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Where did it all begin?

William James (1842-1910)

• Functionalism

• Emphasizes the purpose of 
behavioural and mental 
processes and what they 
can do for the individual

• Instead of looking for 
structure wanted to know 
purpose

Wilhelm Wundt (1832-1920)

• Wilhelm Wundt and William 
James

• Wilhelm Wundt (structuralism)

• Consciousness breaks down

into sensations and subjective 
feelings

Objective: Portrayed outside world

Subjective: emotional responses and 
mental images



Hugo Münsterberg

• Texts applying psychology to business first appeared in 1903

• "No psychologist who respected his position would 

dare venture into the workshop or office"

• Hugo Munsterberg 

• Conflict experience with colleagues at Harvard

• Published book: "Psychology and Industrial efficiency

• 1910: Based on this handbook formal training in 

I/O Psychology begins.



Taylor (1856-1915)

• Scientific Management 
Theory

• 1911 "The principles of 
scientific management)

• Manual worker to be stupid, slow and 
unintelligent, with little or no thinking 
abilities. 

• The ‘thinking’ part of any job, he claimed, 
was for intelligent, educated people, and 
the workers’ job was to “follow 
instructions about what to do, how to do 
it and how much time to spend doing it”

• Believed that scientific management 
would result in happier, more productive 
workers. 

• Inconsistent with human needs.





Elton Mayo (1880-1949)

Human Relations approach
• The Human Relations approach, 

alternative to scientific management, 
and was essentially about being nice to 
workers on the assumptions that

• “a certain style… of supervision and of 
reaching decisions with subordinates… 
will greatly increase the morale and 
satisfaction of workers”, and that the 
“more satisfied a worker is (e.g., in his 
social relations with his work group) the 
harder he will work” (Beder, 2000, 
p102).

• Hawthorne experiments
• Psychological factors influence 

productivity
• 1933 book: " The human problems of 

Industrial Civilizations"





Paradigmatic Perspective
Rogers (1961)

9) Emotion accompanies, and in general facilitates, such goal directed behaviour, the kind of emotion being 
related to the perceived significance of the behaviour for the maintenance and enhancement of the organism.

8) Behaviour is basically the goal-directed attempt of the organism to satisfy its needs as experienced, in the 
field as perceived.

7) The best vantage point for understanding behaviour is from the internal frame of reference of the individual.

6) The organism has one basic tendency and striving - to actualize, maintain and enhance the experiencing 
organism.

5) As a result of interaction with the environment, and particularly as a result of evaluational interaction with 
others, the structure of the self is formed - an organized, fluid but consistent conceptual pattern of perceptions 

of characteristics and relationships of the "I" or the "me", together with values attached to these concepts.

4) A portion of the total perceptual field gradually becomes differentiated as the self.

3) The organism reacts as an organized whole to this phenomenal field.

2) The organism reacts to the field as it is experienced and perceived. This perceptual field is "reality" for the 
individual.

1) All individuals (organisms) exist in a continually changing world of experience (phenomenal field) of which 
they are the center.



Darwin 1870: The 
role of emotional 

expression and 
awareness for 

survival

1920 
Thorndike: 

social 
intelligence

1940 Wechsler: 
intellective and non-
intellective.."Global

capacity of the individual 
to deal effectively with 

his environment

Gardner 
1970: 

Multiple 
Intelligences

Mayer 
and 

Salovey
1990

Bar-On 
1988

Goleman
1995









Can Emotional Intelligence be 
developed?

• Jonker 2003 GROWTH MODEL

• Development perspective on Emotional Intelligence

• Not a quick-fix

• Experiental learning

• (Jonker, 2002) The compilation and evaluation of a 
development program aimed at emotional intelligence

• (Jonker, 2009) The effect of an emotional intelligence 
development programme on accountants.



Emotion Measurement



Measurement @ Work

Ability/Trait/Mixed 
appraoch of EI

SEIS (Schutte
Emotional 

Intelligence Scale, 
33 items version, 

Schutte et al, 
1998)

SEIS (41-item 
version, Petrides & 
Furnham, 2000).

GEIS (Greek 
Emotional 

Intelligence Scale, 
Tsaousis, 2008

Psychometric 
Properties

Bias and 
Equivalence

Positive 
Psychology 

studies

Group

differences



Conclusions

Management of 
emotions in the self and 

others

Management 
of positive 

and negative 
emotions

Differences in 
Gender

There is more than just 
EI...

The emotions that you 
must manage is 

imporant

There is more than just 
EI...

The emotions that you 
must manage is 

imporant

Differences 
between 
cultural 
groups?

Differences 
between 
cultural 
groups?

Emotion 
expression 

and 
Recognition 

factor

Emotion 
expression 

and 
Recognition 

factor



Emotions and culture @ work
• Johnny Fontaine Cross Cultural Psychologist Ghent University Belgium

• VLIR project

• Swiss Centre for Affective Sciences

• 1. Measurement of emotions in cultural groups

• 2.  What are emotions/emotion dimensions

• METHOD 1: GRID measurement 24 emotion terms

• Measured against different components of emotions

• QUESTIONNAIRE/ADAPTATION

• METHOD 2: Similarity Sorting Studies

• Free listing

• Prototypical emotions – language experts

• Similarity Sorting

• Afrikaans, Setswana, Sepedi, isiXhosa, Thsivenda, 

isiNdebele



Method 1: GRID
Componential Emotion Theory

Scherer (1984)

• described emotion as a 

• psychological construct 
consisting of 

• cognitive appraisal, 
physiological activation, 
motor expression, 
motivation, 

• behavioural readiness,

• and subjective feelings



 

 

 

 

 
 

 
 

 
 

The meaning of emotion words 

 

 

Instructions 

 

Around the world, people use words to describe their ongoing or past emotional experiences. By using a single emotion word, people can convey a lot of information. 

They can refer to their interpretation of the situation that caused the emotional experience, to the ensuing bodily symptoms, to the way they expressed this emotional 

experience, to the way they wanted to react to the situation, to their actual feelings, or to the way they tried to regulate the emotion. 

 

In the present study, we would like to compare cultural groups on the basis of the information that can be inferred when persons use emotion words to describe their 

emotional experience. In other words, we are interested in understanding the explicit and implicit meanings of emotion words across cultures. 

 

In the following, we would like to ask you to define the meaning of four different emotion words, as commonly used in your cultural group, according to a set of 

emotion features. These features are grouped in the following categories: 

• Evaluation – features regarding the person’s evaluation or appraisal of the event, conscious or not. 

• Physical symptoms – features regarding the bodily symptoms that tend to occur during the ensuing emotional state. 

• Expressions – features regarding the expressions generally shown during the emotional state. 

• Action tendencies – features regarding behavioral response tendencies generated during the emotional state. 

• Subjective feeling – features regarding the subjective experience that characterizes the emotional state. 

• Regulation  – features regarding the regulation of the emotional state. 

• General – some general features of the emotional state. 

 

We would like you to focus as much as possible on the meaning of each of the four emotion words in your cultural group. Please rate the likelihood with which each 

emotion feature can be inferred when each of these emotion word is used in your cultural group to describe an emotional experience. 

 

For each feature, you can use the following nine-point response scale to indicate the likelihood that it can be inferred when a person in your cultural group uses the 

respective emotion word to describe her or his emotional experience: 

 

1 Extremely unlikely 

2   

3  

4   

5 Neither likely nor unlikely 

6   



Emotion terms in literature

contempt

disgust

Fear

Anger

Interest

Joy

Pleasure

Guilt

Sadness

Shame

Surprise

Pride

Swiss Affect Sciences

anxiety

compassion

contentment

despair

disappointment

happiness

stress

irritation

Interpersonal emotions

hurt

hate

Jealousy

love



METHOD 2

Free listing of emotions

Prototipicality

Similarity Sorting



Is the world of emotions two 
dimensional?

• Afrikaans emotion dimensions (Academics and student sample)

(Jonker, Van der Merwe, Fontaine, Meiring, 2010)
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• Sympathetic 
arousal

• Rapid heartbeat

• Readiness for 
action



Is the world of emotions two 
dimensional?

• Setswana Police (Jorgensen, Taute, C., Jonker, & Meiring, D. (2014).
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Most Prototypical words in different cultural groups

Afrikaans Setswana Tshivenda Sepedi Xitsonga isiNdebele

nice (lekker) cry upset loneliness shock exhilaration

Fed up 
(gatvol)

like worry emptiness doubt anger

loveable fed-up troubled glumness humiliation euphoria

angry warning aggression melancholy shyness cheerfulness

scared love revulsion moodiness exuberance happiness

proud joy disgust restlessness agitation dejection

love hurt insecure unhappy elation glumness

negative anger fondness displeasure pride joviality

grateful affection sinful astonishment fear crying

unhappy elation homesick grief depressed ecstasy

happy



Mean prototypicality ratings of emotion words in the Sepedi, Xitsonga and Tshivenda groups 

 

Sepedi English M Xitsonga English M Tshivenda English M 

bodutwana loneliness / corny / 

emptiness / glumness / 
melancholy / moodiness 

4 ku hlamala/ku khomisa tingana shock 4 dinalea upset / worry / troubled / feel 

chargrined 

4 

bohlokakhutšo restlessness 4 ku kanakana doubt 4 khakhathi aggression / revulsion 4 

go hloka lethabo unhappiness / 
displeasure 

4 ku khomisa tingana/ku 
nyumisa 

humiliation 4 nyala disgust 4 

kwelobohloko compassion / moved / 

pitifulness / pity / 

sympathy 

4 ku nyuma/nyumo shyness 4 sa tsireledzea insecurity 4 

lapile tired 4 ku tsaka swinene exuberance 4 tambudzwa fondness 4 

lerato love / adoration / 
affection / fondness / 

passion 

4 ku tsekatsekisa agitation 4 tshimangadzo sinfulness 4 

lethabo joy / happiness / 
calmness / cheerfulness / 

delight / ecstasy / elation 

/ euphoria / excitement / 
exhilaration / gladness / 

glee / rapture / 

sentimentality 

4 kuva ni ntsako lowukulu ecstasy / eleation / euphoria / 
exasperation / exhiliration 

4 u sa fulufhela suspicion 4 

letšhogo/tšhoga fear / alarm / fright / 

horror / nervousness / 

shock / terror 

4 manyunyu pride 4 vhuhali vhuhulu wrath 4 

makalo/tlabego astonishment 4 nchavo fear / anxiety / fright / 

nervousness / panic / tenseness 

4 di netshedza surrender 3.9 

manyami/mahloko grief 4 nkitsikitsi confusion 4 fhelambilu impatience 3.9 

mona jealousy 4 ntshikelelo depression / melancholy / stress 4 humbula hayani homesickness 3.9 

tshwenyega upset / worry 4 nyenya dislike 4 khanganeo distress 3.9 

kgatelelo ya monagano stress / depression / 
gloominess 

3.8 tingana/ku nyuma shame 4 kwamaho thrill 3.9 

 



Emotion work @ work

• Emotional labor is the 
process of managing 
feelings and expressions in 
order to fulfill emotional 
requirements as part of the 
job role. More specifically, 
workers are expected to 
regulate their emotions 
during interactions with 
customers, co-workers and 
superiors

• Emotion work is the process 
of managing feelings and 
expressions in order to fulfil 
emotional requirements as 
part of the job role. 

• More specifically, workers 
are expected to regulate 
their emotions during 
interactions with customers, 
co-workers and superiors



Emotion work 

• Zapf (2002), Display of positive emotions, 
display of negative emotions, sensitivity, care, 
happy emotions, emotional dissonance

• Brotheridge (2002), Surface acting & deep 
acting

• Grandey (link with wellness at work)

• Testing the Conceptual model of Emotion 
Regulation



• Emotional Labour/Emotion 
Work

• Deep Acting: Modify Feelings
– Attention deployment

• Cognitive change

• Surface Acting: Modify Expression
– Response modulation

Individual Well-being

Burnout
Engagement
Job satisfaction

Organisational Well-being
Performance
Withdrawal behviour

Organisational Factors
Job autonomy
Supervisor support
Coworker support

CONTEXT?

Individual factors
Gender

Emotional expressivity

Emotional 
Intelligence
Affectivity (NA/PA)

Interaction 
Expectations

Frequency
Duration
Variety
Display Rules

Emotional Events
Postive Events
Negative Events

Call centre workers, Small Businesses, Nurses, HR-practitioners and Educators, 
Mining Supervisors



MINING



NURSES



Professional Athletes



Emotion Experiences at work

• Affective Events Theory (Weiss & Cropanzano, 1996)



Positive and Negative Work Events











Emotions experienced @ work

• 1) Anger, aggression, aggravation and frustration
• “Sometimes I cannot control my anger and frustration and I just 

scream and shout.” 
• Often it is a reaction to a perceived attack or threat to self-esteem: 

“I become very angry and sometimes aggressive when people take 
me for the fool – under-rating my intelligence”

• “On the mine production is everything, so there is little sentiment 
for office workers."

• They (senior management) don’t listen and they treat you as if 
you’re nothing.  That aggravates and frustrates me."

• “I get angry every single day of my life at this place, but I have to 
keep a straight face, because we have to set an example. "

• " I become angry when I don’t get recognition and when my values 
conflict with the values of the company."



• 2) Dissapointment
• “…because no matter how good my ideas are, they always get shot down by 

sarcastic remarks”; 
• “I am usually very disappointed when we don’t achieve what we are expected to 

achieve”.

• 3) Stressed, overwhelmed and emotionally drained
• “At the moment I am feeling emotionally drained.  I have too many stuff going on 

and too little time to sort everything out.  I feel as if I am dancing on a hot plate”; 
• “I feel over-worked and tired, and I feel that I am personally responsible for many 

aspects of the operation."

• 4) Anxious and scared
• “I am tensed and afraid from the moment I walk in here ‘till the time I leave”;
• “…the general feelings or rather emotions I experience on a daily basis in this 

place…I feel threatened, suspicious, defensive, aggressive and tense, and this is all 
because you have to think of ways to please senior management, without selling 
your soul”

• “I always feel anxious around senior management, because no matter how good my 
ideas are, they always get shot down by sarcastic remarks”. 



• 5) Suspicion, scepticism and cynicism
• “If you want to do my job effectively, you will have to 

be a policeman…I am sceptical about my people’s work 
– I always doubt the quality standard so I have to check 
up on them…”

• “You must always be sceptical, in that you don’t expect 
too much, because by doing that you are saving 
yourself from a lot of disappointment”

• “I have to act as if I trust my co-workers and 
subordinates even when I doubt them sometimes”.



How do employees manage these 
experiences?

• Suppression, Masking, Detachment, Distance, Blocking

• “Never shout at a person, thus suppress your true feelings on a daily basis”; 

• “…I have to try hard not to show my true feelings, because they wait for me to slip”

• “You have to put your self-doubt in your pocket because you can’t show that to 
others”; “…even when I am hurt to the core, I don’t cry in front of my superiors and 
colleagues”

• “Your people must always believe that you are enjoying what you are doing –
sometimes this will involve putting up a mask”; and “I have to act like manager –
cold and uninvolved, that is what is expected from me by the company”.

• “Never shout at a person, thus suppress your true feelings on a daily basis”; and 
“With great effort, self-control and mercy from Above, I haven't physically 
assaulted anyone”.



• “…and can cut myself off from others quite easily”; 

• “I have to emotionally separate myself from certain situations”; 

• “I have to stay emotionally detached, but it is important to show your people 
that you care”; 

• “You have to be cynical in that you don’t expect too much”

• “You have to block it out and keep it in and remember why you are here – at 
home you can let go and cry and scream”.



Emotional Intelligence
• “ …choose your words carefully – don’t attack the person, only the 

problem”; 
• “People who don’t understand themselves and who are totally oblivious to 

the feelings of others, frustrates the hell out of me”;
• “I have a personal set of guidelines regarding appropriate workplace 

display of emotions and try to express my feelings according to that”; 
• “When I get criticised I ask myself ‘is this really the truth?’, and I don’t let it 

get to me if it isn’t true”; 
• “…and listen empathetically to your colleagues and subordinates”; 
• “You must be sensitive to the emotions of others and find out what the 

reason is for why they do what they do…”; 
• “People are my business so I have to ensure that they feel respected 

always…by doing this you will ignite more positive thoughts”; 
• “Do not feel threatened and change the situation into a challenge or an 

opportunity”.






