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The relationship between employees’
competences and the consequences and
manner of exercising emotional labour (EL)

Agnieszka Springer', Karolina Oleksa’

ABSTRACT Many job posts require one to display emotions specified by organisational standards. Such work is re-
ferred to as emotional labour (EL) and consists in producing particular emotional reactions in contacts
with a customer as well as suppressing the actual emotional reactions that could be seen negatively
by the other party. An employee may cope with such work by choosing one of two strategies: sur-
face acting or deep acting. Emotional labour has various consequences, and professional burnout is
among the negative ones. The objective of the article is to review the literature concerned with the
exercise and the consequences of EL and analyse the relationship between surface and deep acting
and the level of professional burnout among selected professional groups (N=297). Furthermore, the
authors examine the correlation between an employee’s competences and their preferred style of EL
and assess the moderating role of competences in negative consequences of EL. Analyses confirm
that the persons characterised by surface role-playing display a higher level of professional burnout;
however, no correlation is found between deep role-playing and lower professional burnout. Analy-
sis of the coefficients of correlation demonstrates no significant correlation between an employee’s
competences and deep acting, whereas a statistically significant correlation is discovered between
competences and the surface strategy. The higher the competences, the less likely the employee
will exercise surface acting. Verification of the last hypothesis reveals that people with a higher level
of competences who follow the surface strategy in terms of faking emotions are characterised by
a lower level of professional burnout than employees with lower competences.

KEY WORDS: emotional labour, surface role-playing, deep role-playing, professional burnout, professional

competences

JEL Classification: 124,80
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1. Introduction
The practical experiences of employees show that work

is more and more commonly connected with display-
u
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ing a certain type of emotion (Ashforth & Humphrey,
1995; Hochschild, 2009). Organisations dictate to em-
ployees how to react emotionally with standard behav-
iours in relations with customers, specifying the man-
ners of greeting, servicing standards, and complaint
handling (Grandey, 2000). Such practices often cause
the employees to find themselves in a situation where
the emotions they feel do not correspond to the emo-
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tions they display (Morris & Feldman, 1996; Szczygiet,
Bazinska, Kadzikowska-Wrzosek, & Retowski, 2009).
Such work can give rise to both positive consequences,
e.g., taking pride in or having high satisfaction with
work (Jin & Guy, 2009), and negative consequences
connected with emotional exhaustion (Seery & Cor-
rigall, 2009), professional burnout (Babakus, Yavas,
& Ashill, 2011; Jin & Guy, 2009), or lower commit-
ment or absence from work (Chau, Dahling, Levy, &
Diefendorff, 2009). Enterprises that introduce behav-
ioural standards regulating emotional reactions hope
to produce positive effects such as customer satisfac-
tion and loyalty as well as increased organisational
revenue (Hwa, 2012) but underestimate the negative
consequences of the phenomenon. The difficulty in
evaluating the potential negative consequences of
emotional labour arises from the existence of mul-
tiple moderating variables related to both persons
and organisations. This analysis is focused on identi-
fying the role of selected variables related to persons,
including employees’ competences. Until now, in ad-
dition to the most commonly analysed influence of
emotional intelligence on the consequences of emo-
tional labour (Rathi, 2014), research has stressed the
role of personality variables (Brook, 2013), reaction
styles (Groth, Hennig-Thurau, & Walsh, 2009; Judge,
Woolf, & Hurst, 2009), effects (Judge et al., 2009), and
the system of values (Diefendorff & Gosserand, 2003).
Identification of these variables is of immense impor-
tance in cognitive terms and contributes to a better un-
derstanding of the nature of a reaction, but it does not
offer many possibilities for application in the practice
of human resource management. The authors, how-
ever, see such a chance in indicating the dependencies
between competences and the consequences of EL, as
competences are more and more commonly used in
recruitment, evaluation, or development of employees.
Thus, the objective of the article is to indicate the role

of competences in coping with emotional labour.
2. Theoretical basis for the study

2.1 Emotional labour

Looking after the client is a significant element of run-
ning a business; therefore, employees are required to
meet numerous demands in terms of displaying emo-

tions. An example is work as a client adviser, which
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requires an employee to adopt a positive attitude to-
wards the client and to use impeccable manners and
body expression to mask feelings and emotions that
might negatively influence the client’s opinion. Arous-
ing and experiencing emotions is dependent on vari-
ous social factors, and people generally strive to feel
emotions that are in compliance with a given social
situation and accepted norms (Hochschild, 1979). This
is particularly visible in professional life (Ashforth &
Humphrey, 1995; Grandey, 2000; Hochschild, 2009),
and in consequence employees endeavour to moderate
their emotions adequately according to organisational
requirements. Management of emotions as an element
of one’s role at work is referred to as emotional labour
— which means that employees must show or suppress
given feelings to create the impression that will evoke
a desired state of the client’s mind (Hochschild, 2009).
Emotional labour is mainly the domain of employees
in the service sector, as they represent the company in
contacts with clients and interact frequently with cli-
ents (Hochschild, 2009; Morris & Feldman, 1996; Ra-
faeli & Sutton, 1990). However, emotions are also a sig-
nificant part of work in the public sector, e.g., in public
administration bodies where the level of bureaucra-
tisation seems to be correlated with suppression of
emotions (Vigoda-Gadot & Meisler, 2010), and among
people working in professions that require a certain
relation to be built with a client, high moral standards
to be demonstrated, and services to be of high quality,
e.g., doctors, psychologists, nurses, or teachers (Bajcar,
Borkowska, Czerw, & Gasiorowska 2011, p. 11). Vari-
ous determinants may influence display of emotions,
not only organisational requirements but also particu-
larities of the client, such as their age, gender, or even
social status (Rafaeli & Sutton, 1990).

Analysing the spectrum of factors determining
emotional labour, it may be concluded that it is an ele-
ment that is present to some extent in any profession;
however, some professions require particular devo-
tion to emotional labour, which prompts employees
to adopt a strategy of emotion regulation. Hochschild
(1979) presumes that workers may achieve this in two
ways: by deceiving others in playing an appropriate
role or by convincing both others and oneself of genu-
ine experience of the required emotions. These strate-
gies are respectively referred to as surface acting and
deep acting or role-playing (Hochschild, 1979). Sur-
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face acting consists in limiting emotion management
to exclusively displaying an emotion without experi-
encing it. A shop assistant will smile at a demanding
customer while masking irritation, and a prison guard
will show power and dominance with verbal expres-
sion and posture while in fear of a prison riot. In both
cases, the employees merely camouflage their true feel-
ings. Deep acting is more complex than surface acting,
as in deep acting an employee puts effort into feeling
the emotion that is appropriate in a given situation.

Emotion management through surface and deep
acting brings about various consequences, both posi-
tive and negative (Grandey, 2000). Research demon-
strates that surface acting is correlated with the sense
of tiredness and isolation because it requires greater
energy to correct feelings and constantly monitor and
mask one’s emotions (Brotheridge & Grandey, 2002;
Gradney, 2000; Hiilsheger & Schewe, 2011). Further-
more, in comparison to deep acting, surface acting
creates greater difficulty in maintaining positive emo-
tions in the face of stress provoked by the discord be-
tween true and presented feelings, which is reflected by
a higher level of exhaustion and a less positive assess-
ment of one’s own work (Totterdell & Holman, 2003).
Emotional labour is also correlated with the level of
authenticity of emotion - surface acting lowers the
level of authenticity, whereas research has shown no
such correlation in the case of deep acting (Hiilsheger
& Schewe, 2011). As Brotheridge and Gardney (2002)
conclude: although both surface and deep acting al-
low employees to express the emotions desired by the
organisation, the physiological state produced by the
actual emotions felt remains, which may negatively
influence employee health and level of stress. The ef-
fect of such influence may be the emergence of profes-
sional burnout in an employee affected by emotional
labour (Babakus et al., 2011; Brotheridge & Grandey,
2002; Grandey, 2003; Hochschild, 2009; Hiilsheger &
Schewe, 2011, Hwa, 2012; Jin & Guy, 2009, Maslach,
Schaufeli & Leiter, 2001; Seery & Corrigall, 2009, Zapf,
Seifert, Schmutte, & Mertini, & Holz, 2001).

2.2. Negative consequences of emotional labour
- professional burnout

The phenomenon of professional burnout has been
studied since the 1970s. It has been discussed mainly
in the context of service professions following the

www.ce.vizja.pl
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cultural transformations in the 1960s, when clients
started to demand greater care, empathy, and emo-
tional input from employees but did not reciprocate
their efforts, which amplified the feeling of exhaus-
tion and lack of appreciation (Schaufeli, Leiter &
Maslach, 2009). It is believed that because of the
article by Herbert Freudenberger — one of the pio-
neers in research on burnout - this set of symptoms
acquired the name professional burnout (Sek, 2004,
p. 7). Dynamic development of the concept of pro-
fessional burnout took place owing to the research
and publications of the American psychologist Chris-
tina Maslach, among others, who not only created
a theoretical model of burnout but also co-authored
a tool serving to measure it. Maslach and Jackson
(1984) defined professional burnout with a three-
factor model including a psychological syndrome of
emotional exhaustion, depersonalisation, and lower
opinion of one’s personal achievements, which may
appear in people working with other people. They call
the sense of emotional overburdening accompanied
by a simultaneous shortage of emotional resources
emotional exhaustion. Depersonalisation is negative
and often seen in reaction to people who are usu-
ally clients or subordinates of the person suffering
from professional burnout, whereas a low opinion
of one’s personal achievements is related to a low
opinion of one’s competences and successes at work
(Maslach & Jackson, 1984; Maslach et al., 2001). An-
other researcher, Demerouti, Bakker, Nachreiner and
Schaufeli (2001) proposed a model of professional
burnout consisting of two dimensions: exhaustion,
i.e., general tiredness, bad mood, and fear in reac-
tion to organisational stress, and loss of commitment,
i.e., withdrawal from one’s work owing to difficulty in
meeting professional requirements.

Professional burnout seems to be a threat to any
employee because the factors causing this syndrome
to emerge are varied and common. However, prac-
tice demonstrates that some professional groups are
more susceptible to burnout, e.g., where employees
maintain contacts with other people, such as clients,
patients, and subordinates (Jenkins & Maslach, 1994;
Schaufeli et al., 2009). Among the factors correlated
with the level of professional burnout are emotional
stressors resulting from working with people, in-

cluding, among others, the requirement to show or
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suppress some emotions and be empathic towards
the client (Maslach et al.,, 2001; Zapf et al., 2001).
Variables related to emotional labour partially cor-
respond to organisational variables that are stressors
influencing professional burnout, e.g., emotional
labour is connected to time pressure placed on es-
tablishing positive relations with clients (Zapf et al.,
2001). In such cases, the manner of coping with emo-
tional labour, i.e., reacting through surface or deep
acting, may be seen as a determinant of the symptoms
of professional burnout. The two styles interact dif-
ferently with each of the three factors contributing to
burnout: the syndrome of emotional exhaustion, de-
personalisation, and lower opinion of one’s personal
achievements.

Research has confirmed the hypothesis that sur-
face role-playing coexists with emotional exhaustion,
whereas there is no such relation in the case of deep
acting (Grandey, 2003; Hwa, 2012; Judge, Woolf &
Hurst, 2009; Morris, Feldman, 1996; Seery & Cor-
rigall, 2009). Although deep acting requires energy
to be put into feeling the desired emotions, it lowers
the emotional distance between the state one experi-
ences and the one that is presented and additionally
correlates with a greater number of authentic, posi-
tive reactions from the clients, which is rewarding for
the employee engaged in emotional labour (Gardney,
2003). Furthermore, surface role-playing coexists
with distancing oneself from the client - people who
mask their true emotions and portray other emotions
begin to treat the client like an object, which makes
it easier for them to feign emotions (Brotheridge &
Gardney, 2002). Such distancing from the client and
deception through expressed emotions may cause
negative feelings towards oneself, which indicates
that surface acting is significantly correlated with
a lower opinion of one’s achievements and decreased
commitment towards the organisation (Brother-
idge & Gardney, 2002; Hochschild, 2009; Zapf et al.,
2001). Based on analysis of the relevant literature, the
authors put forward two hypotheses concerning pro-
fessional burnout and the manner of acting in emo-

tional labour:
HI: People who adopt the strategy of surface acting in

emotional labour show a higher level of professional
burnout.
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H2: People who adopt the strategy of deep acting in emo-
tional labour show a lower level of professional burnout.

Because the syndrome of professional burnout brings
about serious consequences for the psychological and
physical balance of an employee, which affects their
effectiveness and the success of an organisation, it is
worth analysing the factors that might reduce the neg-
ative influence of the stressors and other consequences
arising from emotional labour. The authors presume
that such factors can be employees’ competences,
whose application may allow effective management of

one’s emotions in the workplace.

2.3. Employee Competences
Competences have been present in the practice and
theory of human resource management for over 40
years. In understanding the significance of compe-
tences seen as the internal potential of an employee,
the publications by D. C. McClelland and his follower
R. E. Boyatzisa have been groundbreaking (Boyatzis,
1982; 2008; McClelland & Boyatzis, 1980; McClel-
land, 1973). These authors first stress the relationship
between an employee’s effectiveness in a given post
and his internal predispositions. Boyatzis defines
competences as “the potential, existing within the hu-
man, leading to such a behaviour that helps to satisfy
the requirements at a given post” (Boyatzis, 1982, p.
18). Competences are most commonly treated as
a collection of three components: knowledge, skills,
and attitudes (Kossowska & Sottysinska, 2002; Sidor-
Rzadkowska, 2006; Thierry, Monod, & Sauret, 1994,
p. 90); however, they may also include motivation,
personality traits, values, self-esteem, and social role
(Spencer & Spencer, 1993). As Dubois and Rothwel
put it, defining competences moves towards includ-
ing each trait of an individual that allows them to
achieve the expected results in a given post (Dubois
& Rothwel, 2008, p. 32). In the present analysis, com-
petences are treated as a collection of knowledge,
skills, and attitudes, whereas personality traits or
motivation are rather the conditions for building and
manifesting competences and not the competences
themselves.

The American approach to competences focuses
on universal models of the most effective managers

and person-related conditioning of effectiveness,
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while the British approach focuses on analysis of the
requirements of a profession or a job post (Boak &
Coolican, 2001; Garavan & McGuire, 2001, p. 150).
This paper adopts the American approach. How-
ever, analyses are not merely limited to examination
of managers; the authors are interested in the way
employees engaged in emotional labour operate. Be-
cause various professions are considered in the study,
analyses are carried out for basic competences that
are used by a person regardless of their professional
role (Filipowicz, 2004, pp. 19-38). Owing to the avail-
ability of a great variety of lists and models of com-
petences (Filipowicz, 2004; Oleksyn, 2006; Wood,
2006), we have decided to adopt the model of com-
petences making use of six clusters of competences
(Springer, 2011).

The basic competence clusters singled out by
Springer (2011) are as follows: dominance, focus on
information, being organised, focus on emotions,
focus on analysis and the use of facts, and imagina-
tiveness and openness. Dominance is a factor encom-
passing employee traits where the key characteristic
is influencing others. It also includes prognostic skills
connected with diagnosis and evaluation of the mar-
ket. Focus on information is sending and receiving
messages and skills related to acquisition of informa-
tion, including data obtained with the use of modern
information and communication technologies. Focus
on emotions is sensitivity to emotions felt by co-work-
ers and clients. Imaginativeness and openness refers to
a non-standard and innovative approach to tasks. Be-
ing organized is chiefly about technical skills that are
necessary in everyday work.

Competences are becoming increasingly common
in organisations and in the practice of human resource
management, and the systems based on work posts
are increasingly abandoned in favour of systems based
on competences (Sienkiewicz & Trawinska-Konador,
2013). Human resource management based on com-
petences is an approach that not only integrates differ-
ent areas of HRM that despite of integrating different
areas of managing employees, also takes into consid-
eration their individual predispositions of employees
(Dubois & Rothwel, 2008, p. 26).

This indication of the influence of competences on
employee effectiveness has become the basis for two
research hypotheses.

www.ce.vizja.pl
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H3: There is a statistically significant correlation be-
tween an employee’s competences and the strategy gov-
erning emotional labour.

H4: In a group of employees following the surface
strategy of emotional labour, a lower level of profes-
sional burnout is present among employees with high-
er competences.

3. Research Methodology

The study was conducted in 2015 and 2016 on a sample
of 297 employees. Sample selection was purposive and
carried out on the basis of professional contacts of
the researchers; the sample was composed of people
engaged in work meeting the criteria of emotional
labour: employees had direct contact with clients, ex-
erted influence over their clients’ emotional reactions,
and were bound by rules of displaying emotions. All
the respondents completed three questionnaires; some
of them received the questionnaires directly from
the researcher, while others by electronic means. The
study was conducted on employees whose work was
a mission, that is, it required taking care of others and
offering help, as well as employees whose work was
not a mission. The first group comprised 160 people
(teachers and policemen) and the second 136 people
(tradesmen and services providers). The average job
seniority was 13 years, and the average job seniority
at the current post was 10.3 years. Nearly 70% of the
respondents were women, which reflects the general
dominance of this gender in such professions teachers
and sellers (the structure of the group under examina-
tion is provided in table 1).

Three tools were used to conduct the study: the
Scale of Surface and Deep Emotional Labour (SPGPE)
(Finogenow, Wrébel & Mroz, 2015), Oldenburg Burn-
out Inventory (OLBI), (Demerouti, Bakker, Vardakou,
& Kantas, 2003), and the Questionnaire of Self-Assess-
ment of Competences (Springer, 2011). The manner
of role-playing — surface or deep — was measured with
the SPGPE questionnaire. This is the Polish version of
the revised Emotional Labour Scale (ELS) developed
by Brotheridge and Lee (2003). The tool consists of
three subscales; two are related to surface acting and
are called hiding feelings and faking feelings, and the
third one is concerned with deep acting (Finogenow et
al.,, 2015). The questionnaire is composed of nine state-
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Table 1. Structure of the group under examination according to gender, age, and education

Size %
Female 205 69.3%
Gender Male 91 30.7%
Total 296 100.0%
18-26 79 26.7%
27-35 87 294%
36-45 53 17.9%
Age
46-55 66 22.3%
Above 55 years old 11 3.7%
Total 296 100.0%
Junior high school 13 44%
Secondary 71 24.0%
Vocational education
Higher 212 71.6%
Total 296 100.0%

ments regarding activities during a typical day at work.
The respondents are asked to estimate on a five-point
scale (ranging from “never” to “always”) to what extent
they agree with a given statement.

Professional burnout was measured with a translat-
ed OLBI questionnaire developed by Demerouti and
her co-workers (Demerouti et al., 2003) OLBI encom-
passes the affective, physical, and cognitive aspects of
exhaustion. The questionnaire measures two dimen-
sions: exhaustion and lack of commitment. Each sub-
scale contains four items phrased positively and four
phrased negatively (Demerouti et al., 2003). The ques-
tionnaire is composed of 16 statements regarding feel-
ings and behaviours related to work. The respondent
determines the level to which they agree with a given
statement on a four-point scale from “completely
agree” to “completely disagree”. The Polish adaptation
of the test was made by Teresa Chirkowska-Smolak (in
press) on a group of 664 respondents.

Evaluation of competences was performed with
a self-assessment questionnaire composed of 36 de-
scriptions of various skills of an employee. These skills

CONTEMPORARY ECONOMICS

were grouped into a model consisting of six basic
competences characteristic of various areas of profes-
sional operation. Employees evaluated all the items on
a 5-point scale from 1: “T absolutely cannot do it” to 5:

“I can do it really well”.

4. Research results

Eleven variables are analysed in the study, three of
which characterized emotional labour, two profes-
sional burnout, and six competences. The reliability
of all the scales is verified with the Cronbach’s alpha
coeflicient, indicating the integrity of the adopted tool.
The coeflicients for all the adopted scales have satisfac-
tory values and are comparable to the results obtained
in other studies (see table 2). Simultaneously, all the
variables obtained in the scales under analysis have
a normal distribution.

The respondents are characterised by a similar level
of deep emotional labour and score in the scale of hid-
ing feelings. The scores in the scale of faking feelings
are a little higher. It is worth stressing that the results
describing emotional labour and the mean, and the
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Table 2. Evaluation of the reliability of the adopted scales with the Cronbach’s alpha coefficient

Scale Number of items Cronbach’s alpha
Deep acting 3 0.66
Surface acting - hiding emotions 3 0.79
Surface acting - faking emotions 3 0.64
Lack of commitment 8 0.64
Exhaustion 8 0.75
Dominance 9 0.84
Being organized 6 0.76
Focusing on information 6 0.73
Focusing on emotions 5 0.68
Analysis and use of facts 6 0.77
Imaginativeness and openness 4 0.72

differences in professional burnout are similar to the
ones obtained in other studies carried out on Polish
workers with the use of the same tools. The situation is
slightly different when it comes to competences, as in
this case the mean results are a little higher and differ-
ences are lower than those in research using the same
tools conducted on a representative sample of people
working in the Wielkopolskie Voivodeship. The above
score is, however, amply justified and results from the
structure of the sample under examination, where
70% of the respondents are people with higher edu-
cation. Indeed, earlier research showed that education
is a variable that significantly differentiates the level of
competences.

Analysis of the interdependencies among the vari-
ables under analysis (see table 3) shows no correlation
between the deep strategy of emotional labour and the
indicators of professional burnout, while the surface
strategy does show influence on professional burnout.

With the median score in individual scales of emo-
tional labour adopted as the point of division, assess-
ment of the significance of differences in terms of an
employee’s lack of commitment and exhaustion has
been performed. T-test confirms that people with
a higher level of surface acting (in the contexts of hid-

www.ce.vizja.pl
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ing and faking emotions) are also marked by a higher
level of professional burnout. No such correlation has
been found concerning deep acting (see table 4).

The above results confirm the first hypothesis that
people who adopt the surface strategy of emotional la-
bour display a higher level of professional burnout. At
the same time, no grounds have been found to support
the second proposed hypothesis that people exercising
a higher level of deep acting show a lower level of pro-
fessional burnout.

Another question asked in the paper concerns the
influence of one’s competences on the way emotional
labour is handled. Analysis of the coefficients of cor-
relation demonstrates no dependencies between em-
ployees’ competences and the intensity of deep acting.
Simultaneously, there is a statistically significant cor-
relation between competences and surface acting ob-
servable in many cases. It is thus worth highlighting
that this relation is inversely proportional, and hence
the higher the level of competences, the less likely the
employee will undertake surface acting. Comparison
of employees with low and high levels of competences
within a given competence cluster (with the median
of the obtained scores as the point of division) reveals
that employees who are highly organized, focused on
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Table 3. Descriptive statistics and r-Spearman’s correlation coefficients for the variables under analysis

Coefficients of correlation

Variables M SD 1 2 3 4 5 6 7 8 9 10 11
PG 285 0810 1
PP hiding 282 0809 .082 1
PP faking 249 0781 .139% 628** 1
Lack of
acker 238 0448 -060 308 273% 1
commitment
Exhaustion 248 0447 -055  274** 251%%  G57** 1
Dominance 359 0589 034 -192** -077 -122* -101 1
Bein
|g‘ 390 0572 032 -154% -102 -125% -191%%  655%* 1
organizededed
Information 385 0642 013  -125¢ -044 -032 -077 655* 580** 1
Emotions 398 0573 017 -097  -066 -161** -133* 638* 615** 536%* 1
Facts 3838 0574 024 -188* -145% -153%*% -194%* 700** 727** 632%* .704** 1
Openness 3.81 0647 103 -156** -083 -096 -044 715%% 574**  618** 675" 693** 1

Note: *p<0.05, **p<0.01

Table 4. Analysis of the significance of differences among the mean scores in the scale of professional burnout among

the subgroups under examination.

e ww w1 a e
high deep acting low deep acting

Lack of commitment 23324 46768 24288 42297 -1.863 293376 0.063

Exhaustion 24449 04524 25087 04414 -1.228 293.739 0221
PP-hiding - high PP-hiding - low

Lack of commitment 25122 04290 2.2550 04313 5.142 292.855 0.000

Exhaustion 26075 04576 23529 04018 5072 283.054 0.000
PP-faking — high PP-faking — low

Lack of commitment 24676 04528 23011 04309 3.231 285591 0.001

Exhaustion 25522 04489 24084 04366 2.785 287526 0.006
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Table 5. Level of significance of the differences in terms of hiding and faking emotions among employees with high and

low levels of competences from a given cluster

Competence cluster PP - hiding PP - faking
dominance 143 430
being organized 042 198
information 001 075
emotions 440 236
facts 004 012
openness 009 161

Table 6. Level of significance of the differences between the mean scores in the scales of professional burnout and the

selected groups of employees.

Employees with low competences

Employees with high competences

Analysed variables

Lack of commitment Exhaustion Lack of commitment Exhaustion
Deep acting 0.031 0.190 0.649 0.832
Surface acting -
o ) 0.000 0.001 0.002 0.001
Hiding feelings
f ing —
Surface acting 0.004 0.007 0043 0.128

Faking emotions

information and analysis of facts, imaginative and
open hide their emotions less frequently. At the same
time, employees with higher focus on analysis and use
of facts are less likely to fake their emotions during
contacts with clients.

Considering the results of the above analyses, which
indicate that competences are correlated with the strat-
egy of emotional labour to a limited extent, it has been
decided that the third hypothesis, that competences in-
fluence the way emotional labour is exercised, can only
partially be supported. As research demonstrates, com-
petences exert influence on hiding emotions exclusively.

The last research question is concerned with the
moderating influence of competences on the emer-
gence of the negative effects of emotional labour. Two
groups of employees have been singled out for that
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purpose: the groups of people with lower (N=147) and
higher (N=178) levels of competences. The analysis
reveals that the negative consequences of surface act-
ing, namely lack of commitment, are less common
among employees with higher competence levels. Si-
multaneously, the level of competences determines
whether faking emotions will bring about negative
consequences in the form of professional burnout. The
analysis confirms that people with a higher level of
competences who follow the surface strategy by faking
emotions are characterised by a lower level of profes-
sional burnout than employees with low competences.
It is worth stressing that putting effort into faking emo-
tions has negative consequences such as professional
burnout regardless of the level of an employee’s com-

petences (see table 6).
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Analogously to hypothesis 3, the above results only
allow partial acceptance of hypothesis 4, that in the
group of employees exercising surface acting in emo-
tional labour, those with higher competences show
lower levels of professional burnout. This hypothesis
may only be supported with regard to surface acting
through faking emotions.

5. Discussion of the results
The objective of this study was to verify four hypoth-
eses regarding correlations among the variables: deep
and surface acting in emotional labour, the level of
professional burnout, and the level of competences.
First, the correlations between surface and deep role-
playing and the level of professional burnout were
examined. In accordance with the results of interna-
tional research (Gardney, 2003; Hwa, 2012; Judge et
al,, 2009; Morris, & Feldman, 1996; Seery & Corri-
gall, 2009; Totterdell, & Holman, 2003), analyses have
demonstrated that surface role-playing is correlated
with a higher level of professional burnout, whereas
there is no such correlation in the case of deep acting.
As initially presumed, surface acting requires greater
effort to be put into correcting feelings and moni-
toring one’s emotions, which influences the sense of
exhaustion that is a component of burnout (Broth-
eridge & Grandey, 2002; Gradney, 2000; Hiilsheger
& Schewe, 2011). Moreover, surface acting requires
maintaining distance from clients and deceiving
them though the expression of appropriate emotions,
which results in lower commitment to doing one’s
job (Brotheridge & Gardney, 2002; Hochschild, 2009;
Zapf at al., 2001). Studies have not confirmed the
existence of a correlation between deep acting and
a lower level of professional burnout, although such
an opinion can be found in the relevant literature
(Gardney, 2003; Hiilsheger, & Schewe, 2011).
Second, the hypothesis that an employee’s compe-
tences differentiate the style of emotional labour (i.e.,
surface or deep acting) was verified. Six competence
clusters were singled out in the study, and tests were
performed to determine whether these clusters differ-
entiate the selected style of emotional labour. Analy-
sis of the coefficients of correlation demonstrated no
dependencies between employees’ competences and
deep acting. It was particularly surprising to find that

there is no significant correlation between compe-
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tences connected with application of emotions, which
is inconsistent with previous research that indicated
that emotional intelligence influenced deep acting
(Rathi, 2014). Simultaneously, a statistically significant
correlation was noted between competences and the
adoption of the surface strategy - the higher the level
of competences, the less likely the employee would
undertake surface acting. The above result may arise
from the fact that persons characterised by a higher
level of competences have greater self-confidence, are
thus less worried about the consequences of displaying
their emotions, and resort less often to hiding or fak-
ing emotions.

The final hypothesis assumed that employees with
higher competences experience fewer negative conse-
quences of emotional labour. The analyses that were
conducted revealed that people with a higher level of
competences that follow the surface strategy by faking
emotions are characterised by a lower level of profes-
sional burnout than employees with a lower level of
competences. It has simultaneously been proven that
putting effort into faking emotions has negative con-
sequences such as higher professional burnout regard-
less of the level of an employee’s competences.

The above result may arise from the effort that em-
ployees must put into maintaining positive emotions
in the face of stress caused by a discord between the
actual and presented states of mind, which, indepen-
dently from other variables, increases the sense of
exhaustion and lowers the opinion of one’s own work
(Totterdell & Holman, 2003).

6. Conclusions and recommendations
The obtained results show that surface acting in emo-
tional labour coexists with a higher level of profession-
al burnout. This has serious consequences for employ-
ees and the company because professional burnout
involves lower commitment to one’s work and higher
exhaustion, which usually results in decreased effec-
tiveness. It is thus worth analysing the organisational
requirements that cause employees to hide or fake
emotions. Analysis of competences and confirmation
of the existence of correlations between higher levels
of individual competence clusters and lower levels of
hiding or faking emotions may hold practical implica-
tions for the recruitment process. During recruitment

for the posts where emotional labour is a must, it is
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worth checking the candidate’s competences in indi-
vidual competence groups. It is also worth consider-
ing the possibility of training employees engaged in
emotional labour to develop given competences and
prevent professional burnout. The authors are aware
of the limitations of the presented study, which are
concerned with the selection and size of the sample
and the use of self-assessment to diagnose the level
of competences. This study uses a self-reporting tool,
which means that evaluation of competences might
have been subjective and dependent, e.g., on the level
of self-esteem or the respondent’s experience. To ver-
ify the research results, it is advisable that the sample
of the respondents be increased and more objective
methods be used to diagnose employee competences.
Analyses may also be carried out based on a division
of the respondents in terms of job type, e.g., related to
education or trade. This would allow analysis of the
manner of coping with emotional labour, the level of
professional burnout, and the competences of em-

ployees in a given profession.
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