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Abstract

This study examined the relationship of emotional intelligence (EI) to jobs
requiring emotional labour in a sample of 6,874 participants from eleven
countries or geographical regions. In particular, the current study examined
the relationship of a mixed model of EI, as measured by the Emotional
Capital Report (ECR), to emotional labour identified in recent literature
as performed by workers in three types of service occupations, customer
service, social control and caring. Previous research had reported that in-
dividuals high in EI may be more likely to perform well in jobs requiring
emotional labour and, as such, emotional labour was an important mod-
erator of the EI-performance relationship. Results of this study supported
the existence of a moderate relationship between a mixed model of EI and
emotional labour and thus provided further support for this claim. The
findings suggest that where jobs require high emotional labour, EI is likely
to assist individuals to know both when to perform emotional labour and
how to alter emotional behavior to meet organizational goals. Furthermore,
when service occupations were examined for the type of emotional labour
performed, those in customer service occupations produced significantly
higher scores on 8 out of 10 ECR subscales. Taken together, the findings
suggest that when considering the EI-performance link it is important to
consider both the occupational context as well as the emotional intelligence
of individuals. Limitations of the study and future directions are discussed,
along with practical implications for both researchers and human resource
personnel seeking to improve the job related performance of employees.

Keywords: emotional intelligence; Emotional Capital Report; emotional
labour; service occupations



There has been considerable interest in emotional intelligence (EI)
in both the popular and academic literature in recent years and EI has
received substantial attention in applied business settings (Antonakis,
Ashkanasy, & Dasborough, 2009; Brackett, Mayer, & Warner, 2004;
Law, Wong, & Song, 2004; Mayer, Roberts, & Barsade, 2008; O’Boyle,
Humphrey, Pollack, Hawver, & Story, 2011; Offermann, Bailey,
Vasilopoulos, Seal, & Sass, 2004). This has occurred in parallel with
an interest in the broader role of affect and emotions in organizational
behavior (Gooty, Connelly, Griffith, & Gupta, 2010) and a closely re-
lated concept, emotional labour (Ashforth & Humphrey, 1993; Grandey,
2000; Hochschild, 1983). Defined as ‘the process of regulating both feel-
ings and expressions for organizational goals’ (Grandey, 2000, p. 97),
emotional labour has been linked to emotional intelligence (Joseph &
Newman, 2010; O’Boyle et al., 2011; Humphrey, Pollack, & Hawver,
2008). This is perhaps not surprising given emotional labour occurs
when employees must alter their emotional expressions in order to
meet the display rules of the organization (Ashforth & Humphrey,
1993; Diefendorff & Richard, 2003; Diefendorff, Croyle, & Gosserand,
2005; Hochschild, 1983; Pugh, 2001; Rafaeli & Sutton, 1990). Compe-
tencies associated with EI such as the ability to recognize one’s own
emotional experience and the ability to recognize the emotional expe-
rience of others’ may help employees know when they need to alter
their emotional expressions. Given that emotional labour theory sug-
gests that a job’s demands for emotional labour will influence individ-
ual performance in certain roles, this paper aims to examine the
relationship of EI to jobs requiring emotional labour.

Models of Emotional Intelligence
Despite its popularity, EI has remained controversial with respect

to both construct and criterion-related validity (Cherniss, 2010;
Dulewicz & Higgs, 2000; Landy, 2005; Locke, 2005) and the field still
lacks a universally accepted definition. In the interests of achieving
greater conceptual clarity, some researchers have argued that EI
should be distinguished according to two discrete models: (a) an ‘abil-
ity-based’ model that proposes that EI is a type of intelligence or apti-
tude and (b) a mixed (traits with abilities) model that includes a
combination of intellect and various measures of personality and affect
(Petrides & Furnham, 2006). Others suggest that EI should be classi-
fied by the manner in which it is assessed. Ashkanasy and Daus (2005),
for example, in their review of the extant data on EI classified the re-
search into three streams: Stream 1 comprised a model proposed by
Mayer and Salovey (1997) who put forward a theory of EI framed
within a model of intelligence. This model viewed overall EI as joining
abilities from four areas: (1) accurately perceiving emotion, (2) using
emotions to facilitate thought, (3) understanding emotion, and (4) man-

Education and Society42 Vol. 32, No. 1, 2014



aging emotion. These abilities are best measured through performance
tests such as the Mayer-Salovey-Caruso Emotional Intelligence Test-
MSCEIT (Mayer, Salovey, & Caruso, 2002). Stream 2 included various
self-report and multi-rater report instruments based on the Mayer-Sa-
lovey model such as measures by Jordan, Ashkanasy, Härtel, and
Hooper (2002), Schutte et al., (1998), and Wong and Law (2002).
Stream 3 comprised expanded models of emotional intelligence that
are referred to as ‘mixed models’ because they encompass components
not included in Salovey and Mayer’s definition and contain a mixture
of personality-type items, competencies and behavioural preferences.
They included models developed by Boyatzis, Goleman, and Rhee,
(2000) who designed a model to encompass the social and emotional
competencies that are linked to workplace performance. These compe-
tencies are measured by the Emotional Competence Inventory-ECI
(Boyatis, Goleman, & Hay/McBer, 2008) and more recently the Emo-
tional and Social Competence Inventory (ESCI). Stream 3 also included
a model based on work of Bar-On (1988) who placed EI within the con-
text of personality theory as a type of wellbeing comprised of a mixture
of traits and skills and measured by the Emotional Quotient Inven-
tory-EQI (Bar-On, 1997).

In their review Ashkanasy and Daus (2005) failed to include a num-
ber of additional models of EI that may also be described as mixed mod-
els. For example, Petrides and Furnham (2003) defined a model from
within personality theory as ‘trait emotional intelligence’. Trait EI con-
cerns behavioural dispositions and self-perceived abilities with refer-
ence to personality hierarchies and is meant to include all ‘personality
facets that are specifically related to affect’ (Petrides, Pita, & Kokki-
naki, 2007, p. 274).

More recently, in an approach similar to Boyatzis, Goleman and
Rhee (2000), Newman and Purse (2007) described a model that identi-
fied the emotional and social competencies linked to success in leader-
ship and various professional roles – the emotional capital model.
Designed as a consensus model that includes a number of competencies
found in earlier models, the emotional capital model redefined these
in terms of the social and emotional competencies thought to be pre-
dictive of success in a range of management, leadership and profes-
sional roles. Research in applied business settings using this model
culminated in the publication of the Emotional Capital Report-ECR
(Newman & Purse, 2007).

Ashkanasy and Daus (2005) argued that it was important to distin-
guish among the three streams because a lot of the criticism directed
at the field of EI research – such as overlaps between EI measures and
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other personality traits – are inappropriately directed at all three
streams of research when most of the overlaps occur primarily within
the third stream of research. There is growing empirical evidence sup-
porting this distinction and its usefulness (Joseph & Newman, 2010;
Martins, Ramalho, & Morin, 2010; O’Boyle, Humphrey, Pollack,
Hawver, & Story, 2011; Van Rooy, Viswesvaran, & Pluta, 2005). Al-
though Ashkanasy and Daus (2005) suggested that mixed models may
have conceptual overlaps with existing personality measures, they ac-
knowledged that they do an excellent job of predicting performance.
Similarly, O’Boyle et al. (2011) in the most recent meta-analysis that
included a much larger sample size than Joseph and Newman also con-
cluded that stream 2 and 3 had the largest incremental validity beyond
cognitive ability and the Five Factor Model of personality (FFM).

In addition to establishing the predictive validity of EI the findings
also illustrated the similarities and differences of the three EI streams.
As expected, stream 1 ability measures were more closely related to
cognitive intelligence and also had the lowest correlations with the
FFM thus supporting the conceptualization of these measures as a type
of intelligence test. As O’Boyle et al. (2011) suggested, these differences
have important implications in terms of the definitions and underlying
constructs for the three streams of EI research. Since stream 3 re-
searchers are increasingly defining their measures in terms of traits,
competencies, and skills instead of intelligences, these results are again
consistent with how these measures are defined. Indeed, concerned
that these broader mixed models of EI don’t qualify strictly as EI,
Cherniss (2010) has gone further suggesting a distinction be made be-
tween EI and emotional and social competencies (ESC) that are clearly
linked to EI. This position appears similar to Goleman’s (1998) original
contention that social and emotional competencies are ‘learned capa-
bilities’ based on emotional intelligence that results in outstanding per-
formance at work (Goleman, 1998, p. 24).

According to both Cherniss (2010) and Goleman (1998), an advan-
tage of the broader competency based models is that they consolidate
many emotional and social abilities that are important for personal
and professional success into a single framework. Defining emotional
competencies as ‘learned capabilities’ also has important implications
for management and organisational behaviour. It suggests that ESCs
can be developed within specific training programs to improve organ-
isational performance and success. There is a growing body of research
linking EI defined as such to success in the workplace (Bachman, Stein,
Campbell, & Sitarenios, 2000; Chia, 2005; Newman & Purse, 2007;
Petrides & Furnham, 2006). In particular, an evolving research litera-
ture in social and organizational psychology suggests that EI skills are

Education and Society44 Vol. 32, No. 1, 2014



important for employees’ emotion-related processes and outcomes at
different levels of management (Ashkanasy, Härtel, & Daus, 2002).

In summary, although debate remains among EI researchers as to
which of the three different streams of EI measure intelligence, there
is solid evidence that all three types of measures predict job perform-
ance. According to O’Boyle et al. (2011), all three streams of research
measure at least to some extent the core concepts behind EI, and ‘it is
likely that the ability to recognize emotions in one’s self and in others
contributes to effective social interaction, as does the ability to regulate
one’s own emotions’ (p. 793).

Emotional Labour
The ability to recognize and regulate emotion at work has been de-

scribed by Hochschild (1983) as emotional labour. She argued that em-
ployees perform emotional labour when they express socially desired
emotions as part of their job role and jobs that require emotional
labour, such as service workers, have three things in common: (1) they
require face-to-face or voice-to-voice contact with the public; (2) they
require the worker to produce an emotional state in the customer; and
(3) they allow the employer, through training and supervision, to exer-
cise some control over the emotional life of employees. Emotional
labour is also performed in other settings, such as health care, where
workers are expected to show sympathy or a variety of other emotions.

Hochschild (1983) argued that organizations developed what she
called ‘feeling rules’ that specified the emotions that employees should
feel (Humphrey et al., 2008). However, Ashforth and Humphrey (1993)
broadened the scope of Hochschild’s conception of ‘feeling rules’ and
suggested that emotional labour occurs when employees must alter
their emotional expressions in order to meet the observable ‘display
rules’ of the organization. Despite this emphasis on the external ex-
pression of emotion through display rules, Humphrey et al., (2008) and
others who refer to the term ‘display rules’ have also recognized that,
in order to display the appropriate emotions, employees might also
have to regulate their internal emotional states.

Hochschild (1983) suggested that when employees change their ex-
ternal emotional expressions but make no attempt to feel the emotions
that they are displaying, they are expressing surface acting. In con-
trast, when they make the effort to in fact feel the emotions they want
to display, they are expressing deep acting. In addition, Ashforth and
Humphrey (1993) argued that employees also perform emotional
labour in a third way, specifically, through spontaneous and genuine
emotion; a position supported by Diefendorff et al., (2005).
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Although Hochschild (1983) viewed emotional labour demands as a
characteristic of particular occupations such as restaurant workers,
cashiers, hospital workers, bill collectors, counselors, secretaries, and
nurses; others have argued that emotional labour may vary in degree
across occupations (Diefendorff & Richard, 2003). Accordingly, display
rules have been conceptualized not only as role requirements of par-
ticular occupational groups, but also as interpersonal job demands
which are shared by many kinds of occupations.

Grandey, Diefendorff, and Rupp (2013) consider emotional labour as
existing on a continuum ranging from pure emotional labour in which
all of Hochschild’s (1983) stated attributes are present, to the emotional
regulation context on the other end in which none of the stated attrib-
utes are present. They argue that emotional labour is present when
‘emotional regulation is performed in relation to job-based require-
ments in order to produce emotion toward – and to evoke emotion from
– another person to achieve organizational goals.’ (p. 18).

In the main, emotional labour has been studied among three types of
service workers: (1) customer service (2) caring, and (3) social control
jobs. In customer service jobs, emotional display rules normally require
‘service with a smile’ (Pugh, 2001; Van Dijk & Kirk-Brown, 2006). Ac-
cording to Humphrey et al. (2008) these jobs generally require the ex-
pression of friendly, positive emotions that most people like expressing
and experiencing, although sometimes the hectic work pace makes these
displays difficult. In other words, although normally these emotions are
expressed naturally, stressful external working conditions may some-
times require employees to have to fake their emotional expressions.
Again, according to Humphrey et al., in caring occupations such as nurs-
ing, employees have to display emotions such as sympathy and concern
that are associated with sad and stressful life events. The third category,
social control, includes occupations such as law enforcement, customs
inspectors, and bill collectors among others. These roles require a certain
degree of emotional self-control while communicating in a straightfor-
ward and assertive manner. Accordingly, the type of emotional labour
that employees are required to display varies by the type of service job
they must perform. A number of researchers have reported that emo-
tional labour plays an important role in various organizational outcomes
including job satisfaction, customer satisfaction, and employee morale
(Psilopanagioti, Anagnostopoulos, Mourtou, & Niakas, 2012; Larson &
Xin, 2005; Pugh, 2001; Lopez, 2006; Henderson, 2001).

Emotional Intelligence and Emotional Labour
The ability to recognize emotions in one’s self and in others, and the

ability to regulate one’s own emotions are core concepts within all
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streams of EI. As such, these abilities may help one know when to per-
form emotional labour, just as the ability to recognize one’s own emo-
tions may help employees know when they need to pay attention to
altering their emotional expressions (O’Boyle et al., 2011). Accordingly,
individuals high in EI may be more likely to perform well in jobs re-
quiring emotional labour as compared with individuals lower in EI.

A number of recent studies have explored the relationship between
EI and jobs requiring emotional labour. Brotheridge (2006) examined
how EI related to emotional labour and situational demands. Workers
with higher levels of emotional intelligence were found to be more likely
to perceive the need to frequently display emotions as part of their work
role and perform deep acting in response to these situational demands.
Brotherridge concluded that, ‘the key role of emotional intelligence
seemed to be as a predictor of the perceived situational demands, which,
in turn, predicted the nature of emotional labour that was performed’
(p. 139). Additionally, as reported earlier, Joseph and Newman (2010)
in their recent meta-analysis examined the ubiquity of EI as a precursor
to job performance based on the notion of emotional labour. They re-
ported that when EI-performance studies were split into two based on
emotional labour requirements of certain occupations, post hoc analysis
revealed that emotional labour was an important moderator of the EI-
performance relationship, i.e., that EI was a better predictor of per-
formance for occupations that primarily involved emotional labour.
They also found that mixed EI showed greater promise for generaizable
prediction of job performance.

Although Joseph and Newman (2010) provided some initial evidence
for the relationship of emotional labour as a moderator of EI and per-
formance they remarked that, given the small sample sizes, more re-
search needed to examine this more closely. Furthermore, they noted
that they only examined emotional labour in jobs that required the dis-
play of friendly, positive emotional displays to customers in retail and
similar settings. As noted earlier, Humphrey et al., (2008) pointed out
that this is only one of three types of emotional labour performed by
service workers: the other two include the caring occupations and those
involved with social control. This observation led O’Boyle et al. (2011)
to suggest ‘the value of EI in these other job categories still needs to be
studied’ (p. 807). In response to the call for further research into the
EL of service workers by Humphrey et al. (2008) and O’Boyle et al.
(2011), this research examined the relationship of EI to all three types
of emotional labour expressed by workers in three types of service oc-
cupations, customer facing, such as retail sales, caring occupations such
as health care and social work, and roles involving social control such
as law enforcement and customs inspector.
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Method
Participants
A total of 6,874 participants (4,220 males; 2,654 females) were re-

cruited from eleven countries or geographical regions including: Aus-
tralia/Oceana (34%), the United Kingdom (24%), Ireland (11%), India
(9%), the Middle East (7%), Western Europe (7%), North America (3%),
Asia (2%), South America (1%), Africa (1%), and Eastern Europe (1%).
Participants were involved in various leadership development pro-
grams initiated by their respective organisations and consisted of Busi-
ness, 5,322 (77.4%); Educational, 359 (5.2%); Medical, 292 (4.2%), and
Other professionals, 901 (13.1%) who were regarded as having general
or higher leadership responsibilities. Ages ranged from 18 to 75 (M =
41.62, SD = 9.27).

Procedure
To investigate the potential relationship between EI and the emo-

tional labour requirements of the occupation, occupation descriptions
were coded according to four items about emotional labour identified
by Joseph and Newman (2010) and adapted from Grandey (2000) and
Hochschild’s (1983) criteria for emotional labour occupations. Each
item was coded “yes” or “no”. Of the 6,874 participants, 5,804 partici-
pants provided sufficient occupation description data to identify their
specific role. The mean emotional labour score for each occupation title
was calculated. Emotional labour ratings were bimodal and showed a
natural breaking point at .5, making this an ideal cut-off for high verses
low emotional labour occupations. 3,167 occupations were classified as
high emotional labour. Examples of high emotional occupations in-
cluded marketing and sales person, recruitment consultant, manage-
ment consultant, travel agent, human resources professional. 2,637
occupations were classified as low emotional labour. Examples of low
emotional labour occupations included law enforcement officer, military
personnel, engineer, accountant, clerical work, government adminis-
trator, computer and IT technician, clerical work, financial services
professional.

Measures
Personal Description Questionnaire (PDQ).
The PDQ gathered information regarding participants’ nationality,

occupation, and age.

Emotional Capital Report (ECR).
Emotional intelligence was assessed using the Emotional Capital

Report - ECR (Newman & Purse, 2007). The ECR is a 77-item self-re-
port measure of the 10 emotional and social competencies that make
up the emotional capital model of EI Refer to Table 1 for details). Items
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are brief sentences phrased in the first-person singular and responses
are gathered on 5-point response format that offers five ranked values
designed to indicate the subjective strength of the individual’s re-
sponses including: 1 = “Very Seldom True of Me”, 2 = “Seldom True of
Me”, 3 = “Sometimes True of Me”, 4 = “Often True of Me”, 5 = “Very Often
True of Me”. Items are summed to yield a Total EC score that reflects
overall level of emotional capital, and scores on 10 emotional and social
competencies: Self-Knowing, Self-Reliance, Self-Confidence, Straight-
forwardness, Self-Actualization, Relationship Skills, Empathy, Adapt-
ability, Self-Control, and Optimism. The ECR includes a validity scale
– the Positive Impact Scale – designed to detect response bias and in-
crease the accuracy of interpretation. The ECR was published based
on data from 3,240 individuals from professional occupations including
business, law, medicine, and education, drawn from six geographic re-
gions. Newman and Purse (2007) reported good internal consistency
and test-retest reliability. Factor analyses also provided reasonable
support for the inventory’s hypothesised structure.

Table 1. Emotional Capital Model Competency Definitions: The
Competence To.

Data Preparation and Analyses
All data analyses were conducted using IBM PASW Statistics Ver-

sion 20 (IBM, 2011) and significant levels for the analyses were main-
tained at � < .05. However, a Bonferroni adjustment of .0045 (.05/11

Self-Knowing –recognize how one’s feelings and emotions impact on personal opin-
ions, attitudes and judgements.
Self-Reliance – take responsibility for oneself, back one’s own judgments and be self-
reliant in developing and making significant decisions.
Straightforwardness –give clear messages and express one’s feelings and points of
view openly in a straightforward way and be comfortable challenging the views of oth-
ers while demonstrating respect for their views.
Optimism –sense opportunities be and resilient and focus on the possibilities of what
can be achieved even in the face of adversity.
Self-Actualization –manage one’s reserves of emotional energy and maintain an ef-
fective level of work/life balance and thrive in setting challenging personal and profes-
sional goals.
Self-Confidence –respect and like oneself and be confident in personal skills and abil-
ities.
Relationship Skills – establish and maintaining collabourative and rewarding rela-
tionships characterized by positive expectations.
Empathy –understand other people’s thoughts and feelings and create resonant emo-
tional connections with others.
Self-Control –remain patient and manage one’s emotions well; restrain action and re-
main calm in stressful situations without losing control.
Adaptability –adapt one’s thinking, feelings and actions in response to changing cir-
cumstances and be receptive to new ideas and tolerant of others.
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scales) was used to control for the inflated family-wise error rates that
result from performing multiple tests on the same data.

Initial inspection of the data indicated some incomplete ECR data.
No participant had more than 6 missing ECR items. As such, the miss-
ing item was replaced by the subscale item mean.

Detailed examination of the pattern of the missing data in the pres-
ent study (t tests and correlations) indicated that the missing data can
be categorised as ‘ignorable’ or ‘missing completely at random – MCAR’
(Little & Rubin, 2002). All negatively stated ECR items were recoded
appropriately.

To investigate subscale relationships, Pearson’s correlation coeffi-
cient (Pearson’s r) were calculated. Cronbach’s alpha (�) was utilised to
assess the reliability of the ECR total and subscales items.

A series of independent-samples t tests, including Welch’s t test when
equal variances cannot be assumed, were conducted to evaluate if par-
ticipants’ ECR measures differed on the basis of emotional labour (high
vs low).

Additionally, a series of one-way between group analysis of variance
(ANOVA) were conducted to determine if high emotional labour partic-
ipants’ ECR measures differed on the basis of three types of service oc-
cupations namely customer service, caring, and social control. As service
occupation had three levels, post hoc paired-samples t tests were con-
ducted to compare group means utilizing the LSD method for control of
Type I error for pairwise comparisons. The LSD procedure is a powerful
method to control for Type I errors across all pairwise comparisons if a
factor has more than two levels (Tabachnick & Fidell, 2007).

Results
Table 2 depicts the number of high and low emotional labour by oc-

cupations for the final research sample (N = 5,804) based on informa-
tion reported on the PDQ.

Table 2. Participants Emotional Labour by Occupation
Occupation High Emotional Labour Low Emotional Labour Total
Business 2285 2181 4466
Education 309 Nil 309
Medical 292 Nil 292
Other 281 456 737
Total 3167 2637 5804
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As depicted in Table 3 the Pearson’s r correlation coefficients ranged
from .32 to .73 for the ECR 10 subscales (excluding the validity sub-
scale - Positive Impact). All correlations were significant at p < .001.
Also shown in Table 3 are the ECR subscales reliability coefficients
(Cronbach’s alpha) for the total sample. All alphas were > .5 suggesting
that these measures demonstrated acceptable levels of reliability

Table 3. Cronbach’s Alphas and Intercorrelations of the
Emotional Capital Report (ECR) Total Scale and Subscales

N = 5,804; Cronbach’s alphas in parentheses. All correlations are significant, p < .001.
F1 to F10 number of items = 7; ECR Total number of items = 70 (does not include the
Positive Impact subscale).

Emotional Intelligence and Emotional Labour Analyses
Table 4 presents the means and standard deviations for participants

who completed the ECR and the PDQ. Examination of the data (skew-
ness and kurtosis) identified that the measures were approximately
normally distributed and the subscales variances were approximately
equivalent across the two levels of emotional labour thus adhering to
the assumptions underlying an independent-samples t test. A series of
t tests were conducted to compare the average ECR total and subscales
scores between the two levels of emotional labour. Table 4 also presents
the results of the t tests.

Table 4 Emotional Capital Report (ECR) Total and Subscales
Differences Between High Emotional Labour and Low
Emotional Labour

Scale F2 F3 F4 F5 F6 F7 F8 F9 F10
ECR Total (.94)
F1: Self-Knowing (.78) .44 .52 .56 .54 .57 .55 .61 .45 .43
F2: Self-Reliance (.69) .58 .57 .54 .55 .32 .26 .31 .43
F3: Straightforwardness (.72) .57 .50 .62 .36 .26 .34 .41
F4: Optimism (.79) .68 .73 .50 .39 .54 .61
F5: Self-Actualization (.68) .67 .47 .38 .44 .49
F6: Self-Confidence (.82) .47 .34 .50 .48
F7: Relationship Skills (.75) .65 .33 .44
F8: Empathy (.74) .34 .35
F9: Self-Control (.75) .41
F10: Adaptability (.59)

HEL LEL Cohen’s
Scale Mean SD Mean SD df t p d
ECR Total 280.58 26.56 267.70 28.38 5463* 17.72 .000 0.47
F1: Self-Knowing 29.23 3.63 27.75 3.83 5802 15.12 .000 0.40
F2: Self-Reliance 29.13 3.40 28.00 3.55 5802 12.40 .000 0.29
F3: Straightforwardness 26.97 3.96 25.70 3.95 5802 12.23 .000 0.34

51Newman & Smith, Emotional Intelligence & Emotional Labour     



Note: HEL N = 3,167; LEL= 2,637; Total N = 5,804; ECR Total range is 70-350, subscales
range is 7-35.
*Equal variances not assumed, Welch’s t test was used.

ECR emotional labour differences.As shown in Table 4 the ECR
Total and subscales mean scores were statistically higher for the high
emotional labour participants than the low emotional labour partici-
pants (p < .001). The effect sizes, Cohen’s d, ranged from a small .20
(Self-Control) to a medium effect size of .48 (Optimism).

High Emotional Labour Service Occupations Analyses
Table 5 presents the means and standard deviations according to

high emotional labour service occupations (n = 3,167). Examination of
the data (skewness and kurtosis) identified that the measures were
normally distributed and the subscales variances were equivalent
across the three levels of high emotional labour service occupations
thus adhering to the assumptions underlying a one-way ANOVA. A se-
ries of ANOVAs were conducted to determine if high emotional labour
participants’ ECR measures differed on the basis of the three types of
service occupations (customer service, caring, social control). Table 5
presents the results of the ANOVAs with effect size estimates (eta-
squared - �2).

Table 5. Means, Standard Deviations, and One-Way Analyses of
Variance for the Effects of High Emotional Labour Service
Occupations on the Emotional Capital Report (ECR) Total and
Subscales scores

F4: Optimism 29.29 3.71 27.74 4.12 5358* 14.91 .000 0.48
F5: Self-Actualization 28.39 3.64 27.16 3.85 5491* 12.44 .000 0.32
F6: Self-Confidence 29.08 4.16 27.90 4.53 5419* 10.24 .000 0.34
F7: Relationship Skills 29.22 3.65 27.57 3.83 5802 16.76 .000 0.38
F8: Empathy 28.36 3.65 26.82 3.75 5802 15.75 .000 0.41
F9: Self-Control 25.30 4.17 24.56 4.25 5802 6.69 .000 0.20
F10: Adaptability 25.60 3.20 24.50 3.31 5802 12.89 .000 0.26

Scale CA CO CU 

Mean SD Mean SD Mean SD F p η2
ECR Total 273.61 29.91 273.97 23.48 283.10 25.11 40.15 .000 .024
F1: Self-Knowing 28.60 3.95 28.66 3.38 29.46 3.51 17.04 .000 .011
F2: Self-Reliance 28.16 .65 28.40 3.14 29.48 3.26 45.40 .000 .028
F3: Straightforw-

ardness
25.58 4.22 26.21 3.37 27.45 3.79 66.55 .000 .040

F4: Optimism 28.28 4.21 28.29 3.36 29.66 3.48 44.35 .000 .027
F5: Self-Actualization 27.86 3.96 27.53 3.48 28.60 3.53 14.98 .000 .009
F6: Self-Confidence 27.90 4.75 28.19 3.79 29.49 3.90 44.51 .000 .027
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Note: CA= Caring (n =728), CO= Social Control (n =118), CU= Customer Service (n =
2,321); df = 2, 3164

High emotional labour service occupations ECR differences
As shown in Table 5 the main effect of high emotional labour service

occupations on ECR scores was statistically significant for the ECR
Total Scale and eight of the 10 subscales (Bonferroni adjustment of
.0045 (.05/11 scales) was used to control for the inflated family-wise
error rates that result from performing multiple tests on the same data.
There were no statistical significant service occupations differences on
the Empathy subscale nor the Self-Control subscale.

The effect size (�2) for each scale ranged from .003 (Self-Control sub-
scale) to .040 (Straightforwardness subscale). According to Cohen’s
(1988) conventions, these are considered small effects.

Post hoc high emotional labour service occupations multiple
comparisons
Post hoc paired-samples t tests were conducted to identify the sig-

nificant means differences of the high emotional labour service occu-
pations using the LSD method for control of Type I error (Tabachnick
& Fidell, 2007). The 99.55% confidence intervals for the pairwise dif-
ferences, as well as the mean differences for service occupations are
reported in Table 6.

Table 6 Post Hoc 99.55% Confidence Intervals of Pairwise
Significant ECR Scale Measures Differences in High Emotional
Labour Service Occupations

F7: Relationship
Skills

28.87 3.80 28.74 3.73 29.35 3.60 5.84 .003 .004

F8: Empathy 28.34 3.75 27.95 3.71 28.39 3.62 0.82 .441 .000
F9: Self-Control 24.91 4.25 25.49 4.15 25.41 4.14 4.15 .016 .003
F10: Adaptability 25.10 3.44 24.51 3.23 25.81 3.09 21.01 .000 .013

ECR Service Mean 99.55%
Scale Occupation Difference Confidence Interval
ECR Total CU > CA 9.49* 6.32 to 12.66

CU > CO 9.13* 2.09 to 16.16
CO > CA 0.36 -7.04 to 7.76

Self-Knowing CU > CA 0.86* 0.42 to 1.29
CU > CO 0.80 -0.17 to 1.77
CO > CA 0.06 -0.96 to 1.08

Self-Reliance CU > CA 1.31* 0.91 to 1.72
CU > CO 1.08* 0.18 to 1.98
CO > CA 0.24 -0.71 to 1.18

Straightforwardness CU > CA 1.87* 1.40 to 2.33
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CA= Caring, CO= Social Control, CU= Customer Service
*The mean difference is significant at the .0045 level.

Discussion
The current study sought to clarify the relationship of emotional in-

telligence to jobs requiring emotional labour. A number of studies have
suggested that individuals who perform jobs that require the expres-
sion of emotional labour were likely to require higher levels of emo-
tional intelligence (O’Boyle et al., 2011; Joseph & Newman, 2010;
Brotheridge, 2006). In particular, the current study examined the re-
lationship of a model of mixed EI to emotional labour identified in re-
cent literature as performed by workers in three types of service
occupations, customer service, social control and caring. By differenti-
ating between types of emotional labour we partially extended the work
of Joseph and Newman (2010) who provided initial evidence for the re-
lationship of EI and emotional labour. They reported that emotional
labour was an important moderator of the EI-performance relationship,
i.e., that EI was a better predictor of performance for occupations that
primarily involved emotional labour. Although the current study did
not examine the EI-performance relationship where performance rat-
ings were provided by an external source, nevertheless enough infor-
mation was provided to calculate a correlation between EI and job

CU > CO 1.24* 0.20 to 2.28
CO > CA 0.63 -0.46 to 1.72

Optimism CU > CA 1.39* 0.94 to 1.83
CU > CO 1.38* 0.39 to 2.36
CO > CA 0.11 -1.02 to 1.04

Self-Actualization CU > CA 0.74* 0.30 to 1.18
CU > CO 1.07* 0.09 to 2.04
CO < CA -0.32 -1.35 to 0.70

Self-Confidence CU > CA 1.59* 1.10 to 2.09
CU > CO 1.30* 0.20 to 2.40
CO > CA 0.30 -0.86 to 1.45

Relationship Skills CU > CA 0.48* 0.04 to 0.92
CU > CO 0.62 -0.36 to 1.59
CO < CA -0.14 -1.17 to 0.89

Empathy CU > CA 0.50 -0.39 to 0.49
CU > CO 0.44 -0.54 to 1.42
CO < CA -0.39 -1.42 to 0.64

Self-Control CU > CA 0.52 0.00 to 1.01
CU < CO -0.08 -1.20 to 1.04
CO > CA 0.58 -0.60 to 1.76

Adaptability CU > CA 0.71* 0.32 to 1.09
CU > CO 1.30* 0.45 to 2.16
CO < CA -0.60 -1.49 to 0.30
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performance identified by the type of emotional labour performed.
Moreover, previous research used relatively small sample sizes to ex-
amine this relationship. The current study sought to overcome this lim-
itation by using much larger sample sizes.

The results of our study supported the existence of a moderate rela-
tionship between a mixed model of EI and emotional labour. The main
effect of emotional labour on all ECR scores was statistically higher for
the high emotional labour group. Accordingly, the findings suggest that
where jobs require high emotional labour, EI is likely to help individ-
uals to know both when to perform emotional labour and how to alter
emotional behavior to meet organizational goals. As such, the results
confirm earlier findings that emotional labour appears to serve as a
moderator of the relationship between emotional intelligence and per-
formance (Grandey, 2000; Wong & Law, 2002). This finding has poten-
tial implications for organizations seeing to maximize the effectiveness
of their staff. Given that high EI is likely to provide the foundation for
the successful execution of roles involving emotional labour, organiza-
tions that invest in the development of EI in their employees are likely
to assist these individuals to be more successful in their roles.

Furthermore, when service occupations were examined for the type
of emotional labour performed, those in customer service occupations
produced significantly higher scores on the ECR Total Scale and eight
of the 10 ECR scales scores with the exception of Empathy and Self-
Control. We note, however, that the number of participants in the cus-
tomer service group was much larger than either the caring or social
control groups and made up over 70 percent of the total high emotional
labour group. Nevertheless, our findings are consistent with
Hochschild’s (1983) initial emphasis on emotional labour as performed
toward the customer that requires workers to have face-to-face or voice-
to-voice contact with the public.

Customer service workers are required to alter their emotional dis-
play specifically to meet organizational goals by producing an emo-
tional state in the customer. The ability to alter one’s emotional display
depends first of all on being able to recognize one’s emotional experi-
ence. Competencies such as self-knowing, self-reliance, self-actualiza-
tion, and self-confidence may assist in this regard. The ability then to
regulate one’s own emotional display appears dependent on the capac-
ity to adapt one’s thinking, feelings and actions in response to changing
circumstances and be receptive to new ideas and tolerant of others - a
competency defined by Newman and Purse (2007) as adaptability. Sim-
ilarly, the demand to produce a positive emotional state in a customer
may require competencies such as relationship skills – the competence
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to collabourate with others and create positive expectations, along with
optimism – the competence to focus on positive outcomes, and straight-
forwardness – the competence to communicate clearly. According to
Humphrey et al. (2008) customer service jobs generally require the ex-
pression of friendly, positive emotions that most people like expressing
and experiencing. Taken together, it is perhaps not surprising that oc-
cupations in which there is frequent customer interaction require
higher levels of particular competencies associated with emotional in-
telligence.

These findings have implications for organisations selecting individ-
uals for roles involving customer service. Although the effect sizes were
generally small, nevertheless it is likely that individuals who possess
higher EI are likely to perform customer-facing roles more effectively
than those with lower EI competencies. As such, organisations should
consider both identifying individuals with high emotional intelligence
or supporting the training and development of these competencies in
individuals who perform these roles.

We noted that no significant differences for type of service occupation
were found for either the Empathy or Self-Control subscales. It appears
that empathy and self-control are core emotional competencies in all
types of service occupations. This is particularly evident in caring serv-
ice occupations such as nursing and social work. In these roles, job de-
mands require nurses and social workers to display understanding in
relation to the particular physical and emotional needs of their clients.
However, these roles also require that individuals demonstrate con-
cerns that are associated with sad and stressful life events. As such,
they must modify their display of emotion to appropriate professional
levels. Self-control is associated not only with modifying the display of
emotion, but also managing the internal effects of stress that negative
life events can create.

In a similar vein, social control service occupations such as law en-
forcement require individuals to display a degree of emotional self-con-
trol while communicating in a straightforward and assertive manner.
According to Newman and Purse (2007), straightforwardness involves
remaining patient and managing one’s emotions while restraining ac-
tion and remaining calm in stressful situations without losing control.
Furthermore, straightforwardness can also be made more effective
when combined with empathy that shows understanding of the other
person’s position.

Finally, empathy and straightforwardness are also core emotional
competencies in customer service roles where clear communication and
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the ability to create resonant emotional connections with customers
are important in the successful execution of these roles. According to
Humphrey et al. (2008), sometimes the hectic work pace and stressful
working conditions in customer service situations may sometimes re-
quire employees to fake their emotional expressions, a position similar
to Hochschild’s (1983) notion of surface acting. We note that Humphrey
et al. also recognized that in order to display the appropriate emotions,
employees might also have to regulate their internal emotional states.
This position appears closer to ESC theory that prefers to understand
the capacity to modify emotional expression in response to external de-
mands in terms of a genuine competency rather than surface acting.

Limitations and Future Directions
Although the study involved a large sample size, once participants

were separated into service occupation groups, numbers in both the
caring and social control service groups were much smaller than num-
bers in the customer service group. This is particularly true for the so-
cial control group that represented less than 5 percent of the total high
emotional labour group. Further research should address this limita-
tion and strive for proportional representation in each group.

Second, given that the sample was recruited from eleven countries
or geographical regions future research might also examine the extent
to which international differences and cultural influences affect both
scores on EI and the demands of social labour as defined by various
cultural expectations. Although jobs involving emotional labour may
involve at least some of the competencies associated with EI, the rela-
tive expression of these competencies may vary by the nature of cul-
tural expectations involved.

Third, in addition to concerns regarding the questionable incremen-
tal validity of EI to predict job performance in roles that require emo-
tional labour, concerns also exist regarding sex differences in emotion.
Future research should examine both the gender effects on EI on and
roles involving emotional labour. Newman and Purse (2007) reported
that gender analyses revealed only minor differences between males
and females on ECR scales. Although this finding is consistent with
previous research using stream 3 measures, Joseph and Newman
(2010) commented that ‘. . . very little empirical work has reported on
sex differences in EI dimensions.’ (p.71). More work in this regard re-
mains to be done.

Fourth, although previous research by O’Boyle et al., (2011) and
Joseph and Newman (2010) focused on the relative importance of EI,
cognitive intelligence and personality variables on job performance, in-
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cluding emotional labour, this study focused specifically on the impor-
tance of EI to different jobs requiring emotional labour. Future re-
search might examine the extent to which the job being performed is
influenced by the relative importance of EI, cognitive intelligence, and
personality variables.

Fifth, some have argued that leaders also perform emotional labour
particularly whenever they display emotions in an attempt to influence
their subordinates’ moods and motivations (Humphrey et al., 2008).
We noted that our sample consisted of leaders participating on various
leadership development program initiated by their organizations. Little
detailed information was provided to determine participants’ level of
leadership responsibilities or whether their leadership roles primarily
involved people management or functional roles. Newman and Purse,
(2007) provided initial evidence that leaders in senior management
roles scored significantly higher on the ECR Total Score. Given that
most leadership roles involve emotional labour, it is likely that leaders
with high levels of emotional intelligence are more effective in these
roles. This should of interest to researchers in organizational settings
and should be investigated further along with the potential ways that
educational and training programs can improve people’s EI-related
competencies.

Finally, we classified emotional labour by coding jobs according to
four items about emotional labour identified by Joseph and Newman
(2010) and adapted from Grandey (2000) and Hochschild’s, (1983) cri-
teria for emotional labour jobs. We then further classified the high emo-
tional labour groups according to the type of service occupation
represented. Within this conceptualisation emotional labour demands
and display rules were viewed as a characteristic of particular occupa-
tions. We noted that the effect sizes for ECR scales and the various
service occupations were quite small. It may be that recent changes in
the nature of work and changing role definitions have blurred the dis-
tinctions between service occupations. For example, organizations
today refer to customer care, and those in the caring professions, such
as social workers, are often called upon to work in potentially threat-
ening and challenging environments requiring some form of social con-
trol. Similarly, those in law enforcement are frequently required to
demonstrate care for victims of crime. Accordingly, in future research
display rules may need to be conceptualized not only as role require-
ments of particular occupational groups, but also as interpersonal job
demands, which are shared by many kinds of occupations (Diefendorff
& Richard, 2003).
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Conclusion
Although EI as a construct remains controversial, a number of re-

searchers have argued that EI is an important predictor of work-re-
lated outcomes (Ashkanasy & Daus, 2005; Brackett et al., 2004;
Dulewicz & Higgs, 2000; Law et al., 2004). There appears to be consid-
erable support for this claim, particularly when EI is conceived in
terms of emotional and social competencies (ESC) rather than an abil-
ity-based model (Cherniss, 2010; Joseph & Newman, 2010; O’Boyle et
al., 2011; Offermann et al, 2004). The results of this study lend further
support to this claim.

The EI-performance link, however, does not necessarily predict per-
formance across all jobs. It appears to be stronger in some situations
than in others and. EI showed great promise of being generalised as a
predictor of performance for occupations that primarily involved emo-
tional labour. Furthermore, certain work settings involving emotional
labour will undoubtedly encourage the display of different emotionally
intelligence competences. Those in customer service occupations pro-
duced significantly higher scores on the majority of emotional intelli-
gence competencies than those in caring and social control occupations.
Taken together, these findings lend support to Cherniss’ (2010) recom-
mendation that when considering the EI-performance link we need to
study the emotionally intelligent context as well as emotionally intel-
ligent people. These conclusions have important practical implications
not only for researchers, but also for human resource personnel seeking
to improve the job related performance of employees. Where employees
are required to perform emotional labour by expressing socially desired
emotions or regulating internal emotional states as part of their job
role, competencies associated with EI are likely to be very useful. Ac-
cordingly, organisations which encourage the development of EI in cer-
tain work settings are likely to assist individuals to be more effective
in their roles as well as making the workplace more productive.
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