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Abstract
Emotional labor (EL) is the process by which employees manage their true feelings in order to
express organizationally desired emotional displays. We develop and test components of an
organizing framework for emotional labor wherein various aspects of emotional labor are
understood through the underlying discordance versus congruence in felt versus displayed emotions.
Meta-analytic results from 109 independent studies (total N ¼ 36,619) demonstrate that discor-
dant emotional labor states are associated with a range of harmful consequences (health-,
attitudinal-, and performance-related), whereas congruent emotional labor states do not incur
these harmful consequences. We identify different patterns of worker- and work-related corre-
lates on the basis of emotional discordance–congruence, as well as interesting occupational differ-
ences in these relationships. Lastly, we find discordant forms of emotional labor partially mediate
the effects of organizational display rules on burnout, whereas congruent states do not mediate
this relationship.
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Emotions are an integral part of the human

experience. Over the past 30 years, research in

organizational psychology has increasingly

attended to the emotional drivers of work

behavior and outcomes. One might say that all

roads have led to affect; researchers in a variety

of topic areas have found that emotional pro-

cesses are core components of individual and

collective processes in organizations, including

workplace motivation (e.g., George & Brief,

1996), leadership (e.g., Gooty, Connelly, Griffith,

& Gupta, 2010), workplace attitudes (e.g., Weiss

& Cropanzano, 1996), conflict management and

negotiation (e.g., Fulmer & Barry, 2004; van

Kleef, De Dreu, & Manstead, 2004), and team

functioning (e.g., Barsade, 2002; Kelly &

Barsade, 2001). One of the most central aspects

of emotions that shapes behavior in the work-

place is emotional labor.

Emotional labor requires workers to sub-

ordinate their genuine emotions in order to

display emotions which are consistent with

work role expectations (Glomb & Tews, 2004).

Although much of the early work on emotional

labor has focused on the effects of emotions on

workers in the service, healthcare, and hospi-

tality industries (e.g., Holman, Chissick, &

Totterdell, 2002), emotional expression is a

core aspect of the human experience, and so

there is an increasing emphasis on understand-

ing emotional processes in the workplace (e.g.,

Bono, Foldes, Vinson, & Muros, 2007; Fisher

& Ashkanasy, 2000). This widespread effort to

understand worker emotions has generated a

large base of empirical studies which shed light

on worker emotions, particularly the emotional

labor construct. However, whereas individual

empirical studies illuminate particular dimen-

sions of emotional labor as well as their linkages

to particular antecedents, correlates, and conse-

quences there is a need to theoretically synthesize

this research in terms of what is presently known

about emotional labor, and what we most need to

figure out in the coming decade. Thus, this review

will: (a) advance an integrated view of emotional

labor by examining the nomological network

surrounding five emotional labor states examined

in prior research (which differ by the extent to

which they result in dissonance between felt and

displayed emotions), and (b) explore the impact

of discordant and congruent states as an under-

lying theoretical driver which explains patterns

of observed relationships between emotional

labor and its correlates and consequences.

Toward this end, this research makes five

important contributions to knowledge on emo-

tions in the workplace. First, we present the

bottom line on the consequences of emotional

labor for a range of health, attitudinal, and

performance outcomes. Second, we present the

state of knowledge on emotional labor corre-

lates, both worker-related (e.g., neuroticism)

and work-related (e.g., display rules). Third,

we test two conceptual (occupation and target

of emotional labor) moderators and one metho-

dological (study design) moderator of the rela-

tionship between emotional labor and its

correlates and consequences. Fourth, we explore

the joint effects of display rules and emotional

labor states on employee emotional well-being.

Fifth, we organize our results in light of a theo-

retical reorganization of emotional labor states

along the discordance–congruence continuum,

which reflects the extent to which felt and dis-

played emotions are aligned.

Emotions and the emotional
labor construct

Scholars agree that emotions affect ‘‘physiology,

facial and bodily expressions, behavior, cog-

nition, and subjective experiences’’ (Côté &

Morgan, 2002, p. 947), and that humans are

capable, with effort, of regulating their emotions

so as to optimize their responses to changing

contexts (Weiss & Cropanzano, 1996). According

to Gross (1999), emotion regulation refers to all

conscious and unconscious efforts to change one

or more aspects of an emotion. Gross identifies two

forms of emotion regulation: antecedent-focused

and response-focused. Antecedent-focused emo-

tion regulation involves the individual reassessing
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the source of the emotion (e.g., a nurse reminding

herself to feel sympathetic toward an insolent

patient; the initial emotion of irritation is replaced

with sympathy upon the reevaluation of the source

of theemotion). Response-focused emotion regula-

tion involves the individual manipulating their

physiology, facial and/or bodily expressions, beha-

viors, and cognitions once the emotion has already

registered (e.g., a teacher attempting to fake a pos-

itive emotion toward a recalcitrant student; Côté &

Morgan, 2002). Gross (1998) found individuals

experience more psychological strain when enga-

ging in a response-focused emotion regulation

strategy (faking or suppressing their genuine emo-

tions), than when they either exercise in an

antecedent-focused strategy or do not regulate their

emotions. Further, Côté and Morgan (2002) found

this pattern of effects extends to job-related out-

comes as well; response-focused emotion regula-

tion strategies (e.g., suppression or faking of

emotions) led to decreased job satisfaction and

turnover intentions.

All organizations have both expressed and

implied guidelines for employee conduct based

on the position the employee holds. Within

these guidelines are relatively strict expecta-

tions of acceptable and unacceptable emotions

to display at work; these expectations are called

display rules (Diefendorff, Erickson, Grandey,

& Dahling, 2011). Emotional labor occurs

when an employee has to alter his/her true

emotions in order to conform with the organi-

zation’s/job’s display rules (Morris & Feldman,

1997). When genuine emotions are aligned with

requirements for emotive displays, then the

employee is free to act in a manner that is

consistent with their natural desires (emotional

consonance; Zammuner & Galli, 2005b).

Research suggests emotional consonance has a

number of positive effects, including enhanced

feelings of personal accomplishment and

decreased levels of emotional exhaustion

(Näring, Briët, & Brouwers, 2006). Problems

arise, however, when employees’ genuine

emotions are asymmetric or inconsistent with

display rules. For example, the employee may

be experiencing a negative emotion, but is

required to display a positive one (e.g., in a

customer service interaction; Grandey, Dickter,

& Sin, 2004) or may be experiencing positive

emotions, but is required to display negative

emotions (e.g., hospital employees often have

to suppress positive mood or emotions in favor

of a more subdued emotive display). In sce-

narios where genuine emotions are inconsistent

with required emotive displays, employees

must either break display rules or they must

engage in emotion regulation in order to

enhance, suppress, or fake their genuine emo-

tions to produce the prescribed emotional dis-

play (Grandey, 2000).

Emotional labor strategies have been dif-

ferentiated based on the extent to which they

involve an antecedent-focused or response-

focused emotion regulation strategy. This dis-

tinction has important implications for the

resulting emotional state. With antecedent-

focused strategies, the resulting emotional state

is congruous—felt and expressed emotions are

inherently consistent. Whereas energy may be

required initially to adjust felt emotions, no fur-

ther energy drain is incurred once the emotions

are in line. Conversely, with response-focused

strategies, the effort is not expended to change

the felt emotion but rather is continuously

expended to mask true emotions so that emotive

displays conform to expectations. In this sense,

the distinguishing feature of response-focused

strategies is the discordance between felt and

displayed emotions. We use this congruence/

discordance view of emotional labor states as

a lens to understand the differential patterns

of relationships found in past research on emo-

tional labor.

Researchers have articulated five emotional

labor strategies, which fall at different points on

this emotional congruence–discordance con-

tinuum. Two of these strategies fall toward the

end of the continuum reflecting congruence

between felt emotions and required/displayed

emotive behavior (emotional consonance and

deep acting) and three fall along the opposite
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end of continuum which reflects discordance

between felt emotions and required/displayed

emotion expressive behavior (surface acting,

emotional dissonance, emotional suppression).

Table 1 reports examples from the extant lit-

erature of definitions and operationalizations of

these five emotional labor states.

Discordant emotional states

Discordant emotional states are psychological

conditions wherein an individual’s authentic

felt emotions are in conflict with his/her

expressed emotions. Research on emotional

labor elaborates three constructs—surface act-

ing, dissonance, and suppression—each

reflecting aspects of emotional discordance.

Surface acting. Surface acting occurs when

employees simply present a ‘‘good-employee’’

facade, or ‘‘act’’ in the appropriate way at work

to meet organizational expectations, even

though their true feelings remain unchanged

and inconsistent with their displayed feelings

(Hochschild, 1983; Johnson & Spector, 2007).

Researchers have defined surface acting as a

‘‘response-focused strategy’’ in which the indi-

vidual effectively carries out the emotional

labor process to display the organizationally

desired emotion, even though the displayed emo-

tion conflicts with the individual’s authentic feel-

ings (Spencer & Rupp, 2009). The distinguishing

criterion in surface acting is that the individual

does not modify his or her true feelings internally

to match what is required—the external appear-

ance conforms with expectations while the inter-

nal emotions/feelings do not change (Hochschild,

1983; Karatepe & Aleshinloye, 2009). Therefore,

in surface acting, the state of emotional disso-

nance caused by the incongruity between acting

and feeling is never reconciled.

Emotional dissonance. To avoid the conse-

quences involved in displaying true emotions,

an individual may have to separate from their

felt emotions in order to meet the external

expectations and occupational requirements;

this form of detachment is formally referred to

as emotional dissonance (Hochschild, 1983;

Johnson & Spector, 2007). Emotional dis-

sonance is a consequence of having to display

specific emotions that contrast with those

genuinely felt by an individual, and has been

described as a type of person–role conflict,

because the individual does not identify with

the role requirements and must alter their

response in order to satisfy role expectations

(Abraham, 1999; Hochschild, 1983; Wharton &

Erickson, 1993).

Emotional suppression. Like surface acting and

emotional dissonance, emotional suppression

creates discordance between one’s felt and dis-

played emotions. Emotional suppression occurs

when an individual regulates her emotions by

attempting to inhibit or suppress expressive

behaviors which would be inconsistent with

organizational display rules (Dollard & Winefield,

1994; Srivastava, Tamir, McGonigal, John, &

Gross, 2009).

Congruent emotional states

Congruent emotional states are psychological

conditions wherein an individual’s authentic

felt emotions are consistent with his/her

expressed emotions. Research on emotional

labor elaborates two constructs—deep acting

and emotional consonance—each reflecting

aspects of emotional congruence.

Deep acting. An individual practicing deep act-

ing does not simply display the appropriate

emotions, but actually internalizes the man-

dated emotion; deep acting is the process of

‘‘modifying internal affect so that it matches

with [the] outward expressions’’ demanded by

the job–role requirements (Hochschild, 1983;

Spencer & Rupp, 2009, p. 429). This realign-

ment resolves the initial emotional discordance,

resulting in an emotional state where felt and

displayed emotions are congruent.
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Table 1. Definitions and operationalizations of emotional labor states

Authors, year Conceptual definition Operational definition

Emotional labor
Glomb and

Tews, 2004
‘‘Emotional labor is ‘the act of displaying

appropriate emotion (i.e., conforming
with a display rule)’ regardless of whether
the emotion is discrepant with internal
feelings’’ (p. 2)

Assessed emotional dissonance and surface
acting using the Brotheridge and Lee
(1998) measures with questions such as
‘‘Pretend to have emotions that you don’t
really feel’’ and ‘‘Resist expressing my true
feelings’’ (p. 11). Additionally emotional
dissonance was also examined with the
Morris and Feldman (1997) 3-item mea-
sure that included questions like ‘‘When I
work with customer/clients, the way I act
and speak often doesn’t match what I
really feel’’ (p. 11)

Morris and
Feldman, 1996

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

Suggest that questionnaires ‘‘to collect
information about emotional
experience and expression can offer a
number of advantages, including access
to more emotional experiences over a
longer period of time . . . [and] may be
the only way to get subjects to reveal
especially sensitive information such as
emotional dissonance’’ (p. 1004)

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

Suggests that ‘‘diary studies of emotional
events would illustrate the type of
events employees respond to at work,
as well as act as a coping technique
suggested by the emotion regulation
researchers’’ (p. 108)

Deep acting
Spencer and

Rupp, 2009
An ‘‘antecedent-focused strategy . . . [that]

concerns modifying internal affect so
that it matches with outward expres-
sions’’ (p. 429)

Measured emotional labor ‘‘with an eight-
item measure . . . [that] measures the
extent to which participants expended
effort while managing their emotions
during their customer-service encoun-
ters. Participants indicated their level of
agreement with each item by using a scale
anchored at 1 (strongly disagree) and 7
(strongly agree)’’ (p. 434)

Johnson and
Spector, 2007

‘‘Deep acting corresponds with managing
underlying feelings to actually feel the
emotion required by the display rules’’
(p. 319)

Measured using a 5-point Likert response
scale and asking things like, ‘‘On an aver-
age day at work, how often do you do
each of the following when interacting
with customers? . . . Make an effort to
actually feel the emotions that I need to
display to others’’ (p. 324)

(continued)
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Table 1. (continued)

Authors, year Conceptual definition Operational definition

Emotional consonance
Diefendorff,

Croyle, and
Gosserand,
2005

‘‘[I]ndividuals may simply express what they
feel, or when this will not produce the
desired display, they may surface
act . . . or deep act . . . Thus, surface acting
(SA) and deep acting (DA) may be
considered compensatory strategies that
individuals use when they cannot
spontaneously display the appropriate
emotions’’ (p. 340)

Measured using a 3-item scale adapted from
Kruml and Geddes (2000): ‘‘The emotions
that I express to customers are genuine,’’
‘‘The emotions I show customers come
naturally,’’ and ‘‘The emotions I show
customers match what I spontaneously
feel’’ (p. 355)

Näring, Briët,
and Brouwers,
2006

‘‘A high level of emotional consonance will
indicate that a person effortlessly
expresses emotions that are felt, and we
regard this as the absence of emotional
labour’’ (p. 306)

Assessed emotional consonance using items
such as ‘‘I react to students’ emotions
naturally and easily’’ and ‘‘The emotions
I show the students match what I truly
feel’’ (p. 306)

Yugo, 2009 ‘‘[T]here is a third strategy that has been
considered as a part of emotional labor:
the expression of genuine felt
emotions . . . This takes place when the
employee’s actual emotions already
mimic those expected from the job,
thereby eliminating the effort involved in
order to achieve the organizationally
desired response’’ (pp. 6–7)

Assessed genuine expression of felt emotion
was using the 3-item measure by Diefen-
dorff et al. (2005). Items include ‘‘The
emotions I show customers come
naturally’’ and ‘‘The emotions I show
customers match what I spontaneously
feel’’ (pp. 21–22)

Emotional dissonance
Johnson and

Spector, 2007
‘‘The separation of felt emotion from

expressed emotion to meet external
expectations’’ (p. 319)

Measured using the Emotional Labor Scale
(Brotheridge & Lee, 2003) which uses a
5-point Likert response scale asking the
employees, ‘‘On the average day at work,
how often do you do the following when
interacting with customers?’’ (p. 324) and
then follow up with questions like, ‘‘Hide
my true feelings about a situation’’ (p. 324)

Bakker and
Heuven, 2006

‘‘Emotional dissonance is the discrepancy
between authentic and displayed
emotions as part of the job’’ (p. 426)

Operationalized following Zapf, Vogt,
Seifert, and Mertini’s (1998) questions,
which asked, ‘‘How often are you
confronted with the following situations
during you work?’’ and included follow-up
questions like, ‘‘Having to show certain
feelings to patients (civilians) that do not
correspond with the way you feel at that
moment’’ (p. 430)

Abraham, 1999 ‘‘Emotional dissonance is a form of person–
role conflict, in which a person’s response
conflict with role expectations of the
desired level of emotion’’ (p. 442)

Measured with the Aldemann’s Emotional
Labor Scale (1989) with questions like,
‘‘To what degree do you think making the
customer feel important is expected of
you as part of your job?’’ (p. 446)

(continued)
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Table 1. (continued)

Authors, year Conceptual definition Operational definition

Surface acting
Spencer and

Rupp, 2009
‘‘Response-focused strategy . . . [that]

results when an individual displays the
appropriate emotion even though it is not
consistent with his or her true feelings’’
(p. 429)

Measured emotional labor ‘‘with an eight-
item measure . . . [that] measures the
extent to which participants expended
effort while managing their emotions
during their customer-service encoun-
ters. Participants indicated their level of
agreement with each item by using a scale
anchored at 1 (strongly disagree) and 7
(strongly agree). Higher scores indicate
higher levels of effort involved during
emotion management’’ (p. 434)

Karatepe and
Aleshinloye,
2009

‘‘Surface acting occurs when employees fake
their emotions by changing their outer
demeanor to conform with the
organizational display rules while their
inner feelings remain unchanged’’ (p. 349)

Measured using the Chu and Murrmann
(2006) scale with items like, ‘‘I fake a good
mood when interacting with customers’’
and ‘‘I fake the emotions I show when
dealing with customers’’ (p. 353)

Glasø and
Einarsen, 2008

‘‘The management of feelings to create a
publicly observable and desirable
emotional display as part of a job role’’
(p. 484)

Measured through a questionnaire asking to
what extent ‘‘leaders and subordinates do
express, suppress, and fake their
emotions by items related to these
emotional factors’’ (p. 487)

Emotional suppression
Gross and John,

2003
‘‘Expressive suppression is a form of

response modulation that involves
inhibiting ongoing emotion-expressive
behavior . . . For example, one might
keep a poker face while holding a great
hand during a card game’’ (p. 349)

Assessed suppression using the Emotion
Regulation Questionnaire (ERQ), with
questions such as ‘‘I control my emotions
by not expressing them’’ and ‘‘When I am
feeling negative emotions, I make sure not
to express them’’ (p. 351)

Näring, Briët,
and Brouwers,
2006

‘‘ . . . actually hiding anger and disgust and
fear . . . ’’ (p. 307)

Assessed suppression using items such as ‘‘I
hide my anger about something someone
has done’’ (p. 307)

Schaubroeck and
Jones, 2000

‘‘[T]he psychological characteristics of
denial and suppression are consistently
linked to lower immune levels and
susceptibility to viral infection . . . as well
as cardiovascular illness’’ (p. 169)

Assessed suppression of negative efference
using items such as ‘‘To be effective in my
job, I must try to suppress how upset or
distressed I may feel’’ (p. 171)

Sieverding, 2009 ‘‘The regulation of emotion, and especially
its suppression, is known to have
physiological, social, affective, and
cognitive consequences . . . In terms of
the cognitive consequences of emotional
suppression, several studies have shown
that suppression reduces memory for
social information, which was interpreted
as an indicator of increased cognitive
load’’ (p. 392)

Assessed hiding feelings using a single item:
‘‘During the job interview, did you try to
suppress or hide your feelings (e.g., anger,
insecurity, anxiety, helplessness, etc.)?’’
(p. 394)
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Emotional consonance. Emotional consonance

refers to emotional labor states where the indi-

vidual expresses his/her genuine felt emotions

(Yugo, 2009; Zammuner & Galli, 2005b). Con-

sonance is similar to deep acting in that there is a

congruence between felt and expressed and

emotions. The notable difference is that with

consonance there is no need to expend any

energy-regulating emotions because natural emo-

tions are in line with those expected in the job

context.

Figure 1 presents an overview of the

nomological net of relationships examined in

the current study, centered on this discordant–

congruent conceptualization of the emotional

labor construct. Various aspects of emotional

labor are distinguished by the extent to which

emotional psychological states are discordant

or congruent—reflecting harmony between

felt and displayed emotions on the one hand,

versus conflict between felt and displayed

emotions on the other. We organize our

review around four research questions depic-

ted in Figure 1.

Research Question 1: What are the health,
attitudinal, and performance consequences
of discordant and congruent emotional
labor states?

The occurrence of emotional labor in all

workplaces, coupled with the knowledge that

certain working conditions make it difficult for

employees to avoid emotional labor, suggests

that it is important to understand any potential

negative implications associated with the con-

struct and employee- and work-related out-

comes. Three types of consequences of

emotional labor have been posited: health out-

comes, attitudinal outcomes, and performance

outcomes.

Health consequences. The most often-studied

consequence of emotional labor is burnout.

Burnout is closely related to emotional labor

because of the parallel emphasis on front-line

employee–customer exchanges as well as the

management of emotions, and has been defined

as ‘‘an indication of the employees’ growing

Figure 1. Discordance–congruence model of emotional labor.
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inability to adequately manage their emotions

when interacting with clients’’ (Zapf, Seifert,

Schmutte, Mertini, & Holz, 2001, p. 527).

Although burnout similarly acknowledges the

need for the regulation of emotions in the work-

place to meet prescribed role requirements, it

focuses on the implications of no longer being

capable of successfully controlling emotional

displays, whereas emotional labor focuses on the

strategy of creating appropriate displays. Three

specific dimensions of burnout were identified

by Maslach and Jackson (1981) and have been

widely accepted in research to date: depersona-

lization, reduced personal accomplishment, and

emotional exhaustion (Zapf et al., 2001).

One indicator of burnout, depersonalization,

occurs when an individual ‘‘seeks emotional

distance or feels estranged from others,’’

(Brotheridge & Lee, 2003, p. 367). Employees

experiencing depersonalization are no longer

able to effectively manage their emotions

relative to personal interactions. In turn, they

emotionally retreat, often becoming apathetic

and distant from the situation by viewing the

customers as objects rather than persons.

Similarly, emotional labor may result in another

dimension of burnout, reduced personal

accomplishment, an employee’s ‘‘diminished

sense of efficacy or accomplishment in their

role performance’’ (Brotheridge & Lee, 2003,

p. 367). Maslach, Schaufeli, and Leiter (2001)

explained that reduced personal accomplish-

ment can be derived from a deficit of proper

resources or the depletion of energy and lack of

unity with the job, causing employees to doubt

their skills and abilities or not feel satisfied with

their work performance. Employees utilizing

emotional labor to successfully carry out work

tasks with the proper emotional display may

suffer from reduced personal accomplishment

because of the propensity to perceive their

performance as inauthentic, preventing them

from taking credit for any achievements

attained while employing emotional labor

(Dormann & Kaiser, 2002; Mikolajczak, Menil,

& Luminet, 2007; Miller & Kosten, 2008).

A third indicator of burnout, emotional

exhaustion, has also been found to correlate

with emotional labor. Defined as ‘‘the state of

depletion and fatigue,’’ emotional exhaustion is

often manifested through expressions of irrita-

tion, anger, depression, and disappointment

(Grandey, 2003, p. 89; Zhang & Zhu, 2008).

The energy exertion aspect of emotional labor

is thought to lead directly to emotional

exhaustion (Brotheridge & Lee, 2003).

Emotional labor may also adversely affect

other aspects of employee health. If the psy-

chological strain associated with emotional

discordance becomes intense, it could lead to

physiological health problems. Additionally,

the strain and exhaustion characteristic of

burnout could also harm the individual’s

physical health. Research in this area has

reported a strong negative correlation between

emotional labor and health (Dormann & Kaiser,

2002; Wegge, Vogt, & Wecking, 2007; Zapf,

Vogt, Seifert, Mertini, & Isic, 1999).

Attitudinal consequences. A second focus of

emotional labor research has been aimed at

understanding the attitudinal consequences of

emotional labor. Research suggests emotional

labor can affect job satisfaction (Rutner,

Hardgrave, & McKnight, 2008), work with-

drawal, and turnover intentions (Abraham,

1999; Bakker & Heuven, 2006; Karatepe &

Aleshinloye, 2009; Rutner et al., 2008). As

research suggests these outcomes have reper-

cussions for organizational competitiveness

(e.g., Harrison, Newman, & Roth, 2006; Shore

& Martin, 1989), it is important to explore the

extent to which the discordance versus con-

gruence of emotions may have differential

implications for employee work attitudes.

Performance consequences. Employees strug-

gling with emotional labor may also face per-

formance problems. The energy expended

managing emotions may well detract from

cognitive resources needed to make high-

quality decisions and perform tasks effectively
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(Bakker & Heuven, 2006). Further, in many

jobs, part of work performance is the ability

to produce required emotive displays (e.g.,

nurses must be able to express sympathy and

compassion in addition to performing other nur-

sing tasks); the energy expended in performing

emotional labor and the employee’s success in

doing so may detract from the emotional

resources required to effectively perform in

their role.

Research Question 2: What are the
worker- and work-related correlates of
emotional labor states?

A second critical question is what predicts or co-

occurs with emotional labor? Empirical research

has explored a variety of factors which are

thought to precede emotional labor. We classify

these in terms of those which are worker-related

(i.e., tied to individual differences) versus those

which are work-related (i.e., stemming from an

aspect of the work environment). In order to

avoid causal ambiguity, we use the term corre-

lates instead of antecedents.

Worker-related correlates. Empirical work sug-

gests associations between emotional labor and

the Big Five personality characteristics (Die-

fendorff, Croyle, & Gosserand, 2005), self-

monitoring (Bono & Vey, 2004; Diefendorff et

al., 2005), emotional intelligence (Wong & Law,

2002), self-efficacy (Bandura, 1994), and affec-

tivity (Bono & Vey, 2004), though these relation-

ships seem to differ depending on the emotional

labor state studied. Such disparity may have

implications for conclusions drawn regarding the

role of personality in work performance. For

example, recent research on emotional intelli-

gence (which is ‘‘the ability to recognize and use

emotional information in social interactions’’;

Grandey, 2000, p. 106) has concluded that emo-

tional labor moderates the relation between emo-

tional intelligence and job performance;

emotionally intelligent individuals perform better

than emotionally unintelligent individuals at

emotionally laborious jobs, but there is no differ-

ence between groups for jobs that do not involve

emotional labor (Wong & Law, 2002). However,

it is unclear whether this is true for all forms of

emotional labor, or just discordant states. Further,

positive affectivity has been shown to be nega-

tively related to emotional labor, while negative

affectivity is positively related to emotional labor

(Bono & Vey, 2004), though these findings

appear to be based mostly on research related to

discordant forms of emotional labor.

Work-related correlates. Aspects of the job con-

text may also affect emotional labor. For

example, Morris and Feldman (1996) hypothe-

sized that supervisor support, routineness of

task, task variety, form of interaction, and job

autonomy may be associated with worker emo-

tions, emotive displays, and emotional labor.

Research Question 3: Do occupational
group, EL target, and study design
moderate the relationships between
emotional labor and its correlates and
consequences?

Research has demonstrated that emotional labor

can impact a diverse range of employees and

workplaces. We examine two conceptual

(occupational group, target of EL) and one

methodological (study design) moderator of

emotional labor relationships. Although emo-

tional labor is relevant to the experience of

work regardless of the occupation (Glasø &

Einarsen, 2008), there are some professions in

which employees are more prone to engage in

emotional labor. Some of the most notable

occupations recognized for high EL usage lev-

els are front-line positions, specifically cus-

tomer service representatives, call-center

agents, police officers, nurses, and teachers.

We also examine the extent to which the target

of the emotional labor is internal versus exter-

nal to the organization. It is possible, for
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example, that individuals have to engage in

more emotional labor when the source is inter-

nal (i.e., coworkers and supervisors), whereas

they can more easily ‘‘escape’’ from external

sources (e.g., customers). Third, we examine

the study design as a possible methodological

moderator of observed relationships.

Research Question 4: Do discordant and
congruent emotional labor states mediate
the relationship between display rules and
burnout?

Past research demonstrates that situational

constraints, namely organizational display rules

(‘‘social norms regarding the appropriate

experience and display of emotions’’; Bono &

Vey, 2004, p. 215), lead employees to engage in

emotional labor. The logic of past work posits

that emotional display rules present in the work

environment lead to emotional labor, and that

emotional labor in turn affects burnout. Inter-

estingly, this pattern fits with discordant states,

but not congruent ones; when display rules lead

to emotional labor states wherein there exists

conflict between felt and displayed emotions,

the emotional labor will relay into burnout.

However, when emotional display rules prompt

congruent emotional labor states, there is no

reason for the emotional labor to produce a

burnout response. Thus, we examine the extent

to which discordant and congruent emotional

labor states differentially mediate the relation-

ship between display rules and burnout.

Method

Database

One hundred and nine independent studies

reported in 97 manuscripts (total N ¼ 36,619)

examining emotional labor in the workplace

were included in this meta-analysis. To ensure a

comprehensive search, we compiled the rele-

vant literature using a multi-faceted approach

involving (a) a computerized search of the

PsychInfo, Business Source Premier, and Goo-

gle Scholar databases using relevant keywords

or phrases (e.g., emotional labor, surface acting,

deep acting, emotion and customer service,

emotion and dissonance, emotion and suppres-

sion, emotion and regulation, etc.), (b) a manual

search for references cited in studies included in

this meta-analysis, and (3) a search of references

cited in recent reviews of the emotional labor

construct (e.g., Bono & Vey, 2004; Chau, 2007).

To be included in the database, studies must

have either reported a correlation between emo-

tional labor and at least one relevant construct, or

reported sufficient information to compute a

correlational relationship between emotional

labor and this construct. Ten studies reported the

results of an experiment investigating the role of

emotional labor and/or display rules in relevant

correlates/outcomes. These studies reported suf-

ficient effect size information (e.g., means and

standard deviations for experimental and control

groups, t or F statistics) to permit conversion of

the effect size estimates into a point-biserial cor-

relation using formulas provided in Hunter and

Schmidt (2004). As point-biserial correlations are

attenuated (in this case, due to the dichotomiza-

tion of either emotional labor or display rules in

the primary study), corrections were made to con-

vert correlations to a full+1 scale; we also made

adjustments to the sample sizes for the corrected

correlations to avoid underestimating sample

error variance using procedures described in

Hunter and Schmidt (1990, 2004) and Ones, Vis-

wesvaran, and Schmidt (1993). When studies

contained multiple samples and reported effect

sizes separately for each sample, those correla-

tions were analyzed independently. When

authors reported multiple estimates of the same

relationship from the same sample (e.g., satisfac-

tion and more than one form of emotional labor),

those correlations were examined separately only

as appropriate for subanalyses (e.g., satisfaction

and deep acting vs. surface acting), but an average

correlation was computed for all global meta-

analyses of those relationships (e.g., emotional

labor and satisfaction) to maintain independence
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(Hunter & Schmidt, 2004). A list of the studies

included in this meta-analysis is included in the

reference section prefixed with an asterisk.

Primary study characteristics. Table 2 reports

descriptive statistics for the meta-analytic data-

base. The majority of studies employed field

samples (91%) and used survey methods of

collecting information about emotional labor

and/or display rules (91%). Thirty percent of

the samples were employees in customer ser-

vice roles (e.g., call centers, hospitality/hotels,

retail), 10% of the samples were employees

within the healthcare industry (e.g., doctors,

nurses, medical technicians), and 9% of the

samples were employees within the education

industry (e.g., teachers, college professors,

tutors, principals); 50% primary study authors

simply broadly surveyed working adults and

included members of various industries/roles

within the same sample (e.g., customer service,

education, health care, law enforcement,

administrative). Forty-one percent of the stud-

ies on emotional labor examined the role of

emotional labor directed towards individuals

within the employee’s organization (e.g., super-

visors, coworkers, team members, and direct

reports), 54% of the studies examined the role

of emotional labor directed towards individuals

served by the organization (e.g., customers, cli-

ents, students, patients, the community, etc.),

and 5% of the studies examined emotional labor

in general, without specifying the target.

Measurement of emotional labor. As can be seen

in Table 3, a variety of measures have been

used to assess emotional labor. We would have

liked to conduct a moderator analysis examin-

ing the role of emotional labor scale in the

relationships examined within this study.

However, about half (43.36%) of the studies

employed measures of emotional labor which

were more or less sequentially developed/

improved over time and which include a com-

mon subset of items to assess one or more of the

emotional labor dimensions (e.g., Brotheridge

& Lee, 2003; Diefendorff et al., 2005; Grandey,

2003; or Richards & Gross, 2000). Unfortu-

nately, as item-level effects were not reported

in these studies, we were not able to examine

these scales independently. Although a number

of other ‘‘independent’’ measures have been

used, none have been used with enough fre-

quency to permit moderator analyses. An

important direction for future research is to

explore the comparative validity of common

emotional labor scales in explaining variance

in employee personal and work outcomes.

Coding procedure and coder reliability

Each study was coded for (a) sample size, (b)

sample characteristics, including occupation,

(c) study design, (d) operationalization of

emotional labor, (e) target of the emotional

Table 2. Descriptive statistics of meta-analytic
database

k N

Total 109 36550
Type of emotional labor

General emotional labor 27 12672
Deep acting 45 13887
Emotional consonance 12 3695
Surface acting 56 15562
Emotional dissonance 29 7567
Emotional suppression 9 1512
Display rules 29 11129

Setting
Field 99 34959
Lab 10 1591

Design
Survey 99 34959
Experiment 10 1591

Occupation
Customer service 33 8339
Healthcare 11 4410
Education 10 1914
Other/Various 55 21887

Target of emotional labor
Internal to organization 45 21803
Served by organization 59 12822
Mixed 5 1925
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Table 3. Summary of Emotional Labor Scales used in the meta-analytic database

Author(s), year Scale name/Construct
Number of studies in which

it is cited

Adelmann, 1989 Emotional Labor Scale 1
Best et al., 1997 Emotion Work Requirements Scale 7
Brief et al., 1988 Job Affect Scale 2
Brotheridge and Grandey,

2002*
Emotion Work Requirements Scale and

Emotional Labor Scale
1

Brotheridge and Lee, 1998 Emotional Labor Scale 12
Brotheridge and Lee, 2002* Emotional Labor Scale 2
Brotheridge and Lee, 2003* Emotional Labor Scale 17
Chu and Murrmann, 2006 Hospitality Emotional Labor Scale 3
Diefendorff et al., 2005* Includes measures of surface and deep

acting, emotional consonance, display
rules, and frequency/duration/
routineness of interactions

13

Diefendorff and Richard, 2003 Emotion Management Behaviors 1
Dormann and Kaiser, 2002* Frankfurt Emotion Work Scale and

items measuring emotional
dissonance

1

Glasø and Einarsen, 2008* Emotion regulation 2
Glomb and Tews, 2004 Discrete Emotions Emotional Labor

Scale
3

Grandey, 1998* Emotional Labor Scale 2
Grandey, 2003* Includes measures of surface and deep

acting and display rules
14

Grandey et al., 2004 Emotion regulation 2
Grandey et al., 2005* Response-focused emotional regulation 1
Gross and John, 2003* Emotion Regulation Questionnaire 1
Hollenbeck et al., 1989 No explicit measures of emotional labor 2
Izard et al., 1974 Differential Emotions Scale 1
Kruml and Geddes, 2000 Emotive effort and emotive dissonance 4
Mann, 1998 Emotional Labor Inventory 2
McCormick et al., 1989* Interpersonal interaction items of the

Position Analysis Questionnaire
1

Morris and Feldman, 1997 Emotional labor 4
Näring and Briët, 2004 Dutch Questionnaire of Emotional

Labor
1

Pugliesi, 1999 Emotional labor 1
Richards and Gross, 2000* Emotion Regulation Questionnaire 3
Roger and Najarian, 1989 Emotion Control Questionnaire 1
Rupp and Spencer, 2006* Includes measure of emotional labor

and display rules
1

Rutner et al., 2008* Includes measures of surface and deep
acting and display rules

1

Schaubroeck and Jones, 2000 Emotional labor 4
Schneider et al., 1998 Global Service Climate Scale 1
Sieverding, 2009 Display rules 1
Spencer and Carnevale, 2003 Emotional labor 1

(continued)
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labor (i.e., whether the emotional labor was

focused towards individuals within the org-

anization or to individuals served by the orga-

nization), (f) correlations/effects between

emotional labor/display rules and relevant

correlates/outcomes, and (g) reliability esti-

mates for emotional labor and correlates/out-

comes, when available. To ensure coding

consistency and construct validity, the authors

jointly developed a coding scheme based upon

the conceptual and operational definitions for

relevant constructs within the primary studies.

Two of the study’s authors independently coded

the studies that met criteria for inclusion in

this study. Intercoder agreement was very high

(99%), likely due to the objective nature of the

data coded and the consistency with which it was

reported in the primary studies. Instances of

disagreement were resolved through discussion.

Coding of the emotional labor construct. Although

approximately 25% of studies reported results

for only emotional labor in general/overall, the

majority of studies investigated one or more of

five states of emotional labor: (a) two repre-

sentative of emotion congruence: deep acting

(e.g., Grandey, 2003; Holman et al., 2002;

Zhang & Zhu, 2008), and emotional con-

sonance (e.g., Diefendorff et al., 2005; Näring

et al., 2006; Yugo, 2009), and (b) three repre-

sentative of emotion discordance: surface act-

ing (e.g., Chau, 2007; Totterdell & Holman,

2003; Zammuner & Galli, 2005a), emotional

dissonance (e.g., Abraham, 1999; Giardini &

Frese, 2006; Lewig & Dollard, 2003), and

emotional suppression (e.g., Gross & John,

2003; Schaubroeck & Jones, 2000; Sieverding,

2009). We first coded each of the types of

emotional labor separately to examine the role

of each in relevant correlates and consequences.

Then, to obtain an overall estimate of the rela-

tionships associated with emotional labor,

average correlations across subdimensions

were computed as appropriate.

Coding of emotional labor outcomes. The primary

studies evaluated two key types of conse-

quences of emotional labor: employee-related

and work-related. Employee-related outcomes

of emotional labor were burnout and health.

Three different indicators of burnout were

reported in the primary studies: (a) deperson-

alization (distancing oneself from personal

interactions at work, often characterized by

viewing customers/clients as objects), (b)

reduced personal accomplishment (reduced

self-efficacy or reduced association with

work-related accomplishments), and (c) emo-

tional exhaustion (the depletion of emotional

energy). We examined the role of emotional

labor on burnout overall as well as by indicator

of burnout. Employee health examined the

effect of emotional labor on the physical

wellness of employees and was typically

Table 3. (continued)

Author(s), year Scale name/Construct
Number of studies in which

it is cited

Sutton and Rafaeli, 1988 Display of positive emotion 1
Tsai, 2001* Employee Affective Delivery Scale 1
VanVeldhoven and Meijman,

1994
Psychosocial strain at work 2

Wilk and Moynihan, 2005 Importance of employee job
performance

1

Wu, 2003 Emotional labor 1
Zapf et al., 1999 Frankfurt Emotion Work Scale 15

Note. Asterisks indicate studies that primarily cite other scales rather than providing new items.
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operationalized by a subjective health assess-

ment or through established scales (e.g., like the

Pennebaker Inventory of Limbic Languidness;

Pennebaker, 1982).

Work-related outcomes associated with emo-

tional labor examined in the primary studies

included job satisfaction, work withdrawal,

turnover intent, and performance (task and emo-

tion). Job satisfaction was operationalized pri-

marily through the use of validated satisfaction

measures (e.g., Diener, Emmons, Larsen, &

Griffin, 1985; McKnight, 1997). Work with-

drawal, an employee’s tendency to withdraw

from work (e.g., via absenteeism, tardiness, or

excessive breaks), and was measured most com-

monly using the Job Involvement Questionnaire

(Kanungo, 1982; Misra, Kanungo, & Stuhler,

1985). Turnover intent, the employee’s desire

to leave the organization, was typically operatio-

nalized either through an idiosyncratic scale or

with a validated measure (Cropanzano, James,

& Konovsky, 1993; Porter, Steers, Mowday, &

Boulian, 1974; Singh, Verbeke, & Rhoads,

1996). Work performance was typically opera-

tionalized using subjective performance evalua-

tions or through objective measures of employee

performance. We coded type of performance as

a moderator; specifically, performance was

coded as being either ‘‘task’’ (e.g., job or task

performance) or ‘‘emotion’’ (e.g., successfully

displaying required emotions as indexed by cus-

tomer perception of emotional displays, etc.).

Coding of emotional labor correlates. The primary

studies examined two types of correlates of

emotional labor: individual-difference variables

and work-related correlates. The constructs

examined within individual-difference variables

included worker sex and tenure as well as a num-

ber of personality constructs, including the Big

Five (openness, conscientiousness, agreeable-

ness, extraversion, and emotional stability),

self-monitoring, emotional intelligence, self-

efficacy, positive and negative affectivity, and

positive and negative emotions. All personality

correlates were assessed using validated scales.

Work-related correlates included employee per-

ception of job or workplace stress, workplace

support, display rules (requirements to present

certain emotions during the course of performing

the job), worker tenure, and justice perceptions.

Analyses

The meta-analytic methods outlined by Hunter

and Schmidt (2004) were used to analyze data.

Corrections were made for sampling error and

measure reliability. Corrections were made for

measure reliability using artifact distribution

meta-analysis as reliability estimates were not

consistently reported in primary studies. Given

the possibility of a file-drawer effect wherein

significant findings are more likely to be pub-

lished than insignificant findings (Rosenthal,

1979), we conducted a file-drawer analysis

(Hunter & Schmidt, 2004) to estimate the num-

ber of studies reporting null effects that would

be required to reduce the reliability-corrected

correlations to a specified lower value (we used

r ¼ .05).

Moderator analyses were conducted for

emotional labor state examined in the primary

studies (deep acting, emotional consonance,

surface acting, emotional dissonance, emo-

tional suppression), type of burnout (deperso-

nalization, reduced personal accomplishment,

emotional exhaustion), type of performance

indicator (task or emotion), occupation (cus-

tomer service, education, healthcare), study

design (experiment, survey), and target of

emotional labor (internal to organization,

including coworkers, supervisors, and direct

reports; vs. served by organization, including

customers, clients, patients, and community).

We followed Hunter and Schmidt’s (2004)

approach to testing for moderators; meta-

analyses were conducted by level of moderator,

and then conclusions were drawn about the

presence and nature of moderators by examin-

ing both the credibility intervals (CV) and the

confidence intervals (CI) around r within each

meta-analysis (rho; the reliability-corrected
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mean correlation; Hunter & Schmidt, 2004;

Whitener, 1990). Whereas the CV provides an

estimate of the variability of r across studies

(wide CVs suggest the presence of a moderator,

and CVs that do not include zero indicate that

effects generalize across studies; Bobko &

Roth, 2008; Kisamore, 2008; Kisamore &

Brannick, 2008), the CI provides an estimate

of the accuracy of our estimation of r (White-

ner, 1990). As such, relationships may be inter-

preted to generalize across situations in which

the 80% of CV does not include zero, and rs

may be interpreted to be meaningfully different

from one another when one r estimate was not

included in the CI band of the other r estimate.

Using regression analyses, we sought to

determine the independent contribution of

emotional labor (overall, as well as by dimen-

sion of emotional labor) to the prediction of

burnout after controlling for the effects of dis-

play rules. Following the theory-testing method

developed by Viswesvaran and Ones (1995),

we conducted regression analyses on meta-

analytically derived correlations between the

variables (i.e., meta-analytic regression; Col-

quitt, Conlon, Wesson, Porter, & Ng, 2001;

Zimmerman, 2008). We used the harmonic

means of the total sample sizes on which each

meta-analytic correlation from the input matrix

was estimated to compute the standard errors

associated with the regression coefficients (cf.

Viswesvaran & Ones, 1995).

Results

Tables 4 through 13 present results of meta-

analytic tests examining the core relationships

among emotional labor and its presumed corre-

lates and consequences.

RQ1: What are the health, attitudinal, and
performance consequences of discordant
and congruent emotional labor states?

Extensive research attention has been directed

at two types of employee-related consequences:

burnout and health. As can be seen in Table 4,

our meta-analysis of the 59 studies that exam-

ined emotional labor in relation to burnout sug-

gests a stable positive relationship between the

two constructs (r ¼.29, k ¼ 59, the 80% cred-

ibility interval does not include zero). The same

is seen for each dimension of burnout, with the

strongest correlations found for the role of emo-

tional labor in depersonalization (r ¼.36, k ¼
20, the 80% credibility interval does not include

zero) and emotional exhaustion (r ¼.29, k ¼
54, the 80% credibility interval does not include

zero). When type of emotional labor is exam-

ined separately the difference between discor-

dant and congruent emotions becomes

apparent: whereas discordant emotional labor

states are positively associated with burnout

(surface acting: r ¼.40, k ¼ 37; emotional dis-

sonance: r ¼.38, k ¼ 23; and emotional sup-

pression: r ¼.21, k ¼ 3), congruent emotional

labor states are not predictive of burnout (deep

acting: r ¼.02, k ¼ 59, and emotional conso-

nance: r ¼.05, k ¼ 5). This same distinction

between discordant and congruent emotional

labor states is seen for each dimension of burn-

out as well as for employee health.

With regards to work-related consequences

of emotional labor, research has examined the

role of emotional labor in four types of work-

related outcomes, including job satisfaction,

work withdrawal, turnover intentions, and

employee performance. The differential pat-

tern of effects between discordant and congru-

ent emotional labor states is seen here as well.

As can be seen in Table 5, when congruent

emotional labor states are examined, effects

on satisfaction tend to be positive, whereas

when discordant states are examined, the

effects tend to be negative. For example, sur-

face acting is significantly negatively related

to job satisfaction (r ¼ -.28, k ¼ 13, the

80% credibility interval does not include zero)

while emotional consonance (display of natu-

rally felt emotions) is positively associated

with jobs satisfaction (r ¼.35, k ¼ 3, the

80% credibility interval does not include zero; the
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rs are not included in the confidence interval for

the compared effects). A similar pattern is seen

with work withdrawal and turnover intentions.

Here congruent emotional labor states tend to

be negatively associated with work withdrawal

and intent to turnover, while discordant states

tend to be positively associated with these out-

comes. For example, surface acting and emo-

tional dissonance are positively associated with

withdrawal (r ¼.12, k ¼ 2, and r ¼.41, k ¼ 4,

respectively, the 80% credibility intervals do not

include zero) while deep acting and emotional

consonance are negatively associated with it

(r¼ -.23, k¼ 2, andr¼ -.23, k¼ 2, respectively,

the 80% credibility intervals do not include zero;

the rs are not included in the confidence interval

of the compared effects). And, while surface act-

ing and emotional dissonance are positively

related with turnover intentions (r ¼.23, k ¼ 6,

andr¼.34, k¼ 5, respectively, the 80% credibil-

ity intervals do not include zero), deep acting is

negatively associated with it (r¼ -.09, k¼ 3, the

80% credibility interval does not include zero; the

rs are not included in the confidence interval of

the compared effects).

Overall, there is no consistent association

between emotional labor and employee perfor-

mance (r ¼.04, k ¼ 24, the 80% credibility

interval includes zero). Interestingly, however,

when we examine type of emotional labor, con-

gruent emotions (deep acting) are positively

associated with employee performance (r¼.12, k

¼ 9, the 80% credibility interval does not include

zero) while discordant states are not correlated

with performance; this pattern is repeated for each

type of performance, task and emotion (r ¼.20,

k ¼ 3, and r ¼.09, k ¼ 6, respectively, the 80%
credibility intervals do not include zero).

RQ2: Which worker- and work-related
correlates are related to discordant and
congruent emotional labor states?

As can be in Table 6, emotional labor is nega-

tively correlated with both perceived supervisor

support and justice perceptions (r ¼ -.16, k ¼
12, and r ¼ -.30, k ¼ 3, respectively, the 80%
credibility intervals do not include zero), and

positively correlated with workplace stress

(r ¼.38, k ¼ 9, the 80% credibility interval

does not include zero). Importantly, for per-

ceived supervisor support and workplace stress,

the relationship appears to hold for the dis-

cordant emotional labor states, surface acting

and emotional dissonance (support: r ¼ -.15, k

¼ 6, and r ¼ -.24, k ¼ 6, respectively; stress: r
¼.43, k ¼ 5, and r ¼.30, k ¼ 2, respectively;

the 80% credibility intervals do not include

zero), but not for congruent states (the rs are

not included in the confidence interval of the

compared effects). In fact, deep acting is actu-

ally positively associated with supervisor sup-

port (r¼.15, k¼ 6, the 80% credibility interval

does not include zero).

As can be seen in Table 7, individuals high

in openness to experience, conscientiousness,

agreeableness, and extraversion tend to be more

likely to report congruent than discordant

emotional labor states, whereas individuals

high in neuroticism tend to be more likely to

report discordant than congruent emotional

labor states. Whereas surface acting and emo-

tional dissonance are positively associated with

neuroticism (r ¼.31, k ¼ 5, and r ¼.08, k ¼ 3,

respectively, the 80% credibility intervals do

not include zero), positive correlations are

found for deep acting (rs ¼.12,.10,.29, and.16,

respectively; the 80% credibility intervals do

not include zero) and negative correlations are

found for surface acting (rs ¼ -.06, -.21, -.19,

and -.14, respectively; the 80% credibility

intervals do not include zero) with the other

Big 5 constructs, openness, conscientiousness,

agreeableness, and extraversion (the rs are not

included in the confidence interval of the

compared effects).

Results also indicate emotionally intelligent

individuals (e.g., emotional consonance; r¼.25,

k ¼ 3, the 80% credibility intervals does not

include zero) as well as those high in positive

affectivity (e.g., deep acting, r ¼.14, k ¼ 14

24 Organizational Psychology Review 2(1)
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versus surface acting, r ¼ -.26, k ¼ 13,

respectively, the 80% credibility intervals do

not include zero and the rs are not included in

the confidence interval of the compared

effects) tend to report congruent emotional

labor states, whereas high self-monitors (sur-

face acting, r ¼.21, k ¼ 4, and emotional dis-

sonance, r ¼.34, k ¼ 2, respectively, the 80%
credibility intervals do not include zero) and

those high in negative affectivity (surface act-

ing, r ¼.36, k ¼ 14, or emotional dissonance,

r ¼.38, k ¼ 5, the 80% credibility intervals do

not include zero) tend to report discordant

emotional labor states.

RQ3: Do occupational group, target of
emotional labor, and study design
moderate the relationships between
emotional labor and its correlates and
consequences?

Two theoretical (occupation and target of

emotional labor) and one methodological

(study design) moderators of the emotional

labor relationships were examined whenever

sufficient studies were available within each

level of the moderator to conduct the mod-

erator analysis (we only computed a mod-

erator analysis when at least two studies

were included in at least two levels of the

moderator as a meta-analysis cannot be mea-

ningfully computed with one study). Unfortu-

nately, there were not a sufficient number of

studies available to perform a fully factorial

moderator analysis to compare the role of

these moderators in discordant versus con-

gruent emotional labor states.

As can be seen in Table 8, occupational

setting moderates the strength of relationships

between emotional labor and its correlates and

consequences. Emotional labor is more

strongly related to burnout, health, satisfaction,

work withdrawal, turnover intentions and

negative affectivity in customer service roles as

compared with education and healthcare

occupations (the rs are stronger for customer

service occupations and are not included in

the confidence intervals for the other occu-

pations). No difference is seen in the emo-

tional labor – performance or emotional labor

– support relationships across occupation (the

confidence intervals overlap significantly).

The positive affectivity - emotional labor

relationship appears to be stronger in educa-

tional occupations than in healthcare and

customer service occupations (the r of.20 is

not included in the confidence intervals of

the compared effects). Lastly, the display

rules – emotional labor relationship appears

to be stronger for healthcare than customer

service occupations (r ¼.40, k ¼ 3, and

r ¼.19, k ¼ 8, respectively, the 80% cred-

ibility intervals do not include zero; the rs

are not included in the confidence interval of

the compared effect).

As can be seen in Table 9 by examining the

confidence intervals, for the most part, the

strength of the emotional labor relationships we

examined does not differ depending on whether

the emotional labor in question is targeted

toward individuals internal to the organization

(i.e., supervisors, coworkers, direct reports) or

to individuals served by the organization (e.g.,

customers, patients). The exceptions include

health, stress, satisfaction, and agreeableness,

where stronger effects are seen for emotional

labor targeted to those served by the organiza-

tion; and perceived supervisor support where a

stronger effect is seen for emotional labor

directed toward individuals internal to the

organization.

As can be seen in Table 10, we only had

sufficient samples to explore study design as a

moderator for four correlates of emotional

labor. With the exception of performance, study

design does not appear to moderate the emo-

tional labor relationships. With regard to per-

formance, we see a weak positive effect for

surveys and a weak negative effect for experi-

ments (the rs are not included in the confidence

interval of the compared effect).
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Table 8. Occupation as a moderator of the emotional labor relationships

Meta-analysis k N r SDr r SDr 80%CV 90%CI %SEV %ARTV FDk

Burnout

� Customer service 19 4625 .27 .12 .32 .12 .16/.48 .27/.37 23.50 25.54 103

� Education 8 1386 .11 .11 .15 .10 .02/.28 .06/.24 50.21 51.43 16

� Healthcare 6 3688 .21 .12 .26 .14 .08/.44 .16/.36 10.46 12.30 25
Health

� Customer service 4 605 �.31 .12 �.37 .12 �.52/�.22 �.49/�.25 35.98 36.72 26

� Education 1 40 �.25 — — — — — — — —

� Healthcare 3 2426 �.05 .07 �.06 .08 �.16/.04 �.14/.02 23.54 24.03 1
Satisfaction

� Customer service 11 2071 �.16 .23 �.20 .27 �.54/.14 �.34/�.06 9.45 9.61 33

� Education 3 727 .10 .07 .13 .03 .09/.17 .04/.22 84.00 84.87 5

� Healthcare 3 2939 �.07 .08 �.09 .09 �.20/.02 �.19/.01 16.03 16.51 3
Work withdrawal

� Customer service 2 275 .20 .12 .23 .10 .11/.36 .07/.39 49.07 49.43 7

� Healthcare 2 2083 �.05 .06 �.06 .07 �.15/.03 �.14/.02 26.81 26.94 1
Turnover intentions

� Customer service 5 854 .26 .20 .30 .21 .03/.56 .13/.47 13.05 13.45 25

� Healthcare 2 2443 .08 .09 .11 .11 �.03/.24 �.03/.25 9.87 9.96 3
Performance

� Customer service 13 2550 .07 .17 .08 .18 �.14/.31 �.01/.17 18.23 18.30 8

� Education 3 317 �.03 .14 �.05 .14 �.23/.13 �.27/.17 47.61 47.64 —

� Healthcare 1 108 �.08 — — — — — — — —
Perceived supervisor

support

� Customer service 8 2154 �.11 .14 �.13 .15 �.32/.06 �.23/�.03 19.33 19.48 13

� Education 2 405 �.19 .09 �.23 .06 �.31/�.15 �.36/�.10 62.23 64.12 7
Tenure

� Customer service 8 3002 �.01 .05 �.02 .00 �.02/�.02 �.08/.04 100 100 —

� Education 1 523 �.06 — — — — — — — —

� Healthcare 2 255 .04 .05 .06 .00 .06/.06 �.03/.15 100 100 1
Positive affectivity

� Customer service 3 949 .05 .07 .06 .04 .00/.12 �.02/.14 66.34 66.42 1

� Education 2 195 .15 .22 .20 .27 �.14/.54 �.14/.54 20.52 20.52 6

� Healthcare 2 982 �.12 .01 �.13 .00 �.13/�.13 �.14/�.12 100 100 3
Negative affectivity

� Customer service 5 1265 .39 .11 .44 .11 .31/.58 .35/.53 24.34 26.88 39

� Education 2 195 .10 .03 .13 .00 .13/.13 .08/.18 100 100 3

� Healthcare 2 982 .24 .00 .26 .00 .26/.26 .26/.26 100 100 8
Sex

� Customer service 14 3676 .02 .10 .02 .08 �.09/.13 �.02/.06 39.64 39.65 —

� Education 1 365 .06 — — — — — — — —

� Healthcare 4 2650 �.03 .05 �.03 .03 �.06/.00 �.07/.01 72.80 72.87 —
Display rules

� Customer service 8 1712 .16 .12 .19 .12 .04/.34 .11/.27 31.60 31.94 22

� Healthcare 3 1239 .31 .04 .40 .00 .40/.40 .35/.45 100 100 21

Note. k ¼ number of correlations meta-analyzed; N ¼ total number of groups; r ¼ sample size weighted mean observed
correlation; SDr ¼ sample size weighted standard deviation of the observed correlations; r ¼ sample size weighted mean
observed correlation corrected for unreliability in both measures; SDr ¼ standard deviation of r; 80%CV ¼ 80 percent
credibility interval around r; 90%CI ¼ 90% confidence interval around r; %SEV ¼ percent variance due to sampling error;
%ARTV ¼ percent variance due to all corrected artifacts; FDk ¼ file drawer k representing the number of ‘‘lost’’ studies
reporting null findings necessary to reduce r to .05.
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RQ4: Do discordant and congruent
emotional labor states mediate the
relationship between display rules and
burnout?

In Table 11, we report the role of display rules

in emotional labor states. We find a significant

positive correlation between organizational

display rules and emotional labor (r ¼.32, k ¼
30, the 80% credibility interval does not include

zero) as well as each emotional labor state,

regardless of whether it is discordant or con-

gruent; the strongest of effect is seen for emo-

tional dissonance, followed by surface and deep

acting (r ¼.51,.31, and.32, respectively; the

80% credibility intervals do not include zero;

the rs are not included in the confidence

interval of the compared effect).

In Table 12, we report the effects of display

rules on work- and worker-related outcomes.

We find display rules are positively associated

with emotion performance and negatively asso-

ciated with work withdrawal (r ¼.19, k ¼ 2,

and r¼ -.21, k¼ 8, respectively, the 80% cred-

ibility intervals do not include zero). We also

find display rules are positively correlated with

all three indicators of burnout: depersonaliza-

tion, emotional exhaustion, and reduced per-

sonal accomplishment (r ¼.17,.14, and.29,

respectively; the 80% credibility intervals do

not include zero). We sought to explore the

extent to which emotional labor explains var-

iance in burnout above and beyond display

rules. Reported in Table 13 are the results of a

series of meta-analytic regressions exploring

the extent to which emotional labor states med-

iate the relationship between display rules and

burnout. Results suggest that emotional labor

overall, as well as the three discordant emo-

tional labor states (surface acting, dissonance,

and suppression), offer significant explanatory

variance in employee burnout beyond that

which can be explained by display rules. Spe-

cifically, whereas display rules are found to

explain 1% of the variance in burnout (Model

1), emotional labor overall adds an additional

8% explained variance (Model 2); surface act-

ing (Model 5) and emotional dissonance

(Model 6) each explain an additional 15% of

the variance in burnout after controlling for dis-

play rules. The congruent emotional labor

states, deep acting (Model 3) and emotional

consonance (Model 4), were not found to med-

iate the display rule–burnout relationship.

Discussion

The past decade has witnessed an increasing

interest in the role of emotions in many aspects

of work and human performance (Elfenbein,

2007), though the role of emotions in motivat-

ing behavior is not nearly as well studied or

understood as is the role of more cognitive and

attitudinal processes. Much research on work-

place emotions examines the extent to which

emotions are beneficial or harmful to different

aspects of performance (c.f. Antonakis, Ash-

kanasy, & Dasborough, 2009; Dasborough,

Ashkanasy, Tee, & Tse, 2009; Elfenbein, 2005;

Elfenbein, Polzer, & Ambady, 2007). Within

this, we can consider job contexts that constrain

the natural experience and expression of human

emotions. The emotional labor phenomenon

piqued the interest of organizational scholars

who found that workers in the customer service

and healthcare fields showed higher levels of

burnout, and that there were interesting differ-

ences in resultant burnout owing to differences

in how workers dealt with the emotional

demands of their jobs (e.g., Porter et al., 1974;

Pugliesi, 1999; Sutton & Rafaeli, 1988). Thirty

years later, the emotional labor phenomenon

provides a useful framework for thinking about

emotional dynamics affecting all workers as

they manage the interplay between their natu-

ral/felt emotions and their required/displayed

emotions.

The current study synthesizes this literat-

ure, positioning the emotional labor construct

within its nomological network of antece-

dent, consequent, mediating, and moderating

Mesmer-Magnus et al. 33



Table 9. Target of emotional labor as a moderator of emotional labor relationships

Meta-analysis k N r SDr r SDr 80%CV 90%CI %SEV %ARTV FDk

Burnout

� Internal to org. 22 10788 .23 .11 .28 .12 .13/.43 .23/.33 14.91 17.04 101

� Served by org. 36 7048 .22 .16 .28 .17 .06/.50 .22/.34 18.99 21.01 166
Health

� Internal to org. 7 3244 �.09 .12 �.11 .14 �.28/.07 �.20/�.02 14.01 14.42 8

� Served by org. 7 901 �.29 .11 �.34 .09 �.46/�.23 �.42/�.26 52.12 53.82 41
Stress

� Internal to org. 4 1730 .26 .10 .32 .11 .18/.47 .22/.42 18.67 22.38 22

� Served by org. 4 1647 .37 .10 .46 .11 .32/.59 .36/.56 17.35 27.03 33
Negative emotions

� Internal to org. 4 765 .34 .19 .39 .20 .13/.64 .21/.57 11.38 12.02 27

� Served by org. 3 369 .32 .14 .40 .14 .22/.58 .23/.57 32.45 34.77 21
Satisfaction

� Internal to org. 12 5168 �.10 .12 �.11 .13 �.28/.05 �.17/�.05 16.11 16.36 14

� Served by org. 22 5753 �.19 .22 �.23 .25 �.55/.09 �.32/�.14 7.55 7.92 79
Work withdrawal

� Internal to org. 3 2961 �.07 .05 �.09 .04 �.14/�.04 �.15/�.03 48.87 49.40 2

� Served by org. 7 1645 .08 .25 .10 .29 �.27/.47 �.09/.29 6.96 6.99 7
Turnover intentions

� Internal to org. 7 3202 .13 .14 .15 .15 �.04/.35 .05/.25 10.53 10.76 14

� Served by org. 5 956 .21 .16 .24 .16 .03/.45 .11/.37 19.37 19.99 19
Performance

� Internal to org. 8 1750 .05 .10 .06 .10 �.06/.19 �.01/.13 42.84 42.99 2

� Served by org. 15 2065 .03 .20 .04 .22 �.24/.31 �.07/.15 18.21 18.22 —
Perceived supervisor

support

� Internal to org. 4 2393 �.18 .04 �.21 .00 �.21/�.21 �.25/�.17 100 100 13

� Served by org. 8 1601 �.06 .14 �.08 .15 �.27/.12 �.19/.03 24.88 24.95 5
Tenure

� Internal to org. 11 4052 .01 .07 .01 .07 �.09/.10 �.02/.04 54.39 54.39 —

� Served by org. 8 2184 .01 .05 .01 .00 .01/.01 �.04/.02 100 100 —
Neuroticism

� Internal to org. 7 2544 .07 .10 .08 .11 �.06/.22 .01/.15 26.46 26.63 4

� Served by org. 4 764 �.02 .09 �.03 .06 �.11/.05 �.14/.08 72.06 72.10 —
Openness to

experience

� Internal to org. 2 263 �.03 .02 �.03 .00 �.03/�.03 �.05/�.01 100 100 —

� Served by org. 2 337 .05 .05 .07 .00 .07/.07 �.01/.15 100 100 1
Agreeableness

� Internal to org. 3 888 .05 .02 .07 .00 .07/.07 .04/.10 100 100 1

� Served by org. 3 568 .19 .13 .24 .14 .06/.41 .08/.40 29.02 29.86 11
Extraversion

� Internal to org. 5 1201 .02 .04 .02 .00 .02/.02 �.01/.05 100 100 —

� Served by org. 3 533 .07 .02 .09 .00 .09/.09 .07/.11 100 100 2
Self-monitoring

� Internal to org. 3 573 .03 .23 .04 .27 �.31/.38 �.25/.33 9.83 9.85 —

� Served by org. 4 850 .12 .04 .15 .00 .15/.15 .11/.19 100 100 8

(continued)

34 Organizational Psychology Review 2(1)



variables. We find that much can be learned

about the patterns of determinants and con-

sequences of emotional labor by organizing

the results within a congruence–discordance

perspective. Researchers have focused on

five emotional labor states that vary by the

extent to which ‘‘felt’’ and ‘‘displayed’’

emotions are in alignment with one another.

When emotions are not in alignment, more

energy is required to ‘‘fake’’ or ‘‘suppress’’

true emotions in order to meet organizational

display rules. We delineate these emotional

Table 9. (continued)

Meta-analysis k N r SDr r SDr 80%CV 90%CI %SEV %ARTV FDk

Emotional intelligence

� Internal to org. 2 645 �.01 .15 �.01 .18 �.24/.22 �.18/.16 13.69 13.70 —

� Served by org. 5 1618 .06 .09 .08 .08 �.02/.18 �.01/.17 41.85 41.98 3
Positive affectivity

� Internal to org. 11 3108 �.01 .11 �.01 .11 �.15/.12 �.06/.04 28.88 28.89 —

� Served by org. 8 2344 .01 .09 .02 .08 �.09/.12 �.08/.12 40.95 40.96 —
Negative affectivity

� Internal to org. 11 3076 .20 .15 .23 .16 .03/.43 .14/.32 14.57 15.12 40

� Served by org. 13 3096 .15 .14 .18 .14 .00/.37 .10/.26 21.01 21.31 34
Sex

� Internal to org. 20 8925 �.01 .07 �.01 .05 �.07/.05 �.04/.02 53.99 54.00 —

� Served by org. 18 4309 .04 .10 .04 .08 �.07/.18 .00/.08 41.58 41.61 —

Note. k ¼ number of correlations meta-analyzed; N ¼ total number of groups; r ¼ sample size weighted mean observed
correlation; SDr ¼ sample size weighted standard deviation of the observed correlations; r ¼ sample size weighted mean
observed correlation corrected for unreliability in both measures; SDr ¼ standard deviation of r; 80%CV ¼ 80 percent
credibility interval around r; 90%CI ¼ 90% confidence interval around r; %SEV ¼ percent variance due to sampling error;
%ARTV ¼ percent variance due to all corrected artifacts; FDk ¼ file drawer k representing the number of ‘‘lost’’ studies
reporting null findings necessary to reduce r to .05.

Table 10. Study design as a moderator of emotional labor relationships

Meta-analysis k N r SDr r SDr 80%CV 90%CI %SEV %ARTV FDk

Negative emotions

� Experiment 3 493 .25 .17 .30 .17 .08/.52 .11/.49 19.72 19.88 15

� Survey 4 641 .40 .16 .47 .16 .26/.67 .32/.62 17.98 22.16 34
Positive emotions

� Experiment 2 287 �.10 .25 �.12 .28 �.48/.24 �.47/.12 10.81 10.81 3

� Survey 2 330 .00 .03 .00 .00 .00/.00 �.03/.03 100 100 —
Performance

� Experiment 8 898 �.07 .17 �.08 .17 �.30/.14 �.19/.03 30.56 30.63 5

� Survey 16 3067 .06 .16 .07 .17 �.15/.28 �.01/.15 21.13 21.22 6
Sex

� Experiment 5 441 �.06 .14 �.06 .10 �.20/.07 �.16/.04 57.38 57.41 1

� Survey 33 12793 .01 .08 .01 .06 �.07/.09 �.01/.03 43.38 43.39 —

Note. k ¼ number of correlations meta-analyzed; N ¼ total number of groups; r ¼ sample size weighted mean observed
correlation; SDr ¼ sample size weighted standard deviation of the observed correlations; r ¼ sample size weighted mean
observed correlation corrected for unreliability in both measures; SDr ¼ standard deviation of r; 80%CV ¼ 80 percent
credibility interval around r; 90%CI ¼ 90% confidence interval around r; %SEV ¼ percent variance due to sampling error;
%ARTV ¼ percent variance due to all corrected artifacts; FDk ¼ file drawer k representing the number of ‘‘lost’’ studies
reporting null findings necessary to reduce r to .05.
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labor states as gradations along an emotional

congruence–discordance continuum that

characterizes the increasing emotional energy

demands inherent in each emotional labor

state. By refocusing emotional labor research

on this emotional energy-based way of

Table 12. Display rules and consequences

Meta-analysis k N r SDr r SDr 80%CV 90%CI %SEV %ARTV FDk

Worker-related consequences
Burnout 17 8389 .07 .10 .09 .12 �.06/.24 .04/.14 18.47 18.73 14

� Depersonalization 8 3436 .13 .05 .17 .03 .13/.21 .13/.21 79.69 83.12 19

� Emotional
exhaustion

17 8389 .12 .09 .14 .10 .01/.27 .10/.18 22.37 22.82 31

� Reduced personal
accomplishment

8 3436 .22 .05 .29 .00 .29/.29 .25/.33 100 100 38

Health 5 2486 .06 .09 .06 .09 �.05/.18 �.01/.13 23.99 24.03 1
Negative emotions 4 1793 .06 .19 .07 .21 �.19/.22 �.11/.25 6.29 6.30 2
Positive emotions 4 1826 .13 .16 .16 .18 �.07/.38 .00/.32 8.35 8.39 9

Work-related consequences
Work performance 8 1370 .11 .12 .14 .12 �.02/.29 .05/.23 37.87 38.14 14

� Task performance 6 762 .08 .11 .09 .08 �.01/.20 .01/.17 63.32 63.47 5

� Emotion
performance

2 608 .15 .13 .19 .14 .01/.36 .00/.38 20.22 20.72 6

Work withdrawal 4 2380 �.17 .13 �.21 .15 �.40/�.02 �.40/�.02 9.65 10.08 13
Job satisfaction 8 3810 .05 .13 .06 .14 �.12/.23 �.03/.15 13.23 13.27 2
Perceived supervisor

support
6 2841 �.02 .16 �.02 .18 �.26/.21 �.13/.09 8.75 8.76 —

Note. k ¼ number of correlations meta-analyzed; N ¼ total number of groups; r ¼ sample size weighted mean observed
correlation; SDr ¼ sample size weighted standard deviation of the observed correlations; r ¼ sample size weighted mean
observed correlation corrected for unreliability in both measures; SDr ¼ standard deviation of r; 80%CV ¼ 80 percent
credibility interval around r; 90%CI ¼ 90% confidence interval around r; %SEV ¼ percent variance due to sampling error;
%ARTV ¼ percent variance due to all corrected artifacts; FDk ¼ file drawer k representing the number of ‘‘lost’’ studies
reporting null findings necessary to reduce r to .05.

Table 11. Display rules and emotional labor

Meta-analysis k N r SDr r SDr 80%CV 90%CI %SEV %ARTV FDk

Display rules 30 9062 .26 .16 .32 .19 .08/.57 .26/.38 10.77 11.99 162
Congruent states:

� Deep acting 19 5343 .26 .11 .32 .12 .17/.48 .27/.37 24.80 26.76 103

� Emotional consonance 4 1159 .18 .28 .24 .35 �.21/.69 �.07/.55 4.27 4.71 15
Discordant states:

� Surface acting 19 5343 .24 .16 .31 .19 .06/.55 .23/.39 11.88 12.99 99

� Emotional dissonance 8 3301 .47 .10 .51 .05 .35/.66 .45/.57 18.05 22.06 74

� Emotional suppression 2 298 .12 .43 .15 .54 �.54/.84 �.48/.78 3.64 3.65 4

Note. k ¼ number of correlations meta-analyzed; N ¼ total number of groups; r ¼ sample size weighted mean observed
correlation; SDr ¼ sample size weighted standard deviation of the observed correlations; r ¼ sample size weighted mean
observed correlation corrected for unreliability in both measures; SDr ¼ standard deviation of r; 80%CV ¼ 80 percent
credibility interval around r; 90%CI ¼ 90% confidence interval around r; %SEV ¼ percent variance due to sampling error;
%ARTV ¼ percent variance due to all corrected artifacts; FDk ¼ file drawer k representing the number of ‘‘lost’’ studies
reporting null findings necessary to reduce r to .05.
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thinking, we elucidate underlying patterns in

important and unanswered questions about,

for example, which types of individual differ-

ences lead to which forms of emotional

labor, and which types of labor lead to which

consequences.

As can be seen in Figure 2 depiction of the

emotional congruence–discordance continuum,

these five strategies range from emotional

consonance (where there is perfect alignment

between felt and displayed emotions that

requires no energy to ‘‘manage’’ emotions) to

surface acting (where felt emotions are in

contrast to the emotions one displays, requiring

energy both to mask the true emotions and to

act out the desired emotions). Although deep

acting requires some initial exertion of energy

to change one’s underlying emotions, once felt

emotions are revised, the desired emotions can

be continually displayed without the additional

exertion of energy. Suppression and dissonance

are both on the discordant side of the continuum

because they require continuous energy exer-

tion to deal with the incompatibility in felt and

desired emotions. Less energy needs to be

exerted with suppression than dissonance; with

suppression, the felt and displayed emotions are

not necessarily in conflict, but rather a felt

emotion needs to be hidden. Therefore, there is

the emotional cost of masking an emotion, but

not the additional cost of displaying a disin-

genuous one. With dissonance there is clear

conflict between the felt and displayed emo-

tions. We now consider the implications of this

discordance–congruence perspective on emo-

tional labor. Table 14 summarizes the research

questions raised in the remainder of the dis-

cussion section.

RQ1: What are the health, attitudinal, and
performance consequences of discordant
and congruent emotional labor states?

The current findings show that emotional labor

has consistent effects on important employee

outcomes. The discordance–congruence per-

spective explains the divergent pattern of

results with regard to burnout. Whereas dis-

cordant emotional labor states are positively

Table 13. Regression analysis examining unique contributions of emotional labor and its subcomponents to
burnout

Burnout

Construct Model 1 Model 2 Model 3 Model 4 Model 5 Model 6 Model 7

1. Display rules .09** �.01 .09** .08** �.04* �.14** .06
2. Emotional labor overall .29**
Congruent states:
3. Deep acting �.01
4. Emotional consonance .03
Discordant states:
5. Surface acting .41**
6. Emotional dissonance .45**
7. Emotional suppression .20**

Df 1, 602 – 10519 1, 10518 1, 7219 1, 1891 1, 7495 1, 5311 1, 601
R2 .01** .08** .01 .01 .16** .16** .05**
DR2 .01** .08** .00 .00 .15** .15** .04**

Note. All coefficients are standardized. Degrees of freedom vary for Model 1, depending on which other predictor ‘‘display
rules’’ was entered with.
*p < .01; **p < .001.
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associated with burnout, congruent emotional

labor states are not predictive of burnout. We

find this same pattern of effects for discordant

and congruent emotional labor states for each

dimension of burnout as well as for employee

health. We expect the emotional energy needed

to engage in discordant emotional labor states

depletes employees’ emotional reserves, which

both adds to the experience of stress and reduces

their ability to cope with other job stressors.

Recurrent and unrelenting job stress has been

consistently found to result in burnout and

diminished health (Lee & Ashforth, 1996). This

pattern of divergent consequences is even more

apparent when looking at the effects of discordant

and congruent states on job satisfaction, work

withdrawal, turnover intentions, and job perfor-

mance. With these constructs, the general pattern

was that congruent states have a positive impact,

whereas discordant states have a negative effect.

Thus, emotional processes can be either bene-

ficial or harmful, depending on the amount of

emotional energy required to enact them.

RQ2: Which worker- and work-related
correlates are related to discordant and
congruent emotional labor states?

We identify patterns of worker- and work-

related correlates; for example, evidence

suggests certain individual characteristics

(e.g., neuroticism, negative affectivity) are

positively associated with discordant, but not

congruent, emotional labor. Individuals high

in neuroticism are described as nervous, emo-

tional, insecure, and unstable (McCrae &

Costa, 1987); these individuals also appear

to be more likely to adopt the response-

focused emotion regulation strategies charac-

teristic of discordant emotional labor states.

Neurotic individuals may not feel secure

enough to express true emotions (emotional

consonance) or their true emotions may be

so dynamic/unstable that congruent emotional

labor states are incompatible. Similarly, as

individuals high in negative affectivity are

predisposed to experience negative affective

states and tend to have more trouble identify-

ing the positive aspects in situations and rela-

tionships (Watson & Clark, 1984), it may feel

more natural for them to simply suppress

inappropriate emotions and/or fake appropri-

ate emotions than to attempt to adjust their

true feelings to suit organizational display

rules.

On the other hand, other personality

characteristics and some work conditions

appear to be positively associated with con-

gruent, but not discordant, emotional labor

states. For example, our findings suggest

Figure 2. The discordance–congruence continuum of emotional labor states.
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employee (a) perceptions of supervisor sup-

port, (b) perceptions of fairness within the

workplace, (c) conscientiousness, and (d)

positive affectivity, prompt concordant emo-

tional labor states, which are not only heal-

thier (e.g., those associated with lower rates

of burnout and health problems) but also

more likely to promote effective task and

emotion performance. Research suggests

conscientious individuals (who are by definition

dependable, ambitious, reliable, and persevering;

Barrick, Mount, & Judge, 2001; Cooper-Hakim

& Viswesvaran, 2005) report higher levels of

organizational commitment and job involvement.

Fairness and support perceptions are also known

to prompt commitment and involvement

(Mathieu & Zajac, 1990). Being committed to the

organization and involved in the job may enhance

both the importance and perceived credibility/

accuracy of organizational display rules, inspir-

ing employees to want to feel the way the

organization wants them to (deep acting) or

making them feel comfortable and safe when

expressing true felt emotions (emotional conso-

nance) by engaging in the more antecedent-

focused response strategies characteristic of

congruent emotional labor states. Similarly, as

much research on emotional labor focuses on

the employee’s struggle to display positive

emotions when their natural reaction may be

to experience negative emotions, it is not sur-

prising that individuals high in positive affec-

tivity (who are predisposed to experience

positive affective states; Watson & Clark,

1984) are more likely to report congruent emo-

tional labor states.

Table 14. Summary of future research directions in emotional labor by area of inquiry

Research areas Research questions

Moderators of correlate–EL
relationships

1. Are there differences across job types in the relative use of discordant
versus congruent states?

2. Does situational strength moderate the strength of relationships between
worker- and work-related correlates and emotional labor?

3. Do the effects of situational strength (e.g., severity of consequences) on
emotional labor depend on whether the emotional labor target is
internal or external to the organization?

Antecedents of EL 4. What factors shape the decision to engage in discordant versus congruent
forms of emotional labor?

5. Which organizational-development functions (e.g., training, feedback) can
best develop emotional labor skills?

Emotional contagion 6. Do teams create role structures to distribute and/or compartmentalize
emotional labor within them? And, which structures for emotional labor
distribution are most beneficial to team processes and outcomes?

7. In what ways does team affect management shape the emotional labor
forms exhibited by team members?

EL measurement 8. What is the relative validity of different self-report scales used to
measure EL?

9. What are the advantages and disadvantages of different methodologies for
operationalizing EL?

Affective circumplex 10. Do the consequences of discordant and congruent emotional labor depend
on the valence and/or intensity of the felt and displayed emotions?

11. To what extent do the compounding consequences of discordant and
congruent emotional labor states depend on the valence and/or intensity
of the felt and displayed emotions?

Note. EL ¼ emotional labor.
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RQ3: Do occupational group, target of
emotional labor, and study design
moderate the relationships between
emotional labor and its correlates and
consequences?

Given that past research has found somewhat

differing effects across emotional labor studies,

we sought to understand the extent to which two

theoretical (occupation and target of emotional

labor) and one methodological (study design)

moderators explained some of the variance in

these findings. Although study design is not a

moderator of the emotional labor relationships,

we find some interesting differences on the basis

of occupation group and target of emotional

labor. With regard to occupation, our findings

suggest the negative effects of emotional labor

are stronger within customer service occupa-

tions than in either the healthcare or education

industries. Specifically, we find stronger asso-

ciations between emotional labor and burnout,

poor health, low job satisfaction, withdrawal

behavior, and intentions to leave the job in cus-

tomer service roles than in the healthcare or

educational industries. Since we were unable to

conduct a fully factorial moderator analysis to

compare the role of these moderators in dis-

cordant versus congruent emotional labor states,

it may be that individuals in customer service

roles are more likely to surface act, suppress

emotions, or experience dissonance when deal-

ing with customers, and the effect of these dis-

cordant emotional states is driving this finding.

This is an interesting question for future research

(see Table 14, Question 1).

Interestingly, we also found that display

rules more strongly influence emotional labor

within healthcare as compared with customer

service jobs. A potential explanation for this

finding lies in the difference in situational

strength. Situational strength describes the

extent to which an environment elicits the

same reaction from different individuals

regardless of their personality type (Meyer,

Dalal, & Bonaccio, 2009). In a number of

ways, healthcare is a stronger situation than

customer service. The four facets of situa-

tional strength are clarity (i.e., cues regarding

responsibilities and requirements), consistency

(i.e., extent to which cues are consistent with

one another), constraints (i.e., limitations in

individual discretion to deviate from formal

procedures), and consequences (i.e., severity

of the positive and negative consequences

arising from worker actions). Healthcare set-

tings present stronger situational-strength fea-

tures than do customer service settings

across these four facts. Situational strength is

a valuable way to study features of display

rules in future research on emotional labor

(see Table 14, Question 2).

With regard to target of emotional labor,

we find that although individual-difference

variables do not interact with emotional labor

target to affect the experience of emotional

labor states (which may support the idea that

emotional labor states are affected more by

individual experiences and responses to con-

textual cues than by the systematic differences

in the emotional labor situation), more nega-

tive effects on employee health and work

satisfaction occur when emotional labor is

directed toward individuals external to the

organization than to individuals within the

organization. Future research might explore

whether the perceived severity of conse-

quences associated with performance failures

with organizational clients increases employee

anxiety in scenarios where they must display

incongruent emotions with customers as com-

pared to coworkers (see Table 14, Question

3). Interestingly, the link between emotional

labor and perceived supervisor support

appears to be more negative when emotional

labor must be exercised for individuals inter-

nal to the organization. This relationship may

be driven by the perception that the employee

must temper their emotions in order to interact

with their own supervisor, for example, and is

a matter for future research.
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RQ4: Do discordant and congruent
emotional labor states mediate the
relationship between display rules and
burnout?

A core idea in the emotional labor literature is

that organizational display rules prompt indi-

viduals to engage in psychological and beha-

vioral strategies in order to manage their

emotions at work, and that these strategies

differentially affect outcomes. The current

findings show that the viability of this logic

depends on the specific form of emotional

labor under investigation. While display rules

were related to all forms of emotional labor

except consonance, their relation to burnout

was differentially mediated by the form of

emotional labor. Notably, deep acting and

emotional consonance did not mediate this

effect, as these congruent forms of emotional

labor are not consistently related to burnout.

On the other hand, with discordant forms of

emotional labor, there is a clear pattern of

partial mediation.

Taken together, these results suggest that

display rules are positively associated with most

forms of emotional labor. Given that deep acting

and consonance are forms of emotional labor

requiring minimal energy exertion and that they

relate to positive worker and work outcomes

(e.g., do not produce burnout and are positively

associated with satisfaction, performance, and

job involvement), future research is needed that

explores the determinants of which strategy is

utilized (see Table 14, Question 4). In particular,

what determines when individuals will choose

discordant versus congruent strategies? (e.g.,

Scott & Barnes, 2011, have role examined the

role of sex in emotional labor processes, but

there may be other individual and contextual

factors which determine, over time, how an

employee chooses to employ emotional labor).

Another relevant question for future research is

how can deep acting and consonance skills be

developed? (see Table 14, Question 5).

Additional directions for future research

In addition to the directions for future research

discussed in conjunction with our four research

questions above, there are three additional areas

in need of future examination: emotional con-

tagion, the affect circumplex, and measurement.

Emotional contagion. While much of the research

on emotional labor has explored relationships at

the individual level, an interesting new vista

centers on the nature and impact of emotional

labor within teams and work units. Research on

emotional contagion suggests that within teams,

members’ experience and expression of emo-

tions reciprocally influence one another (Cole,

Walter, & Bruch, 2008; Ilies, Wagner, &

Morgeson, 2007; Sy, Cote, & Saavedra, 2005).

This raises both positive and negative possibi-

lities. On the beneficial side, group-work set-

tings provide valuable social support in

stressful work settings (Chiaburu & Harrison,

2008; Haslam & Reicher, 2006; LeBlanc, Hox,

Schaufeli, Taris, & Peeters, 2007; Viswesvaran,

Sanchez, & Fisher, 1999; Zickar, Balzer, Aziz,

& Wryobeck, 2008). Groups also enable role

differentiation that can be extended to the

enactment of emotions. As our results find indi-

viduals differ in their predispositions to experi-

ence certain types of emotional labor, in teams,

a beneficial strategy may be to create a role

structure that enables more emotionally attuned

members to lead the team in emotionally

charged situations (see Table 14, Question 6).

Conversely, the interdependence of work

teams may also provide a harmful diffusion of

negative emotions. Whereas in individually

based jobs, workers have an emotional buffer

from colleagues’ negative emotions, in team-

based jobs, team members are directly affected

by the emotional states of their teammates

(Rizkalla, Wertheim, & Hodgson, 2008).

Marks, Mathieu, and Zaccaro (2001) introduce

a teamwork process, affect management, that

describes team members regulating one

another’s positive and negative emotions so
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that they are constructive to task performance

(see Table 14, Question 7). Given that an

increasing number of jobs are performed in

team arrangements, this research seems particu-

larly promising.

Measurement of emotional labor. We coded the

emotional labor scale used in each of the pri-

mary studies included in our database with the

hope of examining scale type as a possible

methodological moderator of emotional labor

relationships. What we found was interesting

with regard to the state of emotional labor

measurement: although there exist a number of

scales to assess the various emotional labor

states, the majority of these scales appear to

have been iteratively developed, such that

authors built upon and/or modified existing

emotional labor scales or combined pieces of

various existing scales rather than developing

completely new scale items. For example,

Brotheridge and Lee’s 1998 scale, Brotheridge

and Lee’s 2003 scale, and Grandey’s 2003 scale

are all essentially variations of one another, and

contain both identical and highly similar items.

Since (a) there was so much overlap in the scales

used in the primary studies, and (b) the primary

studies did not report item-level relationships for

the emotional labor scales, we were not able to

conduct theoretically meaningful moderator

analyses for emotional labor scale. In addition

to the extensive overlap in emotional labor scales,

we also found quite a bit of inconsistency with

regard to both the labeling of emotional labor

states and the operational definitions authors used

to describe them. This definitional inconsistency

likely exacerbates problems associated with the

development of emotional labor scales. We have

attempted to bring some clarity to the dimensions

of the emotional labor construct by compiling a

summary of operational and conceptual defini-

tions for the five emotional labor states examined

here (see Table 1) as well as a summary of cita-

tions for the emotional labor scales used in the pri-

mary studies in our meta-analytic database (see

Table 3). However, future research is needed to

address the issue of how best to measure emo-

tional labor (see Table 14, Question 8). As the

emotional labor experience is a personal one,

scales have been a popular choice for assessing

the experience of emotional labor and choice of

emotional labor management strategy. Morris

and Feldman (1996) suggested that surveys may

be the only way to capture the sort of personal and

sensitive information inherent to emotional labor.

However, others have argued a multimethod

approach may be more appropriate (see Table

14, Question 9). Grandey (2000) suggested that

emotional labor is emergent, and as such it would

be prudent to assess emotional labor from a more

longitudinal perspective. She argues that diary

methods would allow researchers to identify the

sorts of events that preempt emotional labor

responses and the coping techniques that are

adopted to address them, as well as investigate

any individual differences which may interact.

These are promising directions for future

research.

Affective circumplex. Past work on emotional

labor generally considers both the suppression

of negative emotions and the display of inau-

thentic positive emotions as similar compo-

nents of emotional labor. Russell’s (1980)

affective circumplex model provides a useful

way to further broaden and decontextualize the

emotional labor construct. According to Rus-

sell, affect can be understood by considering

two orthogonal dimensions; valence being the

extent to which emotions are positive (e.g.,

happy) versus negative (e.g., sad), and intensity

describing the degree of arousal as ranging

from low (e.g., calm) to high (e.g., excited). An

interesting direction for future work is to con-

sider the extent to which the impact of dis-

cordance–congruence (the emotional state

created by the degree of overlap between felt

and displayed emotions) depends on the

valence and intensity of felt and displayed

emotions (see Table 14, Question 10). Perhaps

there are asymmetries related to the direction

of discordance, or the extent to which felt
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emotions are positive and displayed are nega-

tive, or vice versa. Similarly, there may be

asymmetric effects of feeling a low-arousal

state and being required to display a high-

arousal state (e.g., a tired flight attendant who

needs to display alertness) as compared to

experiencing a high-arousal state when a low-

arousal one is required (e.g., a panicked flight

attendant needing to seem calm and collected).

Further, it may be prudent to examine longitud-

inally the intersection of the affective circumplex

on congruence–discordance. Wegner (1994) pro-

posed the idea that when employees experience

more emotional discordance during an event, par-

ticularly when they have been required to act pos-

itive when they felt negative, the result may be

that negative affective outcomes become more

intense over time (due to repetitive rumination

on the negative event; see Table 14, Question 11).

Conclusion

Jobs governed by organizationally sanctioned

emotional-display rules are increasing in number

as local economies turn toward a service and

away from a production orientation; to be effec-

tive in their roles, front-line employees must be

sensitive in their emotional displays to customers;

team process and performance is benefitted by

team members who are high in interpersonal acu-

men and who engage in emotional displays that

underscore effective team interactions. Emo-

tional labor has become an expectation of most

employees, regardless of role or industry, placing

a premium on research which explores the corre-

lates and consequences of organizational display

rules and various forms of emotional labor. In this

study, we cumulated the extant literature on emo-

tional labor to explore the correlates and conse-

quences of employees ‘‘faking’’ their emotions

to meet the real or perceived expectations of their

roles. Results suggest that more negative out-

comes result when employees display emotions

in the line of work which are inconsistent with

their true/felt emotions (discordant). Our results

suggest several meaningful directions for future

research related to antecedents, correlates, and

consequences of emotional labor as well as poten-

tial moderating and mediating factors of these

relationships, along with implications for organi-

zational intervention.
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