 

more engaged in their work. 

Exhaustion correlates with the performance of Negative Emotion Work. Educators find it 

stressful and difticult to display emotions that are expected of them, they hide or resist their 

true feelings about a situation and they pretend to have emotions they do not really have 

(Surface acting), but must display. 

The lack of Job Autonomy correlates with the experience of Exhaustion, because educators 

feel that they must persistently gain permission before making decisions at work and they do 

not have any control over aspects of their job and this leads to feeling weary and drained. 

Supervisor Support has a great impact on how teachers experience Exhaustion. If schools use 

this job resource positively, it can lead to a decrease in Exhaustion. When Supervisors do not 

support educators (i.e. supporting them with decisions concerning task performance, do not 

show interest in the teacher's career aspirations and do not show empathy when some of the 

teachers have to deal with difficult times), it can lead to increased Exhaustion. 

To determine which Emotion Work-, Emotional Intelligence- and organisational 

factors predict Well-being of secondary educators in the Gauteng Province. 

Regarding the regression analysis with Engagement as dependent variable, the prediction can 

be made that the presence of Emotion Work and Supervisor Support in the education 

profession with the presence of Mood RegulatiodOptimism can predict the level of 

Engagement of educators. In the regression analysis with Exhaustion as dependent variable 

the prediction can be made that the presence of Negative Emotion Work without Supervisor 

Support and a lack of Job Autonomy in the education profession predict the experience of 

Exhaustion and lastly in the regression analysis with Mental Distance as dependent variable 

the conclusion can be drawn that with the presence of Negative Emotion Work the way of 

coping is a negative defence coping method to become detached from emotion and to 

ultimately experience Mental Distance from work. With no support form the environment or 

job resources to fall back on, the above circumstances are aggravated. 



The standardised regression coefficients showed that Mental Distance, Exhaustion (FEWS), 

Mood Regulation Optimism (El) and most powerfully Supervisor Support (OF) predicted to 

be contributively for healthy Well-being. Exhaustion together with Negative Emotion Work 

predicted Burnout that is thus negatively contributing to Well-being. 

3.2 LIMITATIONS 

In this study, the research design that is used is the cross-sectional survey design. Various 

researchers have criticised this design (Schaufeli & Enzmann, 1998) and longitudinal studies 

and quasi-experimental research designs are advised to deal with the limitations set by using 

a cross-sectional design. 

Causal inferences could not be drawn based upon self-report questionnaires. It made the 

causal relationships between variables interpreted, rather that established, because the results 

are mainly based on the feelings and opinions of the participants. This made it difficult to 

examine the more complex relationships between variables. 

Self-report measures have the potential problem that it may substantially overlap with 

optimism and general positive mood (Ciarrochi, Deane & Anderson, 2002). People 

completing self-report questionnaires are more likely to give an inaccurate description of 

themselves, than the description an outsider would give of the same person (Hofstee, 1994; 

Jones & Nisbett, 1972). 

Furthermore, the cross-sectional design has a short period needed to gather information. If 

more time was available, the inter-correlations between variables could have been studied 

more thoroughly and in depth. 

The study was also conducted on secondary school educators and the results obtained can 

therefore not be generated to the whole public. This research was conducted in a homogenous 

sample consisting of individuals from a specific profession, namely the education profession. 

It is also important to note that school educators from different schools in the Pretoria Region 

from the Gauteng Province were used, so therefore educators from the Eastern Cape. for 

example, do not necessarily go through the same emotional disturbances as educators used in 

this study. 



Some of the school educators that completed the questionnaires might have thought that the 

information would not be kept confidential and that their identity would become known 

somehow. That could have influenced them to answer the questionnaire inaccurately and 

untruthfully and could have had a negative impact on the results obtained. They could have 

answered the questions in such a way that it seemed that some variables did not have an 

impact on their performance, although it could have played some part. 

Another hazard is that the questionnaires were only in English so the language gap could also 

have influenced the results. With the multi-cultural differences in South Africa it is important 

that every culture's needs be met. Some of the participants might not have understood some 

questions and interpreted it wrongly. 

3.3 RECOMMENDATIONS 

The following recommendations are made to the profession as well as for future research in 

South Africa. 

3.3.1 Recommendations for the profession 

Secondary school educators play a vital role in educating students/learners of the country. It 

will be difficult for learners to participate fully without the help of competent educators to 

stimulate them. School educators must therefore be cherished and it is vital that their 

psychological state is monitored to identify signs of Burnout earlier. In South Africa with the 

declining numbers of school educators and the new curriculum, the job responsibilities of 

educators have increased. This extra workload can lead to Burnout. 

In practice, these results could be beneficial to secondary schools in the sense that 

once the levels of Emotional Intelligence and Well-being of future employees are 

determined, interventions can be implemented to increase Well-being and the 

performance of the employees. 

From the discussions in the previous chapters it became evident that Emotional 

Intelligence is related to psychological Well-being (Diener, Suh, Lucas & Smith, 

1999; Saarni, 1999), and a healthy employee will be more likely to experience 

satisfaction (Spector, 2003), be more optimistic (Norem & Chang, 2002) and perform 

better (Carver et al., 1993; Chang, 1996). Thus, Emotional Intelligence is vital for 



managing stress levels so the results of Burnout, disengagement. job demands, and 

lack of job resources make it evident that secondary educators with lower Emotional 

Intelligence must be targeted for intervention to help them develop emotional 

strategies for managing their own work stressors. 

It is also important that secondary schools use Supervisor Support as a job resource, 

to help increase job security and thus increase productivity. 

The intervention must therefore be aimed at increasing Emotional Well-being. A 

training programme can be developed where school educators learn how to deal with 

emotions, and the emotions of others and how to use these skills to enhance 

Engagement and make better use of job resources. Interventions can also be aimed at 

supervisors to help them identify ways to support educators. The training programme 

must focus on identifying symptoms of organisational factors, Burnout and 

disengagement in self and others. 

3.3.2 Recommendations for future research 

The education profession is an important and vital link to society and to ensure the Well- 

being of educators' future, research must focus more on the determinants that cause Burnout 

and disengagement. Generating results of Emotion Work, Emotional Intelligence, 

organisational factors and Well-being among school educators to other schools can be done if 

a longitudinal study is conducted and all levels of educators are part of the research. The 

complex intensity and relationship between the variables can be researched. 

It can also be recommended that larger samples with a more powerful sampling method be 

used to enable generalisation of the findings to other similar groups. 

Some of the participants had English as a second or third language so there is also a need to 

translate the questionnaires in other official languages in South Africa so that the participants 

have more understanding and knowledge about the content and meaning of the questions. 

Bearing in mind some of the limitations of the research to date, the discussion above indicates 

that Emotion Work that is performed in a way that minimises the negative outcomes is 

beneficial for organisations. Therefore let us turn to an examination of some techniques to 



facilitate Emotion Work while minimising the costs to employees, based on the variables 

identified above that lessen these negative outcomes. 

The first task of the Department of Education (DOE) is to be mindful to the possible costs for 

employees involved in various elements of the service interaction, including the performance 

of Emotion Work and the possibility of "emotional contagion". In relation to job design, roles 

that incorporate Emotion Work should also provide some variety, autonomy, prospects of 

promotion, and reasonable working hours and workloads. 

There should be boundaries around roles, with clear expectations, policies and procedures to 

minimise the incidence of unacceptable behaviour such as unreasonable students in the 

classrooms. Support from supervisors and other staffs are crucial, especially through the 

provision of time-out and a quiet staff-only space for staff to recover from stressful or 

distressing customer interactions. Staff should have sufficient socialisation, training and skill 

development to cope with the demands of their roles. 
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