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Abstract

This study used a sample of 154 cabin attendants to examine the role of self-efficacy in the perfor-
mance of emotion work. On the basis of the literature, we hypothesized that self-efficacy would have
a moderating influence on the relationship between emotional job demands (i.e., feeling rules and
emotionally charged interactions with passengers) and emotional dissonance, and on the relationship
between emotional dissonance and well-being (emotional exhaustion and work engagement). In
addition, we predicted that emotional dissonance mediates the relationship between emotional job
demands and well-being. The results of a series of hierarchical multiple regression analyses generally
supported these hypotheses. Results confirmed that emotionally charged interactions with passengers
are related to emotional exhaustion and engagement through their influence on emotional disso-
nance. Furthermore, self-efficacy buffers the relationship between emotional job demands and emo-
tional dissonance, and the relationship between emotional dissonance and work engagement (but not
exhaustion).
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1. Introduction

Flight attendants are among the prototypical type of employees to perform emotion
work (Hochschild, 1983). Cabin staff has to deal with emotionally demanding interper-
sonal interactions, including demanding, drunk, and sometimes even aggressive passengers
(e.g., Ballard et al., 2004). An internal assessment within the airline company where this
study has been conducted revealed that more than half of the cabin staff had been con-
fronted with violence, discrimination or sexual intimidation by passengers (see also, Swan-
ton, 1989).

In addition, cabin attendants have to attend to organizational prescriptions and
requirements with regard to emotional display that can be summoned as feeling rules.
These (unwritten) rules prescribe when and which type of emotional display is appropriate
in specific work environments. Friendliness, empathy, and cheerfulness are among the typ-
ical feeling rules that apply to the interactions between flight attendants and their passen-
gers. While the expression of these emotions is in most cases a spontaneous process that
does not cost any effort (Ashfort & Humphrey, 1993; Zapf, Vogt, Seifert, Mertini, & Isic,
1999), some situations call for the stimulation or suppression of emotions that may be in
conflict with truly felt emotions. This discrepancy between felt and displayed emotions has
been referred to as emotional dissonance (Zapf, Seifert, Schmutte, Mertini, & Holz, 2001;
Zapf et al., 1999). Emotional demands, feeling rules, and emotional dissonance can be con-
sidered as the core components of emotion work (Hochschild, 1983).

The central aim of this study is to gain more insight in the relationship between emotion
work and employee well-being. Previous studies have produced mixed findings regarding
this relationship, with some studies showing positive relationships between emotion work
and well-being (Adelmann, 1995; Ashfort & Humphrey, 1993), and other studies showing
negative relationships (Abraham, 1998; Brotheridge & Lee, 1998; Heuven & Bakker, 2003;
Zapf et al., 1999, 2001). We will argue that self-efficacy, i.e., the belief that one can success-
fully perform novel or difficult tasks or cope with adversity (e.g., Bandura, 1986; Schwart-
zer, 1992), can explain these inconsistent findings.

1.1. Burnout and work engagement

Although previous research has demonstrated that burnout is not restricted to human
service professions (e.g., Maslach, Schaufeli, & Leiter, 2001), burnout complaints have been
found to be more prevalent among “people-workers” than among employees in non-ser-
vice professions (Schaufeli & Enzmann, 1998). Apparently, there is something specific
about human interactions at work that may cause burnout. In the original definition of the
syndrome, burnout was even restricted to people-work: “Burnout is a syndrome of emo-
tional exhaustion, depersonalisation, and reduced personal accomplishment that may
occur among people who do “people work” of some kind” (Maslach & Jackson, 1986, p.
7). Increasing empirical evidence shows that job demands are the most important predic-
tors of the emotional exhaustion component of burnout, while lacking job resources are
the most important predictors of depersonalisation (or disengagement) and reduced per-
sonal accomplishment (e.g., Bakker, Demerouti, & Verbeke, 2004; Bakker, Demerouti,
Taris, Schaufeli, & Schreurs, 2003; Demerouti, Bakker, Nachreiner, & Schaufeli, 2001).
Since the focus of the present study is on emotional job demands, we will focus on emo-
tional exhaustion. Emotional exhaustion refers to feelings of being emotionally
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overextended, drained by contacts with other people one is working with (e.g., customers),
and depleted of one’s resources.

Work engagement refers to a ‘positive, affective motivational state of fulfilment that is
characterized by vigor, dedication, and absorption’ (Schaufeli & Bakker, 2003; Schaufeli,
Salanova, Gonzalez-Roma, & Bakker, 2002, p 72). Burnout and engagement have been
conceptualised as two opposite poles of one continuum (Gonzalez-Roma, Schaufeli, Bak-
ker, & Lloret, in press). Accordingly, burnout has been defined as an erosion of engage-
ment (Maslach et al., 2001). However, others have claimed that even though burnout and
engagement can be considered as each other’s opposites, their operationalization merits
two distinct constructs (Schaufeli & Bakker, 2003).

1.2. Emotion work

The spectacular growth of the service sector has resulted in a growing attention for the
consequences of performing emotion work. The majority of studies focus on the detrimen-
tal effects of emotion work for health and well-being (e.g., Brotheridge & Grandey, 2002;
Brotheridge & Lee, 1998; Zerbe, 2000). However, some authors have illuminated the posi-
tive effects of emotion work. For example, Wharton (1993) found employees in emotion
work jobs to be more satisfied with their jobs than workers in professions in which interac-
tions with clients were not a central part of the work role. Emotion work offers employees
the possibility for self-expression (Adelmann, 1995), for using and developing emotional
intelligence and for evoking positive interpersonal encounters with recipients. Hence, it is
likely that potentially emotion work may lead to engagement.

Focussing more closely on the three aspects of emotion work that are central to the
present study (i.e., emotionally charged interactions with recipients, feeling rules, and the
structural discrepancy between felt and displayed emotions), we may notice that emotional
dissonance has been consistently and unequivocally related to burnout across a wide vari-
ety of human service professions (e.g., Abraham, 1998; Brotheridge & Lee, 1998; Heuven &
Bakker, 2003; Zapf et al., 1999, 2001). Emotional dissonance emerges when emotions are
expressed that are not truly felt (e.g., Abraham, 1998; Morris & Feldman, 1997). This dis-
crepancy has been studied in work settings in which employees dealing with clients need to
conform to certain display rules that may not be in accordance with their true, actually felt
emotions. For example, Heuven and Bakker (2003) found that the structural discrepancy
between the inner feelings and the positive emotional display rule in the job of cabin atten-
dants was, more than social and cognitive stressors, predictive of burnout complaints.

With regard to emotional job demands, the definition, operationalization, and research
findings in relation to burnout are less clear-cut. One should notice that there is inconsis-
tent empirical evidence with regard to the predictive value of emotional job demands for
emotional exhaustion (Schaufeli & Enzmann, 1998). The inconsistency in these findings
may be explained by the differential definitions and operationalisations of emotional
demands, which are often adapted to the specificities of the research population. For exam-
ple, Le Blanc, Bakker, Peeters, Van Heesch, and Schaufeli (2001)—in their study among
oncology nurses—refer to emotional demands as emotionally charged interactions with
cancer patients (i.e., confrontation with suffering or death), while Lewis and Haviland
(2003) understand emotional demands as the organizational requirements to comply with
certain feeling rules. However, consistent in these operationalisations is that emotional job
demands are rooted in the interactions between employees and recipients and that the
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frequency of these interactions is crucial. Therefore, in the present study, we propose to
extend the concept of emotional demands by including both feeling rules and emotionally
charged interactions with recipients.

In addition to differences in definitions and operationalizations, the inconsistent find-
ings regarding the relationship between emotional job demands and emotional exhaustion
may partly be explained by the mediating role of emotional dissonance. For example,
Brotheridge and Lee (1998) argue that emotional demands do not directly result in emo-
tional exhaustion, but only do so through their relationship with emotional dissonance.
That is, emotionally charged interactions with clients particularly lead to burnout if such
demands lead to emotional dissonance. This view is supported by empirical evidence. For
example, Lewig and Dollard (2003) found that the relationship between emotional
demands (operationalized as feeling rules) and emotional exhaustion among call center
employees was fully mediated by emotional dissonance. Bakker and Heuven (submitted
for publication) found in their study among both nurses and police officers that emotion-
ally demanding interactions with recipients may result in emotional dissonance which, in
turn, leads to job burnout.

On the basis of these findings and theoretical considerations, we expect emotional disso-
nance to play a mediating role in the relationship between emotional job demands (i.e.,
feeling rules and emotionally charged interactions) on the one hand and emotional exhaus-
tion and work engagement on the other. Thus, we predict that as a result of emotionally
charged interactions with passengers and the need to comply with feeling rules, flight atten-
dants will experience a discrepancy between felt and displayed emotions which, in turn,
increases emotional exhaustion and decreases work engagement.

Hypothesis 1. Emotional job demands (i.e., feeling rules and emotionally charged interac-
tions) are related to emotional exhaustion and work engagement through emotional disso-
nance.

However, this hypothesis still leaves unexplained why some employees experience a dis-
crepancy between felt and displayed emotions as a result of emotional job demands,
whereas others do not. The present study aims to explore why emotional dissonance may
evoke feelings of emotional exhaustion and decrease work engagement among some flight
attendants, but not others. In the present study, we focus on the role of self-efficacy as a
possible explanatory factor.

1.3. The present study: Emotion work-related self-efficacy

In this study, we focus on the role of self-efficacy in buffering the negative consequences
of emotion work. According to social cognitive theory (Bandura, 1996), self-efficacy,
defined as the “beliefs in one’s capabilities to organize and execute the course of action
required to produce given attainments” (p. 3) both reduces stress and increases motivation
when facing difficult, novel or threatening tasks such as emotionally charged client interac-
tions. In the present study we will focus on a specific form of work-related self-efficacy,
namely the belief in one’s abilities to successfully perform emotion work. We call this spe-
cific self-efficacy emotion work-related self-efficacy.

We will focus on both the direct and buffering effects of self-efficacy. First, with regard
to its direct effect, we expect individuals with high levels of self-efficacy to perceive emo-
tional job demands as less demanding than their low-efficacious colleagues because the first
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group is challenged rather than stressed by difficult, new and changing tasks and situations
(Gist & Mitchell, 1992). Self-efficacious individuals hold stronger beliefs in their ability to
successfully perform tasks situations (including emotion work), set more challenging goals
for themselves, invest more, persist longer and are better in dealing with failing experiences
than persons low in self-efficacy (Bandura, 1996). Similarly, we expect self-efficacy to be
negatively correlated with emotional dissonance. Individuals with high levels of self-
efficacy are found to use different and more effective coping strategies than individuals low
in self-efficacy (Lazarus & Folkman, 1984). Conceptualising emotional dissonance as a
dysfunctional coping strategy, since it has detrimental effects for health and well-being, we
expect to find a negative relationship between self-efficacy and emotional dissonance.
Highly self-efficacious individuals are found to be less anxious and frustrated and suffer
less from stressful situations (Bandura, 1977, 1986). In sum, we expect self-efficacy to be
negatively related to emotional job demands, emotional dissonance, and emotional
exhaustion, and to be positively related to engagement.

Second, we expect self-efficacy to have buffering effects on the relationships between our
model variables. We draw on Schaubroeck and Merritt (1997) to support this hypothesis.
They empirically demonstrated how the contradictory findings of Karasek’s demand-con-
trol model could be explained using self-efficacy. That is, the predicted demand x control
interaction effect was only found for highly self-efficacious individuals (see also De Rijk, Le
Blanc, Schaufeli, & De Jonge, 1998; Salanova, Peird, & Schaufeli, 2002). These individuals
use control to successfully deal with demanding tasks which makes them less vulnerable to
stress-reactions. Applied to emotion work, Abraham (1998) states that when confronted
with emotional dissonance, an employee may or may not effectively exercise the discretion
of action provided by the job depending on whether he or she has sufficient confidence in
his or her capabilities to effect an appropriate response. In contrast, for individuals low in
self-efficacy, high levels of control only resulted in additional stress since they have difficul-
ties coping with challenging and new tasks for which they have the discretory power and
responsibility, thereby rejecting the interaction hypothesis of the DC-model. These results
were founded in Salanova et al. (2002) were a 3-way interaction effect of job demands, con-
trol, and self-efficacy was showed.

Building on these results, we expect self-efficacy to increase the explanatory power of
our model. Extending the findings of Schaubroeck and Merritt (1997), highly efficacious
individuals are expected to be generally better able to effectively and successfully use and
generate resources in their working environment to deal with demanding tasks (Green &
Rodgers, 2001; Salanova et al., 2002; Schaubroeck & Merritt, 1997). For example, Bandura
(1986) found that individuals with high levels of self-efficacy are better able to solve threat-
ening and difficult situations than low-efficacious persons. If we would translate these find-
ings to the situation on board of an airplane, this would imply that a highly efficacious
flight attendant is more likely to successfully solve a conflict situation with a passenger or
cope better with other types of emotionally demanding interactions. We thus expect highly
efficacious flight attendants to use effective coping strategies and resources to successfully
deal with the emotional job demands of their work:

Hypothesis 2. Emotion work-related self-efficacy has a moderating influence on the rela-
tionship between emotional job demands and emotional dissonance. More specifically, we
predict that emotional job demands will only show a positive relationship with emotional
dissonance for low-efficacious employees.
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In addition, we hypothesize that self-efficacy will have a moderating effect on the rela-
tionship between emotional dissonance and the outcome variables (emotional exhaus-
tion and engagement). Previous research had showed that efficacy beliefs mediated the
relationship between job demands and burnout/engagement (Salanova, Grau, Llorens,
& Schaufeli, 2001) and task demands and collective engagement (Salanova, Llorens,
Cifre, Martinez, & Schaufeli, 2003). Also employees working in the service industry
experience some form of emotional dissonance in their client contacts, but this discrep-
ancy between felt and displayed emotions does not necessarily need to result in harmful
effects for employee’s health, well-being, and motivation (e.g., Heuven & Bakker, 2003).
In the current study, we want to examine the role of self-efficacy in explaining the differ-
entiating effects of “healthy” and “unhealthy” forms of emotional dissonance. One may
argue that highly efficacious individuals can use emotional dissonance as a functional
coping strategy to protect their own health and well-being. That is, expressing positive
feelings in client interactions may be consciously used as a professional shield for pro-
tecting true and private feelings (see Heuven & Bakker, 2003), or as an emotion-manage-
ment strategy to actually feel more positive inside (Abraham, 1998). Therefore, we
hypothesize that for individuals with high levels of self-efficacy emotional dissonance
will not have adverse effects on exhaustion and engagement, while their low-efficacious
colleagues will be drained from energy and become disengaged from showing emotions
that are not truly felt:

Hypothesis 3. Emotion work-related self-efficacy has a moderating effect on the relation-
ship between emotional dissonance and emotional exhaustion, and between emotional dis-
sonance and engagement. More specifically, we predict that high levels of emotional
dissonance will have a positive relationship with emotional exhaustion and a negative rela-
tionship with work engagement for those individuals who have low levels of self-efficacy.

2. Method
2.1. Participants and procedure

A survey study was carried out among cabin attendants of a European airline. A
newsletter of the management and publication in the intranet magazine explained the
aim of the study. Anonymity and confidentiality of the data was emphasized. A total of
154 flight attendants (response =25%) filled out the self-report questionnaire they had
received in their company mailboxes. Regular employee satisfaction and well-being sur-
veys show similar low response rates (internal reports of two Dutch airlines). Impor-
tantly, respondents did not differ significantly from the total population of cabin
attendants regarding relevant demographic characteristics, including gender, age, hierar-
chical position, years of tenure, and type of contract. This suggests that the sample can
be seen as representative for the whole population. The sample included 114 females
(74%) and 40 males (26%). Their age ranged from 22 to 53 years with an average of 32.5
years (SD = 6.1). Mean organizational tenure was 7.6 years (SD = 5.7). Most participants
had considerable working experience: 1-3 years (21%), 4-9 years (49%), 10 years and
more (30%). Approximately one-third of the respondents (32%) held a position as purser
(i.e., person in charge of the team of cabin attendants). Finally, 67% of the participants
worked on a full-time basis.
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2.2. Measures

Emotional Job Demands were assessed with three items of the scale developed by Bakker
et al. (2004). An example item is: “Do you encounter situations on board that personally
affect you?” Seven new items were developed for the purpose of this study, and added to
the emotional demands scale. The items were constructed using Dormann and Zapf’s
(2004) instrument as a basis for the manner of questioning regarding this variable. More
specifically, the content of the items was derived from the information provided in 20 semi-
structured in-depth interviews with cabin attendants from different age groups, rankings,
gender, and years of tenure. The interviewees were questioned about the main aspects of
emotional job demands. Following the information in these interviews, respondents were
asked to indicate in the questionnaire how often they were confronted with demanding,
complaining, disrespectful, verbally and physically intimidating, drunk and sexually intim-
idating passengers. All items were scored on a 5-point scale, ranging from 1 “never” to 5
“always.”

Feeling Rules were assessed with four subscales of the Frankfurt Emotion Work Scales
(FEWS; Zapf et al.,, 2001) compromising a total of 17 items. The subscales include the
requirement to display positive emotions (e.g., “The airline company expects me to only
show positive emotions to passengers”), the requirement to hide negative emotions (e.g.,
“The airline company expects me to never show negative emotions (e.g., irritation) to passen-
gers”), the requirement to empathize and place oneself in the situation of the passenger
(e.g., “The airline company expects me to imagine myself in the situation of passengers”), and
the requirement to be authentic in client contacts (e.g., “The airline company expects me to
be sincere and authentic in the contact with passengers”). Participants could respond to each
of the items using a scale ranging from 1 “fully disagree” to 5 “fully agree.”

Emotional Dissonance was measured with eight items combining Zapf, Vogt, Seifert, and
Mertini’s (1998) conceptualisation and operationalization of this construct with that of
Erickson and Wharton (1997). The items were modified for the population of cabin atten-
dants, by asking specifically about contacts with passengers. Respondents were asked, e.g.,
“How often do you have to show feelings to passengers that do not correspond with the way
you feel at that moment?,” and “How often do you have to show positive feelings to passen-
gers, while in fact you feel indifferent?” (1 =never, 5 = always).

Emotion Work-related Self-Efficacy was measured with a seven-item scale that was
developed for the purpose of the present study. The items refer to the belief to successfully
perform emotion work. Work-related self-efficacy scales (i.e., Gutiérrez-Dofia, Jerusalem,
& Schwartzer, 2002) and the information derived from the interviews were used to accu-
rately formulate these items. The survey-questions referring to emotion work were trans-
formed to self-efficacy beliefs regarding emotion work. The scale included both questions
referring to emotional job demands (e.g., “I am capable of successfully handling situations
with demanding or difficult passengers (e.g., drunk or aggressive)”’) and to emotional disso-
nance (e.g., “I am capable of being cheerful and friendly with passengers, even if I actually do
not feel well because of, for example, problems at home”) (1 = never, 5 =always).

Emotional Exhaustion was assessed with the five-item subscale of the Dutch version
(Schaufeli & Van Dierendonck, 2000) of the Maslach Burnout Inventory—General Survey
(Maslach, Jackson, & Leiter, 1996). Example items are “I feel emotionally drained from my
work”, and “I feel tired when I get up in the morning and have to face another day on the job.”
All items were scored on a 7-point rating scale, ranging from 0 “never” to 6 “every day.”
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Work engagement was assessed with the shortened version of the Utrecht Work Engage-
ment Scale (UWES) (Schaufeli, Bakker, & Salanova, in press). Each of the three dimen-
sions (vigor, dedication, and absorption) was assessed with three items. Example items are:
“During my work I feel full of energy” (vigor), “I am enthusiastic about my job” (dedica-
tion), and “When I am working very intensively, I feel happy” (absorption). All these items
were scored on a 7-point scale, ranging from 0 “never” to 6 “every day.” As recommended
by the authors, the scores on the three dimensions of engagement were summed to form
one overall score of work engagement.

2.3. Strategy of analyses

The hypothetical model was tested with hierarchical regression analyses. We started
with examining whether the mediating variable (i.e., emotional dissonance) met the criteria
for mediation (Baron & Kenny, 1986) before analysing the mediating effect in two separate
regression analyses for emotional exhaustion and work engagement. Second, we performed
a series of stepwise hierarchical multiple regression analyses to examine the interaction
effect of self-efficacy on the relationships between emotional job demands and emotional
dissonance, between dissonance and exhaustion, and between dissonance and work
engagement. Prior to the computation of the interaction terms, we centred the independent
measures around their mean scores to deal with problems of multicollinearity that may
arise from cross-product terms (cf. Aiken & West, 1991). We entered the demographic
(control) variables in the first step of the analysis, the standardized main predictor vari-
ables in the second step, and the interaction term in the third step.

3. Results
3.1. Descriptive statistics

The results showed that the internal consistencies (Cronbach’s alpha) of all study vari-
ables were above the level of .75 for all the multi-item scales. These findings indicate that all
scales had an acceptable level of internal consistency.

Generally speaking, the pattern of correlations between the model variables was in line
with our expectations. However, contrary to previous findings, (e.g., Zapf et al., 2001) we
did not find any correlations between feeling rules and the outcome variables. Preliminary
analyses revealed that demographic variables (i.e., gender, age, hierarchical position, years
of tenure, and type of contract) were only related to emotional job demands and not to
other model variables. The results indicate that women show higher levels of emotional job
demands than men (Men M=229, SD=0,71; Women M=2.63, SD=0.69),
t(2,47)=p<.05. Also, pursers show more elevated levels of emotional job demands in
comparison to employees lower in rank (Pursers M =2,68, SD=0,71; non-pursers
M=232,SD=0.69), t(—2,77)=p < .0l

3.2. Emotional dissonance as a mediator
According to Hypothesis 1 emotional dissonance plays a mediating role in the relation-

ship between emotional job demands and the outcome variables (i.e., emotional exhaustion
and engagement). To test this hypothesis, we first examined whether all criteria for
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mediation were met (Baron & Kenny, 1986). This proved to be the case for emotional job
demands. Emotional job demands correlated significantly with both the mediating variable
(emotional dissonance), and the criterion variables (emotional exhaustion and engage-
ment). However, feeling rules did not show significant relationships with the outcome vari-
ables. Thus, feeling rules were excluded from further analyses. We performed a hierarchical
regression analysis to test the hypothesis that emotional dissonance mediates the effect of
emotional job demands on emotional exhaustion. We entered emotional job demands in
the first step (5 =.23, p <.05), and subsequently entered emotional dissonance in the second
step (f=.33, p<.01) at which point emotional job demands became non-significant
(f=.13, p=.20). In the same vein, emotional dissonance was found to mediate the relation-
ship between emotional job demands and engagement. Regressing engagement on emo-
tional job demands was significant in the first step (f=—.24, p<.05), while entering
emotional dissonance in the second step (= —.31, p <.005) yielded a significant change in
the F value (p <.003), making emotional job demands non-significant (f=—.14, p=.18).
Since all conditions for mediation were met (Baron & Kenny, 1986), our findings are partly
consistent with Hypothesis 1: emotional dissonance mediates the relationship between
dealing with emotionally charged interactions and the two outcome variables (emotional
exhaustion and engagement). However, since the mediating effect of emotional dissonance
was not found for feeling rules, the hypothesis is partly rejected.

3.3. Self-efficacy as a moderator

To examine Hypotheses 2 and 3 regarding the moderating effect of self-efficacy on the
relationships between the model variables, we performed three separate hierarchical multi-
ple regression analyses. In the first step, we assessed the effect of the demographic variables
on the dependent variables. In the second step, the predictor variables were entered, fol-
lowed by the inclusion of the interaction terms in the third step.

First, we examined the moderating effect of self-efficacy on the relationship between
emotional job demands (emotionally charged interactions and feeling rules) and emo-
tional dissonance (Hypothesis 2). Table 1 shows that both emotionally charged interac-
tions and feeling rules have a significant impact on emotional dissonance, after
controlling for the demographic variables. In addition, the interaction terms of both
emotional job demands and feeling rules with emotion work-related self-efficacy show a
significant effect on emotional dissonance (f =.20 and § = —.20). These findings are con-
sistent with Hypothesis 2: emotional dissonance is only related to emotional demands
and feeling rules for individuals with low levels of self-efficacy, and not for their highly
efficacious colleagues.

The second part of the model involved the moderating effect of self-efficacy on the rela-
tionship between emotional dissonance and the outcome variables. Two separate regres-
sion analyses were performed with emotional exhaustion and engagement as dependent
variables (Hypothesis 3). Emotional dissonance and emotion work-related self-efficacy
proved to show main effects with respect to emotional exhaustion (see Table 1 for f values)
but no interaction effects were found, thereby rejecting a part of Hypothesis 3. In contrast,
as shown in Table 1 both the main effects of emotional dissonance and self-efficacy and the
interaction term proved to be significant with respect to engagement, thereby confirming
this part of Hypothesis 3. More specifically, emotional dissonance only undermines work
engagement for low (vs. high) efficacious employees.
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Table 1
Hierarchical regression analysis predicting moderation of self-efficacy, N =154
R R? change F change Significant F change
A. Hypothesis 2: Predicting emotional dissonance from emotional job demands and self-efficacy
Main effects model
f:EB=.32""FR=.12; SE=.11 A7 14 7.23 00%*
Interaction effects model
f: EB x SE = .20%; FR x SE = —.20* 51 .04 2.88 .05*

B. Hypothesis 3a: Predicting emotional exhaustion from emotional dissonance and self-efficacy
Main effects model

p: ED = .35"*; SE = — 26" 48 21 18.85 .00
Interaction effects model
p:ED x SE=—-.04 A48 .00 .29 .60

C. Hypothesis 3b: Predicting engagement from emotional dissonance and self-efficacy
Main effects model

p: ED = —.32"* SE = .24** .50 15 943 .00™**

Interaction effects model

B:ED x SE=—.17* .54 .05 3.26 .05*

EB, Emotionally charged interactions; FR, Feeling rules; SE, Self-efficacy; ED, Emotional dissonance.
* p<.05.

* p<.0l.

= p<.001.

4. Discussion

The present study among cabin attendants was designed to investigate the role of self-
efficacy in the performance of emotion work. More specifically we examined: (1) whether
emotional job demands (i.e., emotionally charged interactions with passengers and feeling
rules) are related to emotional exhaustion and engagement through their influence on emo-
tional dissonance; (2) whether self-efficacy has a moderating effect on the relationship
between emotional job demands and emotional dissonance; and (3) whether self-efficacy
has a moderating effect on the relationship between emotional dissonance and outcome
variables (i.e., emotional exhaustion and engagement). Most of these hypotheses were sup-
ported by the results of a series of multiple hierarchical regression analyses.

First, the pattern of intercorrelations between the model variables was largely as
expected. Contrary to our expectations, the relationships between feeling rules and the out-
come measures as found by Zapf et al. (2001) was not replicated in the present study. How-
ever, this is in line with findings by Lewig and Dollard (2003) who did not find empirical
support for this relationship in their sample of call center employees either. The lack of
empirical support for the relationship between feeling rules and emotional exhaustion and
engagement may be explained from the functional, positive qualities these rules offer to
employees, varying from the facilitation of client contacts and self-expression to positive
feedback effects both within the person (displaying positive feelings will make a person feel
positive inside) as in the contact with recipients (displaying positive feelings will evoke a
more positive attitude in recipients) (e.g., Adelmann, 1995; Ashfort & Humphrey, 1993;
Coté, 2005). Feelings rules make interpersonal interactions more manageable and predict-
able, and offer employees a (sometimes much-needed) shield to protect their personal
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feelings (Ashfort & Humphrey, 1993; Heuven & Bakker, 2003). Future research should
provide additional information on the differential effects of feeling rules. An important
question is whether these differential findings may be may be explained through differences
in the type of emotional display (negative vs. positive) that is required from employees as
part of the work role.

Second, the relationship between emotionally charged interactions with recipients with
both emotional exhaustion and work engagement is fully mediated by emotional disso-
nance. That is, as a result of emotionally charged interactions with passengers, flight atten-
dants experience a discrepancy between felt and displayed emotions which, in turn, leads to
emotional exhaustion and reduced engagement. These results are in line with previous find-
ings by Bakker and Heuven (submitted for publication) and Brotheridge and Lee (1998)
who found that emotional demands do not directly lead to emotional exhaustion, but
rather through their relationship with emotional dissonance. These findings offer a possible
explanation for the lack of empirical evidence with regard to the predictive value of emo-
tional demands for job burnout (see Schaufeli & Enzmann, 1998 for an overview). The
high prevalence of burnout among human service workers may not be directly explained
from emotionally charged interactions with recipients, but rather through the structural
discrepancy between felt and expressed feeling that these interactions evoke. Our findings
contribute to the theoretical discussion on the position of emotional dissonance in the
strain-stress-chain by demonstrating that its mediating role proves to best fit empirical
reality.

Third, highly efficacious cabin attendants are clearly better able to cope with emotion-
ally charged interactions with passengers and to comply with feeling rules compared to
cabin staff that has low scores on self-efficacy. Self-efficacy may help individuals in not
experiencing a discrepancy between felt and expressed emotions in reaction to drunk,
demanding, and aggressive passengers. Also, highly efficacious cabin attendants do not
become emotionally dissonant from strict and severe display rules, while low-efficacious
individuals clearly experience a discrepancy between displayed and authentic feeling when
confronted with strict (vs non-strict) rules for display of emotions. These findings form a
fruitful start for a further exploration of the role of personal resources in buffering the det-
rimental consequences of emotion work.

Fourth, the results of our study show that self-efficacy not only buffers the detrimental
effects of performing emotion work, but also plays a crucial role in maintaining and
enhancing its positive effects. High levels of emotional dissonance do not affect the levels of
work engagement of high (vs. low) efficacious cabin attendants. In contrast, low-efficacious
individuals clearly loose their vigor, absorption, and dedication when they cannot express
their true feelings. This shows that highly efficacious persons are better able to deal with
emotional dissonance, which is often considered to be an intrinsic part of human service
work, than individuals with low levels of efficacy since it does not affect their feelings of
vigor, absorption, and dedication. This is in line with the interaction effect found by Jex
and Bliese (1999) who showed that highly efficacious individuals remained committed in
response to high job demands. The differential findings for the two outcome variables can
be explained drawing on the theoretical perspective of the Job Demands—Resources (JD-
R) Model (Demerouti et al., 2001). Self-efficacy can be considered as a personal resource
that enables employees to deal with job demands (e.g., Salanova et al., 2002; Xanthopou-
lou, Bakker, Demerouti, & Schaufeli, submitted for publication). The JD-R model predicts
that resources mainly predict motivational effects, while job demands rather evoke
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negative health effects (such as emotional exhaustion). This is in line with our finding that
self-efficacy, as a personal resource, does have an effect on the motivational outcome mea-
sure (i.e., engagement) and not on emotional exhaustion.

Self-efficacy proves to be promising in decreasing the negative consequences of perform-
ing emotion work, and in enhancing its positive effects on employee’s work engagement.
We therefore suggest including this personal resource in future studies on emotion work to
gain further insight in the role of self-efficacy. For example, it would be interesting to
understand how self-efficacy may help individuals to better cope with the emotional
demands in their work. Highly efficacious persons are not only better equipped to cope
with threats or demands in their working environment, but are also better able to generate
available resources, such as social support, which, in turn, may lead to positive effects on
health and well-being (e.g., Hobfoll & Shirom, 2001; Salanova, Bakker, & Llorens, in
press). Future research may further clarify the role of self-efficacy in effectively using
resources in the working environment.

4.1. Limitations

One limitation of the present study is the low response rate. Only one-quarter of the ques-
tionnaires was returned. However, a comparison of demographic variables such as years of
tenure, gender, age, and hierarchical position of the sample group with the total population
of cabin attendants revealed no significant differences between these two groups. This sug-
gests that the sample can be seen as representative for the whole population. Nevertheless, it
seems important to replicate the current findings in future research, using larger groups (and
from other occupations) to confirm the external validity of our findings.

Another limitation of the current study is that the data from this study were derived
entirely from self-report questionnaires. This can result in problems such as common method
variance. Besides, it can be argued that constructs such as self-efficacy and work engagement
can only be assessed through self-reports. Also, this problem of common method variance
would lead to a general inflation of associations, rather that particular ones.

Another limitation is the cross-sectional nature of our study. This implies that the pos-
tulated relationships in our research model are based on theory and previous empirical
findings, and cannot be interpreted causally. For example, the position of emotional disso-
nance in the stressor-stress chain is object of discussion among scholars in the field of emo-
tion work. For example, Zapf et al. (1999) have suggested that emotional dissonance can be
considered both as an external organisation demand as well as a stress reaction that is
strongly interrelated with emotional exhaustion. To further validate the hypothesized
causal relationships in our study, longitudinal studies, diary studies and quasi-experimen-
tal research designs are needed.

Finally, the study was conducted among a homogeneous sample of workers in one sin-
gle airline company. Future research might explore the external validity of our findings
among other human service professionals. Also, a cross-cultural comparison of emotion
work in future research would be a valuable contribution to our knowledge in this domain.
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