HOB:

H013aZ

HO[}b:

HOy3.:

HO34:

H014Z

HO\4a:

HO 4

HO\4:

Attitude toward the job (ATJ) is not significantly
correlated with other outcome variables in the model.
Attitude toward the job (ATJ) is not significantly
correlated with overall organizational commitment
(000).

Attitude toward the job (ATJ) is not significantly
correlated with overall job satisfaction (OJS).

Attitude toward the job (ATJ) is not significantly
correlated with physical consequences (PC).

Attitude toward the job (ATJ) is not significantly
correlated with emotional exhaustion (EE).

Physical consequences are not significantly correlated
with outcome variable (OV) of overall organizational
commitment (OOC), overall job satisfaction (OJS), or
emotional exhaustion (EE).

Physical consequences (PC) are not significantly
correlated with overall organizational commitment
(00C).

Physical consequences (PC) are not significantly
correlated with overall job satisfaction (OJS).
Physical consequences (PC) are not significantly
correlated with emotional exhaustion (EE).

Overall organizational commitment (OOC), overall job
satisfaction (OJS), and emotional exhaustion (EE) are
significantly correlated with each other.

Overall organizational commitment (OOC) is
significantly correlated with overall job satisfaction
(OJS).

Overall organizational commitment (OOC) is
significantly correlated with emotional exhaustion (EE).
Overall job satisfaction (OJS) is significantly correlated
with emotional exhaustion (EE).

Attitude toward the job (ATJ) has a significant positive
influence on FSSPs’ job performance (JP).

Overall job satisfaction (OJS) has a significant influence
on job performance (JP).

Overall organizational commitment (OOC) has a
significant positive influence on job performance (JP).
Emotional exhaustion (EE) has a significant negative
influence on job performance (JP).

Physical consequences (PC) have a significant negative
influence on job performance (JP).

Job performance (JP) has a significant negative influence
on intention to switch positions within the organization
TS).

Intention to switch positions (ITS) within an organization
and intention to leave an organization (ITL) are
correlated.

Job performance (JP) has a significant negative influence
on intention to leave the organization (ITL).
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Sources of Job Stress

H;: Role ambiguity (RA) has a significant positive impact in creating

FSSP job stress (JS).

H,: Role conflict (RC) has a significant positive impact in creating FSSP

job stress (JS).

H;: Role overload (RO) has a significant positive impact in creating

FSSP job stress (JS).

The model conceptualizes that job stress has five antecedents, two of which were
mediated by other relationships. To test H; through Hj above, a regression analysis was
conducted of the three proposed sources of job stress (i.e., role ambiguity, role conflict,
role overload) regressed simultaneously as independent variables to estimate their impact
on FSSP job stress. The regression results indicated that these three sources were
statistically significant and explain 30.9% percent of the variance of job stress
(Unadjusted R*= 0.309; F =78.877, p<0.0001). In other words, when any one of these
sources of job stress is reported by FSSP as high, then job stress is also expected to be
high. Therefore, H, through H; were supported. Table 4.13 below shows the significance

values of the regression coefficients.
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Table 4.13 — Sources of Job Stress Regression Model

Regression  Standard

Parameter Cocfficients Error T-Value
Role Ambiguity .280 .073 3.821
Role Conflict 261 .037 7.099
Role Overload 214 034 6.381

N = 260, Significance < .01

Mediating Relationships

When testing any mediating effect for this study, the four-step process advocated
by Baron and Kenny (1986) is employed. With this method, four regression analyses
were conducted to examine complete mediation: 1) to find if the total effect of the
independent variable on the dependent variables is significant, 2) to determine if the path
from the independent variable to the mediator is significant, 3) to determine if the
mediator has a significant unique effect on the dependent variable, and 4) to determine if
the independent variable is associated with the dependent variable after the mediator
variable is controlled. However, if there is a significant relationship between the
mediator and the dependent variable while controlling for the direct effect of the
independent variable, and the relationship from the independent variable to the dependent
variable is still significant, then the model is consistent with partial mediation. If needed,
a further test for partial mediation is conducted using the formula (z = 1 x 2 / square
root of (B1% x S2%+ B2* x S1%). Tests involve examining the 1%, the regression
coefficient, associated with the independent variable when a regression analysis examines
the association between the independent variable and the mediator variable. Also, S1°

represents the standard error associated with the independent variable for this regression
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analysis. B2 the regression coefficient associated with the mediator when the
association of the mediator and the dependent variable are regressed. Lastly, the S2°
represents the standard error associated with the mediator for this regression analysis. A
z-value > 1.96 is evidence of partial mediation at p <.05. That is, the relationship

between the independent variable and the dependent variable is partially mediated.

Job Stress Mediating Relationships
It was hypothesized that job autonomy will mediate the influence of perceived
customer demands on job stress (H4) and emotional intelligence will mediate the

influence of emotional labor on job stress (Hs).

Proposed Mediating Influence of Job Autonomy for Perceived Customer Demands and

Job Stress

Hy4:  Job autonomy (JA) mediates the relationship between perceived
customer demands (PCD) and job stress (JS) such that job autonomy
(JA) reduces the impact of perceived customer demands (PCD) on

job stress (JS).

A non-significance finding (p=.143) when regressing perceived customer
demands and job autonomy demonstrated that job autonomy does not mediate the

influence of perceived customer demands on job stress. Hypothesis 4 was not supported.
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Table 4.14 Mediation Analysis of Job Autonomy Relationships

. Regression
Hypothesis 4 Coofficients t p-Value
JS=a+By(PCD) +e .105 2318 021
JA=a+Bi(PCD) +e .000 .005 143

A post hoc analysis of a moderating effect of job autonomy on the relationship
between perceived customer demands and job stress was examined and was analyzed
through a regression analysis including the interaction effect for job autonomy and
perceived customer demands (i.e., JS = a + B;(PCD) + B,(JA) + B3(JA/PCD) + e).
Regression findings show a significant (p = .0001) main effect for the influence of job
autonomy on job stress, but no significant moderating (p =.996) influence of job

autonomy.

Proposed Mediating Influence of Emotional Intelligence for Emotional Labor and Job

Stress

Hs: Emotional intelligence (EI) significantly mediates the positive
relationship between emotional labor (EL) and job stress (JS) such

that it reduces the impact of emotional labor (EL) on job stress (JS).

To test Hypothesis 5, the mediating relationship of emotional intelligence
between emotional labor and job stress was examined. Emotional labor continues to have

an effect on job stress when emotional intelligence has been controlled (p=.0001).
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Hence, emotional intelligence does not completely mediate the influence of emotional
labor on job stress (Baron & Kenny, 1986). Further analysis reveals that emotional
intelligence partially mediates the relationship between emotional labor and job stress (z

= 3.839, significant at .05). Hypothesis Hs was supported.

Table 4.15 Mediation Analysis of Emotional Intelligence Relationships

) Regression
Hypothesis 5 Coefficients t p-Value
JS=a+B(EL)+e .443 7.928 | .0001
El=a+By(EL) +e -.087 -2.299 |.022
JS=a+By(El)+e -375 -5.718 | .0001
_ =211 -5.232 | .0001
IS =a+Pi(ED * P(EL) e 304 7.563 | .0001

Emotion-Focused Coping

Hypotheses Hg and H7a.p,

He:  The stronger the presence of job autonomy (JA), the less likely FSSP

will engage in emotion-focused coping frequency (EFCF).

The model conceptualizes a direct influence from job autonomy (JA) to emotion-
focused coping frequency (EFCF). In order to examine this relationship, quartiles were
examined through a one-way ANOVA for upper and lower quartiles of job autonomy.
The analysis showed that the stronger the presence of job autonomy (i.e., highest quartile
mean 3.714, std. dev. = 1.339 vs. lowest quartile mean 2.470, std. dev. = .969 significant

at .0001) for FSSP, the smaller the value for emotion-focused coping. The findings
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demonstrated that FSSP with higher levels of job autonomy (mean = 4.344) engage in
emotion-focused coping less frequently than FSSP with lesser (means <2.334) levels of

job autonomy. Hypothesis 6 was supported.

H7,: There is a significant relationship between emotional intelligence

(EI) and emotion-focused coping effectiveness (EFCE).

To test H7,, a correlation analysis between emotional intelligence and emotion-
focused coping effectiveness demonstrates a weak positive (r = .141, significant at <.05)

relationship. Hypothesis 7a was supported.

H7y: There is a significant relationship between emotional intelligence

(EI) and emotion-focused coping frequency (EFCF).

A correlation analysis between emotional intelligence and emotion-focused
coping frequency does not demonstrate any significant relationship at p<.05. In other
words, FSSP reporting high emotional intelligence do not report frequently engaging in

emotion-focused coping. Hypothesis 7b was not supported.
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Test of Emotion-Focused Coping Mediation

The model conceptualizes that emotion-focused coping (EFC) mediates between
the outcome relationships (i.e., emotional exhaustion, attitude toward the job, overall job
satisfaction, overall organizational commitment, and physical consequences) and job
stress. Difficulties in analyzing the data were created by measurements for the two
dimensions of emotion-focused coping (i.e., two types of scales: frequency and
symmetrical). In order to analyze the data, Hypotheses Hg through H;, have been split
into parts “a” and “b”. Thus, a series of two regression analyses for each outcome
variable were employed. One set of regressions examined the influence of emotion-
focused coping effectiveness while the other set of regressions examined the influence of
emotion-focused coping frequency for each of the five outcome variables following the
Baron and Kenny (1986) four-step process of mediation testing. Table 4.16 presents
detailed statistical analysis for emotion-focused coping effectiveness mediating

relationships and Table 4.17 for emotion-focused coping frequency mediating

relationships. Both tables are located at the end of this section of the paper.

Emotion-Focused Coping Mediation from Job Stress to Emotional Exhaustion Frequency

Hga.: Emotion-focused coping effectiveness (EFCE) significantly mediates

the positive relationship between job stress (JS) and emotional

exhaustion (EE) such that it reduces the impact of job stress (JS).
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A finding of non-significance of the relationship between the mediator and the
independent variable (p=.398) provides evidence that emotion-focused coping
effectiveness does not mediate the influence of job stress on emotional exhaustion.
Although FSSP may perceive that emotion-focused coping is effective, the influence of

job stress on emotional exhaustion was not reduced. Therefore, Hg, was not supported.

Hgy: Emotion-focused coping frequency (EFCF) significantly mediates
the positive relationship between job stress (JS) and emotional

exhaustion (EE) such that it reduces the impact of job stress (JS).

A non-significant relationship between emotion-focused coping frequency and
emotional exhaustion (p=.991) showed that emotion-focused coping frequency did not
mediate the influence of job stress on emotional exhaustion. The frequency of engaging
in emotion-focused coping did not reduce the FSSP’s emotional exhaustion coming from

job stress. Hypothesis Hg, was not supported.
Emotion-Focused Coping Mediation from Job Stress to Attitude Toward the Job
Ho,: Emotion-focused coping effectiveness (EFCE) significantly mediates

the negative relationship between job stress (JS) and attitude toward

the job (ATJ) such that it reduces the impact of job stress (JS).
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Regression analyses show that job stress continues to have an effect on attitude
toward the job when emotion-focused coping effectiveness has been controlled. Thus,
emotion-focused coping effectiveness does not completely mediate the relationship
between job stress and attitude toward the job (p=.0001). Upon further examination of
the data for partial mediation, it was found that emotion-focused coping effectiveness
was not a partial mediator (z = 1.842241, not significant at .05) for the influence of job

stress on attitude toward the job. Ho, was not supported.

Hoy: Emotion-focused coping frequency (EFCF) significantly mediates
the negative relationship between job stress (JS) and attitude toward

the job (ATJ) such that it reduces the impact of job stress (JS).

Based on the series of regression analyses examining the role of emotion-focused
coping frequency between job stress and attitude toward the job, it is shown that the
relationship between attitude toward the job and emotion-focused coping frequency was
not significant (p=.254). Therefore, the hypothesized mediating relationship does not
exist. In other words, the frequency with which an FSSP engages in emotion-focused
coping does not reduce the influence of job stress on attitude toward the job. Hg, was not

supported.
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Emotion-Focused Coping Mediation from Job Stress to Overall Job Satisfaction

Hioa: Emotion-focused coping effectiveness (EFCE) significantly
mediates the negative relationship between job stress (JS) and overall
job satisfaction (OJS) such that it reduces the impact of job stress

(JS).

For the relationship proposed in Hjo, above, job stress continues to have an effect
on the overall job satisfaction when emotion-focused coping effectiveness has been
controlled; therefore, emotion-focused coping effectiveness does not completely mediate
the influence of job stress on overall job satisfaction (p=.0001). Upon further
examination, partial mediation was also rejected (z = 1.917 is not significant at .05). Hjp,
was not supported. The findings indicate that although FSSP perceive emotion-focused
coping to be effective, the negative influence of job stress on overall job satisfaction is

not reduced.

Higp: Emotion-focused coping frequency (EFCF) significantly mediates
the negative relationship between job stress (JS) and overall job

satisfaction (OJS) such that it reduces the impact of job stress (JS).

Consistent with findings from previous regression analyses in this study, emotion-
focused coping frequency does not mediate the negative influence of job stress on overall

job satisfaction. The relationship between the overall job satisfaction and emotion-
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focused coping frequency was not significant (p=.545). Support for Hypothesis 10b was
not found. Emotion-focused coping frequency does not play a mediating role in reducing

the influence of job stress on FSSP’s overall job satisfaction.

Emotion-Focused Coping Mediation from Job Stress to Overall Organizational

Commitment

Hiia:  Emotion-focused coping effectiveness (EFCE) significantly
mediates the negative relationship between job stress (JS) and overall
organizational commitment (OOC) such that it reduces the impact of

job stress (JS).

All regression analyses in this mediation evaluation process were significant,
demonstrating that emotion-focused coping effectiveness does not completely mediate
the relationship between job stress and overall organizational commitment. However,
partial mediation was found based on the computed z-score of 2.502, p<.05. Hypothesis

11a was supported.

Hin:  Emotion-focused coping frequency (EFCF) significantly mediates
the negative relationship between job stress (JS) and overall
organizational commitment (OOC) such that it reduces the impact of

job stress (JS).
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The relationship between emotion-focused coping frequency and overall
organizational commitment was not significant (p = .286). Therefore, there is no
evidence of the proposed mediating relationship of emotion-focused coping frequency
between job stress and overall organizational commitment. In other words, emotion-
focused coping does not reduce the influence of job stress on overall organizational

commitment. Hypothesis 11b was not supported.

Emotion-Focused Coping Mediation from Job Stress to Physical Consequences:

Hiz.:  Emotion-focused coping effectiveness (EFCE) significantly
mediates the positive relationship between job stress (JS) and
physical consequences (PC) such that it reduces the impact of job

stress (JS).

Findings from the regression analyses were significant relationships for all
regressed relationships. Therefore, complete mediation was rejected and a partial
mediating relationship was examined. Partial mediation was supported at a computed z-
score of 2.019733, p<.05, thus indicating that the influence of job stress on physical
consequence was reduced when FSSP perceive emotion-focused coping to be effective.

Therefore, Hi,, was supported.
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Hiz:  Emotion-focused coping frequency (EFCF) significantly mediates
the positive relationship between job stress (JS) and physical

consequences (PC) such that it reduces the impact of job stress (JS).

The relationship between emotion-focused coping frequency and the physical
consequences was not significant (p=.107). As evidenced in previous findings for
hypotheses of the mediating influence of emotion-focused coping frequency, mediation
was also not found for Hypothesis 12b. Emotion-focused coping frequency does not

mediate the influence of job stress on physical consequences.
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Table 4.16 — Mediation Analysis for Emotion-Focused Coping

Effectiveness
Hypothesis 8a Regression t p-Value
Coefficients
EE=a+B;(JS)+e 0.470 | 20.193 .0001
EFCE=a+p;(JS) +e -.088 | -02.934 .0030
EFCE = a+Bi(EE) + e -.108 | -02.566 .0110
EE =a + Bi(EFCE) + B,(JS) + e -.029 | -00.847 .3980
0.467 | 19919 .0000
Hypothesis 9a
ATI=a+ B;(JS)+e¢ -.604 | -17.459 .0001
EFCE=a+B,(JS) +te -.088 | -02.934 .0030
EFCE= a+ Bi(AT)) +e 0.124 | 03.491 .0010
ATJ=a+ B(EFCE)+ B,(JS) +e 0.091 | 02.150 .0320
-.500 | -17.106 .0001
Hypothesis 10a
OJS=a+p;(JS) +e -571 | -16.142 .0001
EFCE =a + B,(JS) + ¢ -.088 | -02.934 .0030
EFCE =a + B(0JS) + e 0.107 | 03.590 .0001
OIS =a+BI(EFCE) + Bo(IS) + e 0.083 | 02.321| .0210
-.563 | -15.786 .0001
Hypothesis 11a
0O0C=a+B;(JS) +e -429 | -10.951 .0001
EFCE =a + B,(JS) + ¢ -.088 | -02.934 .0030
EFCE =a + B1(00C) + e 0.135| 04.154 .0001
OOC =a+Py(EFCE) + B,(JS) + ¢ 0.125| 03.196| .0010
-413 | -10.553 .0001
Hypothesis 12a
PC=a+Bi(JS)+e 0.239 | 13.222 .0001
EFCE=a+B;(JS) +e -.088 | -02.934 .0030
EFCE=a+ B{(PC) +e -221 | -0.3571 .0001
PC =a+ Bi(EFCE) + B,(JS) + e -.092 | -02.429 .0150
0.486 | 12.870 .0001
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Table 4.17 Mediation Analysis for Emotion-Focused Coping Frequency
. Regression

Hypothesis 8b Coegfﬁcien ts t p-Value
EE=a+p;(JS)te 0.470 | 20.193 .0001
EFCF =a+ B,(JS) + ¢ -.067 | -1.614 .1070
EE =a + B;(EFCF) + ¢ 0.004 0.112 9110
Hypothesis 9b

AT]=a+Bi(JS)+e -.604 | -17.459 .0001
EFCF=a+B;(JS)te -.067 | -1.614 .1070
ATJ=a+ B(EFCF) + e 0.056 | 01.143 .2540
Hypothesis 10b

OJS=a+Bi(JS) +e -.571 | -16.142 .0001
EFCF=a+ B;(JS) te -.067 | -01.614 .1070
0OJS =a + By(EFCF) + ¢ 0.027 0.606 .5450
Hypothesis 11b

00C=a+B;(JS) +e -429 | -10.951 .0001
EFCF =a+ B,(JS) + ¢ -.067 | -01.614 .1070
O0C =a + B(EFCF) + e .044 | 01.067 .2860
Hypothesis 12b

PC=a+B;(JS)+e 0.239 | 13.222 .0001
EFCF=a+B;(JS)te -.067 | -1.614 .1070
PC=a+ B,(EFCF) +e -.054 | -2.478 .0140

Interrelationships of Outcome Variables

HO;;:  Attitude toward the job (ATJ) is not significantly correlated with

other outcome variables in the model.

HO3,:  Attitude toward the job (ATJ) is not significantly correlated with

overall organizational commitment (OOC).

HO3:  Attitude toward the job (ATJ) is not significantly correlated with

overall job satisfaction (OJS).
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HOl3c:

HO134:

HO]4I

HO\4a:

HO14p:

HOI4C:

Attitude toward the job (ATJ) is not significantly correlated with

physical consequences (PC).

Attitude toward the job (ATJ) is not significantly correlated with

emotional exhaustion (EE).

Physical consequences are not significantly correlated with
outcome variables of overall organizational commitment (OOC),

overall job satisfaction (OJS), or emotional exhaustion (EE).

Physical consequences (PC) are not significantly correlated with

overall organizational commitment (OOC).

Physical consequences (PC) are not significantly correlated with

overall job satisfaction (OJS).

Physical consequences (PC) are not significantly correlated with

emotional exhaustion (EE).

Overall organizational commitment (OOC), overall job
satisfaction (OJS), and emotional exhaustion (EE) are

significantly correlated with each other.
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Hisa: Overall organizational commitment (OOC) is significantly

correlated with overall job satisfaction (OJS).

Hisp: Overall organizational commitment (OOC) is significantly

correlated with emotional exhaustion (EE).

His.: Overall job satisfaction (OJS) is significantly correlated with

emotional exhaustion (EE).

The hypothesized null interrelationships proposed in HO13(,.q) between attitude
toward the job and other outcome variables (i.e., physical consequences, overall
organizational commitment, overall job satisfaction, or emotional exhaustion) were
rejected. Correlations shown in Table 4.18 clearly indicate there are relationships
between attitude toward the job and the proposed outcomes. As such, HO3(.q) were
rejected. That is, all of the null hypotheses were rejected. For example, high positive
correlations exist between attitude toward the job and overall organizational commitment
(r=.68) and overall job satisfaction (r =.72). Attitude toward the job was correlated
with overall organizational commitment and overall job satisfaction such that those who
reported having a high positive attitude toward the job also reported high positive overall
organizational commitment and high overall job satisfaction. Those who reported high

positive attitudes toward the job were found to report low emotional exhaustion (r = -
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.666). FSSP reporting high positive attitude toward the job also reported fewer
occurrences of negative physical consequences (r = -.307).

The null interrelationships proposed in HOj4¢.-c) between physical consequences
and other outcome variables (i.e., overall organizational commitment, overall job
satisfaction or emotional exhaustion) were not supported and the null hypotheses were
rejected. It was found that statistically significant weak negative correlations between
physical consequences and attitude toward the job (r =-.307), overall organization
commitment (r =-.242), and overall job satisfaction (r = -.292) exist. FSSP reporting high
scores on attitude toward the job also report high scores on overall organizational
commitment and overall job satisfaction. Those reporting low scores on attitude toward
the job also report low scores on overall organizational commitment and overall job
satisfaction. The proposed relationship between physical consequences and emotional
exhaustion was moderately correlated at r = .493. In other words, as emotional
exhaustion increases or decreases, negative physical consequences are also expected to
increase or decease accordingly.

Hypotheses 15, propose that overall organizational commitment is correlated
with overall job satisfaction and emotional exhaustion. Hypothesis 15, proposes that
overall job satisfaction is correlated with emotional exhaustion. Findings show that
moderate to high statistically significant positive correlations exist between overall
organization commitment and attitude toward the job (r = .677) and overall organization
commitment and overall job satisfaction (r = .611). FSSP reporting high scores on
overall organization commitment also report high scores on attitude toward the job and

overall job satisfaction. A statistically significant moderately correlated inverse
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relationship was found between overall organizational commitment and emotional

exhaustion (r = -.460). A statistically significant inverse relationship was also

demonstrated between emotional exhaustion and overall job satisfaction (r = -.594).

FSSP reporting high scores for emotional exhaustion also report low scores for overall

job satisfaction. A statistically significant weak negative (r = -.242) correlation exists

between overall organizational commitment and physical consequences. In other words,

FSSP scoring high on physical consequences score low on overall organizational

commitment. FSSP scoring on high overall organizational commitment, score low on

physical consequences. Therefore, findings shown in the correlations analysis (see Table

4.18) demonstrate that the hypotheses 15a,b,c were supported.

Table 4.18 — Outcome Correlations

PC
ATJ
00C
0JS

EE

PC ATJ 00C 0JS EE
1.000
-0.307 1.000
-0.242 0.677 1.000
-0.292 0.724 0.611  1.000
0.493 -0.666 -0.460 -0.594 1.000

Significant at <.05 level (2-tailed)

Impact of Job-Related Variables on Job Performance

Hie: Attitude toward the job (ATJ) has a significant positive influence on

FSSPs’ job performance (JP).
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Hi7: Overall job satisfaction has a significant positive influence on job

performance.

His: Overall organizational commitment has a significant positive

influence on job performance.

Hio: Emotional exhaustion has a significant negative influence on job

performance.

Ha,o: Physical consequences have a significant negative influence on job

performance.

A necessary assumption for multiple regression and structural equation analysis is
that high multicollinearity (>.30) is not present. Therefore, with the known presence of
multicollinearity, examination of the impact of the five hypothesized outcome variables
(i.e., attitude toward the job, overall job satisfaction, overall organizational commitment,
emotional exhaustion, and physical consequences) on job performance occurs through

five regression analyses instead of examining them in one regression model.

Table 4. 19 — Job Performance Regression Models

Parameter Regression Standard  T-Value o ihcance R
Coefficients Error g
Ic’hyswal -162 046 -3.540 0001 023
onsequences
Attitude Toward 176 025 6.947 0001 082
the Job
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Overall

Organizational 159 .023 6.765 .0001 .079
Commitment

Overall Job 152 021 7.119 0001 087
Satisfaction

Emotional 113 031 -3.646 .0001 024
Exhaustion

Regression findings indicate that the five hypothesized outcome variables
influence job performance in the hypothesized directions. All five regressions were
statistically significant (<.0001) in the hypothesized direction. As evidenced in Table
4.19 above, Hypotheses 16 through 20 were accepted. As hypothesized, physical
consequences and emotional exhaustion inversely influence job performance. When
FSSP report low job performance, he or she also reports high scores for emotional
exhaustion. FSSP reporting low scores on job performance report high scores on
physical consequences. A significant positive relationship was found for job
performance to attitude toward the job (3 =.294), overall organizational commitment (3
=.290), and overall job satisfaction (f =.263). When FSSP report high scores on
attitude toward the job, overall organizational commitment, and overall job satisfaction,

then job performance was also reported as being high.

Predicting Behavioral Intentions

H;;: Job performance (JP) has a significant negative influence on

intention to switch positions within the organization (ITSP).
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Hj,: Intention to switch positions (ITSP) within an organization and

intention to leave an organization (ITL) are correlated.

Has: Job performance (JP) has a significant negative influence on

intention to leave the organization (ITL).

Table 4.20 — Intention to Leave Regression Model

Parameter Regression Standard Error T-Value
Coefficients
Job Performance -.632 121 -5.222

Intention to Switch Positions Regression Model

Parameter Regression  Standard Error T-Value
Coefficients
Job Performance -.343 122 -2.812

Significant < .05

The model conceptualized that intentions (i.e., intention to switch positions within
the organization and intention to leave the organization) have one antecedent (i.e., job
performance). The findings from two regression analyses examining the job performance
to intentions relationships support the hypothesized relationships in Hz; and Has.
Hypothesis 22 proposed a correlation between intention to switch positions and intention
to leave the organization (r = .273, p <.05) which was supported by the data. The
findings from the study show that FSSP may hold an intention to leave the organization

simultaneously with an intention to switch positions within the organization. The above
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findings also demonstrate that it is possible for FSSP reporting low job performance to

hold high intention to switch positions or high intentions of leaving the organization.

Power Analysis

Power analysis enables the researcher to differentiate between a good and bad
model (McQuitty, 2004). If the power of the test is low, the probability of making a Type
IT error of assuming no relationship exists when, in fact, it does. A power analysis is also
critical with large sample sizes since large samples can magnify small specification errors
leading to rejection of a good model (Type I error).

In multiple regression analyses, power is the probability of detecting a statistically
significant level of R” or a regression coefficient at a specific level of significance for a
specific sample size (Hair, Jr. et al., 1998). If the power level is low, the probability of
failing to reject a bad model leads to accepting a false theory (McQuitty, 2004). All
regression analyses above obtained a significant R? at a power of .80 for an effect size of

10, .05 [f = (p*/ 1- pH)]; [L = fi(n-k-1)] (Murphy & Myors, 2004).

Chapter Summary
Chapter 4 examined the analysis and results of the studies developed in the first
three chapters of this research. The chapter accomplished this through analyses of: 1) in-
depth interviews, 2) pilot study data, 3) exploratory and confirmatory analyses, and 4)
hypotheses testing using one-way ANOV As, multiple regression, and correlation

analyses. Chapter 5 presents a discussion of the findings, implications (i.e., theoretical,
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measurement, management), and limitations of the study as well as proposed future

research from this study.
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CHAPTER 5
Discussion, Conclusions, and Implications

Chapter 5 provides a discussion of the key findings of this empirical study,
anticipated contributions (i.e., theoretical, measurement, and managerial), limitations of
the study, and proposes future research directions. The findings presented in Chapter 4
and discussed here, lend support to the notion that the influence of self-management of
emotionally-based display behavior and job stress on social service encounter
performance are an important and relevant area for services research.

This chapter is divided into eight sections: 1) research purpose and design, 2)
development and assessment of new scale measurements, 3) discussion of empirical
findings and conclusions, 4) implications for researchers and practitioners, 5) limitations
of the study, 6) contributions of the research, 7) directions for future research, and 8)

concluding comments.

Research Purpose and Design
Summary of Research Objectives
There are six objectives for the current study. One of the primary research
objectives of this study is to empirically investigate the role of emotional intelligence and
emotional labor within self-management of emotionally-based display behavior in the

social service delivery encounter from the Frontline Social Service Personnel’s (FSSP’s)
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perspective. Findings of the study were consistent with the hypothesized model
demonstrating that emotional intelligence mediates the relationship between emotional
labor on job stress.

Another objective is to empirically investigate the influence of two neglected
constructs (i.e., perceived customer demands and emotional labor) as sources of job
stress. This objective was realized by establishing that both perceived customer demands
(coefficient = .105) and emotional labor (coefficient = .443) were, in fact, sources of job
stress. The third objective is to re-examine role ambiguity, role conflict, and role
overload as sources of job stress. Results of a regression analysis examining role
ambiguity, role conflict, and role overload satisfied the third objective of this study and
demonstrated that these three constructs were significant (p<.01) sources of job stress.

The fourth objective involves empirically investigating the mediating effects of
job autonomy, emotional intelligence, and emotion-focused coping. Hierarchical
regression results demonstrated mixed findings of mediating relationships. Job
autonomy, for example, did not function as a mediator of the impact of perceived
customer demands on job stress. Hierarchical regression results showed that emotional
intelligence mediated the impact of emotional labor on job stress (p<.0001). Emotion-
focused coping frequency did not mediate the impact of job stress on any of the five
selected outcome constructs (i.e., attitude toward the job, physical consequences, overall
organizational commitment, overall job satisfaction, or emotional exhaustion). However,
the findings do demonstrate the existence of a partial mediating effect of emotion-focused
coping effectiveness between job stress and overall organizational commitment and

physical consequences (p<.05).
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The fifth research objective involves empirically investigating the relationship of
five selected outcome constructs on the job performance construct. All five relationships
with job performance were established through a series of regression analysis and found
to be significant (p<.0001).

The final research objective of empirically investigating the relationships of social
service encounter performance on both a currently unexplored outcome, intention to
switch positions within the organization, and on intention to leave the organization was
accomplished through regression analysis. Findings from a regression analysis showed
that job performance influences intention to switch positions (coefficient = -.343, t = -

2.812, p=.005) and intention to leave (coefficient =-.632, t = -5.222, p =.0001).

Summary of the Research Study

A three-phase research framework was used to develop the constructs, purify the
measurements, and test hypothesized relationships in the model. Phase I involved
conducting eight in-depth interviews to assess the relevancy of the proposed manifested
indicators representing the constructs. In Phase II, a pilot study survey was administered
to 361 Frontline Social Service Perspective (FSSP) across five organizations in which a
direct cognitive framework was used to ascertain the extent to which each indicator was
related to its respective construct. The third and final phase involved administering the
survey to a large sample (N = 2,500) to collect data to test the hypothesized relationships

in the model.
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Development and Assessment of New Scale Measurements

The initial model was made up of ten constructs that did not have existing or
adequate scales for this study. Therefore, new subjective self-report scales (i.e., attitude
toward the job, emotional intelligence, emotional labor, emotion-focused coping
effectiveness of use and frequency of use, intention to switch positions within the
organization, intention to leave the organization, overall job satisfaction, perceived
customer demands, physical consequences, and role overload) were developed. Both
open-ended and close-ended measures were examined through a pilot study using a direct
cognitive framework to determine to what extent each indicator was related to its
respective construct. Prior to developing the final study, appropriate sets of scale point
descriptors were applied to each indicator and scale setups and instructions for filling out
and returning the instrument were added to the survey instrument. The survey was also
examined for physical appearance, (i.e., professionalism), readability, and ease of
understanding of the indicators, instructions, and setups. Data from the final survey was
subjected to exploratory factor analysis to assess the measurement properties of the latent
constructs used in this study and to confirmatory factor analysis to demonstrate how the
latent constructs were operationalized by their corresponding measured constructs, as
well as assessing the validity and reliability of the measures. All scales in the study
demonstrated construct validity (i.e., discriminant and convergent). New scales are

discussed below.
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Perceived Customer Demands

This study provides a first attempt at scientifically developing a scale to measure
perceived customer demands that focuses on FSSP’s perception of the intensity of the
customers’ demands for overall quality and service expectations in not-for-profit social
service organizations. Unlike the Li and Calantone (1998) scale that employs endpoints
of 1 = truly for none of my clients and 5 = truly for all of my clients to measure perceived
customer demands, the current study uses a new direct seven-point continuous scale with
endpoints of 1 = not at all demanding to 7 = extremely demanding. Results were
encouraging in that overall consistency was high (o =.895) and internal consistency
among the eight indicators measuring each composite value (reliability = .906) suggested
that these eight indicator items represent this latent construct and account for, on average,

59.7% of the variance.

Emotional Labor
Unlike previous attempts to measure emotional labor, which take either a job

focus approach (e.g., Wharton & Erickson, 1993) or an emotion-focused approach (e.g.,
Brotheridge & Lee, 2003; Hochschild, 1983), the current study operationalizes emotional
labor as a multidimensional construct (i.e., effort and display). Analyses of the data for
the current study show that emotional labor is multidimensional, but is made up of three
dimensions instead of the two proposed dimensions. The emotional labor scale in the
current study consists of ten items with three indicators measuring display expectation of
behavior, two measuring display of required behavior, and five measuring effort. The

emotional labor scale is considered reliable with an a0 =.781 and composite reliability =
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.932, suggesting that these ten indicator items represent this latent construct and account

for, on average, 96% of the variance.

Emotional Intelligence

Emotional intelligence is operationalized as an ability-based construct. However,
because no appropriate scales were found to be available, scales were created based on
the works of several researchers including Mayer and Salovey (1993) and Mayer,
Salovey, and Caruso (2000). In the current study, emotional intelligence is proposed to
have two dimensions (i.e. management of self and others and perception of self and
others). However, through the factor analyses process, the new semantic differential
scale consisting of seven indicator items loaded on three dimensions: management of self,
perception of self, and management/perception of others with factors loading >.48. The
scale was shown to be reliable with an a0 =.766, composite reliability of .843, and

accounts for, on average, 45.1% of the variance.

Emotion-Focused Coping
Based on the transaction theory of coping (Lazarus, 1966, Lazarus & Folkman
1984) as a dynamic process, a new scale was developed to capture both the frequency
with which FSSP engage in emotion-focused coping and his or her perception of its
effectiveness of use. Factor analyses revealed that three items loaded on the frequency of
use dimension and three items loaded on the effectiveness of use dimension. The three-

item effectiveness of use dimension was measured with a symmetrical scale (o =.766)

and frequency of use was measured on a frequency scale (o =. 774). Both scales reported
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composite reliabilities >.755 and average extracted variances of >.514. Because of
difficulties in analyzing the data created by measuring one dimension with a symmetrical
scale and one dimension with a frequency scale, the indicator items could not be

combined and each mediating relationship was examined separately.

Attitude Toward the Job
Initially in Chapter 3, attitude toward the job (ATJ) was operationalized as being
an eight-item unidimensional composite construct measured by a unique set of bipolar
semantic differential scales. Scale purification and dimensionality procedures revealed
that ATJ is best captured as a two-dimensional construct (i.e., overall attitude toward the
job and attitude toward the boss) consisting of a six-item bipolar scale with a reliability of
o = .78, a composite reliability of .81, and indicator items accounting for an average

45.5% of the variance.

Intention to Switch Positions Within the Organization

Prior to the current study, scales to measure the intention to switch positions
within the organization construct did not exist. As proposed by Drolet and Morrison
(2001), careful attention was given to the development of indicator items to avoid drifting
away from the original conceptual definition of intentions and to avoid redundancy.
Although originally proposed as a three-item scale, the final purified intention to switch
scale consisted of only two items. The test results revealed this new scale holds a
reliability of o = .86, composite reliability = .89, and the indicator items accounted for

79.5% of the variance.
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Intention to Leave the Organization
The FSSP’s likelihood to leave the organization was obtained by asking the FSSP
about his or her likelihood to leave the organization within a timeframe of 12 months.
The three item scale was very reliable (i.e., a=.890, composite reliability = .887, with
indicator items accounting for, on average, 73% of the variance) and suggested that the
intention to leave the organization construct was captured through the selected three-item

scale.

Overall Job Satisfaction

In order to develop an overall measure of the FSSP’s general affective reaction to
his or her job without referencing any specific facet of job satisfaction, a scale was
developed and assessed based on the Rice, Gentile, and McFarlin (1991), a revised
version of the Quinn and Shepard (1974) measure. It was, however, determined that the
Rice, Gentile, and McFarlin’s (1991) scale type and descriptors were not appropriate to
measure overall job satisfaction as conceptualized in the current study. Therefore, for the
current study, a four-item semantic differential scale was developed, assessed, and found
to be reliable (i.e., a=.861, composite reliability = .852, with indicator items accounting

for, on average, 59.4% of the variance).

Physical Consequences
A list of 18 physical symptoms from the Spector (1987) causal indicator scale was
examined in the current study. After extensive scale purification, an eight-item scale

measuring three dimensions (i.e., digestive, emotional, and cardiovascular) was found.
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Reliability of the eight-item seven-point frequency of occurrence scale ranging from 1 =
never to 7 = always was found to be reliable at a=.802, composite reliability = .871, with

indicator items accounting for, on average, 49.3% of the variance.

Role Overload

It has been established that FSSP have more work than can be completed in a
normal workday (Gruskin, 2003). For this study, a scale to measure role overload for
FSSP was based on the revised Quantitative Workload Inventory (QWI) scale (Spector,
Dwyer, & Jex, 1988). The revised QWI (1988) eight-item scale lacked uniformity of
descriptors and did not lend itself well to multivariate analysis. Thus, a new frequency
scale was developed with end descriptors of 1 = never (0%) to 7 = always (100%) in
which the respondent answered as to how often in a typical workday each event occurs.
The five-item role overload scale used in the current study was found to be reliable at o =
.89, composite reliability = .870, with indicator items accounting for, on average, 62.1%
of the variance. This finding was comparable to the QWI reliability found in the 1998

job stress study by Spector and Jex (1998) with reliability of o = .82.

Discussion of Empirical Findings and Conclusions

Role Ambiguity, Role Conflict, and Role Overload as Antecedents to Job Stress
This study re-examined three known sources of job stress (i.e., role ambiguity,
role conflict, and role overload) from the perspective of FSSP and found role ambiguity

(coefficient = .280, t = 3.821, p =.0001), role conflict (coefficient = .261, t=7.099, p =
183



.0001), and role overload (coefficient = .214, t = 6.381, p = .0001) contributed to FSSP
job stress which indirectly influenced service encounter performance through its
influence on outcomes such as emotional exhaustion, physical consequences, etc. Erera’s
(1989) study suggests that largeness and complexity of an organization may enhance the
existence of these three sources of job stress. Although largeness and complexity (i.e.,
bureaucratically laden) were not directly tested in the current study, it is interesting to
note that one common denominator across all of the organizations in this study is that the
organizations are complex (i.e., bureaucratically laden) in that, all of the organizations
function under heavy government regulations from several different local, state, and
federal governments, as well as regulations from internal Boards of Directors.

Role ambiguity is the perception of uncertainty about what tasks are involved in
carrying out a job. We know from previous research that sources of job stress, such as
role ambiguity, are an inherent characteristic of many jobs for both professional and non-
professional service providers (Bettencourt & Brown, 2003). In the current study, data
were collected from both professional (i.e., degreed >95% of the sample) and non-
professional (non-degreed <5% of the sample) social service personnel across various
types of jobs (i.e., case workers, case managers, family counselors, social workers, etc.).
Although Bettencourt and Brown (2003) did not empirically test the relationship between
role ambiguity and job stress, they empirically tested relationships assuming role
ambiguity to be a source of job stress. The findings of the current study show that role
ambiguity directly influences job stress (coefficient .280, t = 3.821, p =.0001). This
finding supports the notion of the Bettencourt and Brown (2003) study that role

ambiguity is a source of job stress.
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Role conflict is the degree of perceived incongruence or incompatibility of
organizational expectations associated with job performance. Role overload is the
imbalance between required job tasks and time allocated to complete those tasks. The
Lait and Wallace (2002) study of the work environment of 514 human service workers
also found that role conflict (f =.17) and work overload (f = .22) directly influence job
stress. The findings of the current study across 260 FSSP in the not-for-profit social
services sector of the influence of role conflict (coefficient = .261, t =7.099, p =.0001)
and role overload (coefficient =.214, t = 6.381, p =.0001) on job stress support the
findings of Lait and Wallace (2002). Hypotheses 1, 2, and 3 were supported by the data.

As suggested in previous research (Goolsby, 1992), it is apparent from the
findings of the current study that role ambiguity, role conflict, and role overload (r* =
.309) are not all inclusive in explaining job stress. Two other sources of job stress
hypothesized in this study contributed to job stress: perceived customer demands (B =
.104) and emotional labor (3 =.350). These two additional sources of job stress are
discussed in the following section along with hypothesized mediating relationship of job

autonomy and emotional intelligence.

Perceived Customer Demands as an Antecedent to Job Stress
Based on the centrality of the role of FSSP and the customer as co-producers of
the service offering, perceived customer demands are proposed as a source of job stress
for frontline service personnel (Chung & Schneider, 2002). Perceived customer demands
are the perceptions of customers’ requirements and expectations for service quality,

reliability, and deliverability. Perceived customer demands have previously had very
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little empirical examination. Wang and Netemeyer (2002) assess the salesperson’s
perception of the proportion of his or her customers who are highly demanding of
product/service quality and reliability. However, to the researchers’ knowledge,
perceived customer demands have not previously been empirically examined as to their
influence on job stress.

Through the investigation of Hypothesis 4 involving the mediating influence of
job autonomy between perceived customer demands and job stress, it was demonstrated
that perceived customer demands is a weak source of FSSP job stress (coefficient = .105,
t=2.318, p =.021). Further attention is given to this relationship in the “Mediating

Effects of Emotional Intelligence and Job Autonomy on Job Stress” section to follow.

Emotional Labor as an Antecedent to Job Stress

In an attempt to bring consistency to the service encounter, many organizations
attempt to control emotionally-based behavior displayed by frontline service personnel.
Emotional labor involves the effort put forth by the frontline service personnel to display
emotionally-based behavior deemed appropriate for a given situation (Morris & Feldman,
1996). To date, emotional labor has not been empirically examined as to its influence on
the job stress construct. Findings from the current study show that emotional labor
significantly influences job stress (coefficient .443,t=7.928, p =.0001). In addition,
this finding is an important first step in the attempt to examine the mediating relationship

of emotional intelligence between emotional labor and job stress hypothesized in Hs.
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Mediating Effects of Job Autonomy and Emotional Intelligence on Job Stress

Interestingly, the hypothesized mediating influence of job autonomy between
perceived customer demands and job stress (Hs) was not found. Although perceived
customer demands was shown to increase job stress (coefficient =.105,t=2.318,p =
.021), it did not significantly influence job autonomy (p = .143). Therefore, job
autonomy does not have a mediating effect on reducing the influence of perceived
customer demands on job stress. Nevertheless, the finding that job autonomy (coefficient
=-.378,1=-9.579, p=.0001) has a direct inverse influence on job stress for FSSP was
significant. In other words, if FSSP have frequent control over job-related activities, then
unrelated to perceived customer demands, FSSP experience less job stress. One possible
explanation for the weak influence of perceived customer demands on job stress and the
lack of a significant finding for Hypothesis 4 may be found in the sample for the current
study. The sample was made up of > 95% professional FSSP. FSSP regularly make
decisions regarding customer demands for which deviation from their training and
education may not be an option. That is, professional FSSP are highly educated (i.e.,
95.3% have college degrees with 59.1% holding masters and 27.2% of those with college
degrees holding postgraduate degrees) and highly trained (i.e., 61.3 average hours of
training with current employer) to deal with demanding people (Chao & Henshaw, 2003).
Thus, training and education may prove to moderate the relationship between perceived
customer demands and job stress.

In this study, two types of self-management of emotionally-based behaviors were
examined across two levels proposed in affective event theory as interpersonal (i.e.,

emotional labor) and between persons (i.e., emotional intelligence) previously
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unexamined in the services literature. The mediating role of emotional intelligence
between emotional labor and job stress yielded interesting results. The current study
offers evidence that substantiates the hypothesized theoretical argument regarding
emotional intelligence’s mediation role in the job stress process (Hypothesis 5).
Therefore, the direct effect of emotional labor on job stress (coefficient = .443, t = 7.928,
p =.0001) was reduced significantly (coefficient = .304, t = 7.563, p = .0001) when the
mediating effect of emotional intelligence was present. In other words, an emotionally
intelligent FSSP is equipped to sense, know, and display appropriate emotionally-based
behavior during the service encounter, eliminating the need to act out an imposed
emotionally-based display behavior, thus reducing the impact of emotional labor on job

stress.

Constructs Direct Influence of Emotion-Focused Coping

The coping process arises during the service encounter and changes the
relationship between job stress and outcomes (i.e., attitude toward the job, physical
consequences, overall organizational commitment, overall job satisfaction, and emotional
exhaustion). Some researchers suggest that frontline service personnel engage in
emotion-focused coping (i.e., passive or reactive strategies such as denial, acceptance,
behavioral, and/or mental disengagement) in an attempt to reduce the effort to control
experienced-stress coming from the work environment (Goolsby, 1992). One unexpected
but interesting finding for Hypothesis 7b was that the frequency with which FSSP
engaged in emotion-focused coping was not influenced by his or her degree of emotional
intelligence (coefficient = .075, t = .926, p = .055). However, for Hypothesis 7a, it was
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found that when FSSP do engage in emotion-focused coping, the higher the emotional
intelligence of FSSP, the greater his or her perception that emotion-focused coping is
effective in reducing his or her job stress (coefficient = .141, t =2.284, p = .023).

It is interesting that the findings of the current study show that highly emotional
intelligent FSSP, as well as low emotional intelligent FSSP, are not significantly different
as to the frequency with which they engage in emotion-focused coping. However,
findings do show that highly emotionally intelligent FSSP perceive emotion-focused
coping as a more effective means of managing emotions than do FSSP with lower
emotional intelligence. It may be surmised from these findings that although emotion-
focused coping may not function as the primary means of managing emotions for
emotionally intelligent FSSP, it is perceived to be an effective way of managing

emotions.

Emotion-Focused Coping’s Mediating Role on Selected Outcome Constructs
The current study also empirically investigated the mediating effect of the
frequency with which FSSP engaged in emotion-focus coping between job stress and the
constructs including physical consequences, attitude toward the job, overall
organizational commitment, overall job satisfaction, and emotional exhaustion. The
current study also examined the mediating effect of emotion-focused coping effectiveness

between job stress and these same five selected outcome constructs.
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Impact of Emotion-Focused Coping Frequency

Overall, emotion-focused coping frequency results are less than stellar
(Hypotheses 8b-12b). Findings of the study show that the frequency with which FSSP
engage in emotion-focused coping does not mediate the influence of job stress and any of
the proposed outcome constructs. One possible explanation for these findings may stem
from the fact that job stress develops gradually over time masking its intensity. Although
emotion-focused coping strategies give FSSP a temporary sense of reprieve, generally, in
the long run, these strategies have little effect in reducing job stress (Goolsby, 1992).
Therefore, FSSP may not sense the need to engage in emotion-focused coping until the
intensity of the job stress seems significant enough to warrant seeking relief. Hence, the

hypothesized relationships were not supported.

Impact of Emotion-Focused Coping Effectiveness

In cases where FSSP perceived that emotion-focused coping was effective for
them, it was shown that emotion-focus coping effectiveness mediated the impact of job
stress on the two outcome constructs: overall organizational commitment (z-score =
2.020 p<.05) and physical consequences (z-score = 2.502 p<.05). This should be
considered a significant finding in that the current study is the first empirical assessment
of the mediating relationship of emotion-focused coping effectiveness between job stress
and the five selected outcome constructs. Hypotheses H;1, and Hj,, were supported.

Hypotheses Hg,- Hip, Were not supported
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Interrelationships Among the Job Related Outcome Constructs

The absence of non-significant interrelationships of the five selected outcome
constructs, HO3 — HO14, were rejected and Hjs,p . were supported. Interrelationships of
attitude toward the job with other outcome constructs in this study have not previously
been empirically examined. Interrelationships of physical consequences with other
outcome constructs in this study have also not been previously empirically examined.
These findings should be considered an important first step in understanding the behavior
of these constructs. Causality was not examined in this study, so no conclusions can be
made if one or both of these constructs (e.g., attitude toward the job or physical
consequences) are antecedents for other outcome constructs. It is also interesting to note
that, as expected, attitude toward the job, as with other attitudinal constructs in the model
such as overall job satisfaction and overall organization commitment, have a negative
correlation with emotional exhaustion. In other words, attitude toward the job, like
overall organizational commitment and overall job satisfaction, had a negative impact on

emotional exhaustion.

Job-Related Outcome Constructs (Antecedents) Impact on Job Performance
The finding that strong interrelationships (multicollinearity) exist between the five
selected outcome constructs made it difficult to collectively assess their impact on job

performance. Therefore, five separate regression analyses were performed.
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Attitude Toward the Job

Attitude toward the job did perform as proposed in Chapter 2 and had a
significant positive influence (coefficient .176, t = 6.947, p = .0001) on job performance.
FSSPs’ job performance at the service encounter may be the only surrogate indicator for
service quality (Shostack, 1977). Therefore, any finding of a source of variance provides

useful information. Hypothesis 16 was supported.

Overall Job Satisfaction

For the current study, overall job satisfaction was found to have a statistically
significant direct positive influence (coefficient =.152,t="7.119, p =.0001) on job
performance. Fisher (2003) claims that the way research is conceptualized and
operationalized contributes to findings that are contrary to the “common-sense theory”
that overall job satisfaction leads to job performance (p. 754). The current study supports
the common-sense theory which theorizes that overall job satisfaction influences job
performance and not vice versa. In other words, the current study suggests that FSSP
whose jobs compare favorable to his or her needs, wants, and expectations for that job
can be expected to perform better on the job than for those whose expectations, needs,

and wants are not met. Hypothesis H;7 was supported.

Overall Organizational Commitment
Because controversial empirical findings as to the relationship between
organizational commitment and job performance exist, this study re-examined the

relationship (e.g., Brown & Peterson, 1993). An interesting finding from the current
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study was that, as found in the Bettencourt and Brown (2003) study in the commercial
sector, frontline service personnel in the not-for-profit sector’s job performance was also
influenced by FSSP’s overall organizational commitment. The finding of the current
study (coefficient =.159, t = 6.765, p = .0001) demonstrated support of Hypothesis 18
and suggests that in an attempt to help the organization achieve its objectives, a FSSP

highly committed to the organization will be motivated to perform well on the job.

Emotional Exhaustion

Wright and Cropanzano (1998) find that emotional exhaustion is negatively
correlated with job performance (r =-.27, p<.05). The findings of this study show
causality (coefficient -.113, t = -3.646, p = .0001) not shown in the Wright and
Cropanzano (1998) study. Hypothesis 19 was supported. These findings suggest that as

emotional exhaustion increases for FSSP, that his or her job performance will decline.

Physical Consequences

DeJonge et al. (2001) claim that poor health of any kind may cause bad working
conditions and Madsen (2003) proposes that improving the physical wellness of an
individual influences his or her job performance. Hypothesis 20 was supported by the
data. The claims made by DeJonge et al. (2001) and Madsen (2003) were supported with
the findings of the current empirical study demonstrating that as the occurrence of
physical consequences goes up, the level of job performance goes down (coefficient = -
162, t =-3.540, p<.0001). As stated earlier, although this finding is weak, any finding of
a source of variance provides useful information.
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Job Performance as a Predictor of Behavioral Intentions

The current study shows that as expected for Hypothesis 23, job performance
influences intention to leave the organization. It is interesting to note that job
performance also significantly influences a FSSP’s intention to switch positions within
the organization (Hypothesis 21). But, probably a more interesting finding is support for
Hypothesis 22 where it is found that FSSP holding intentions to switch positions within
the organization may also hold intentions to leave the organization and vice versa ( r =
273, p <.05). This phenomenon could mean that a FSSP switching positions may also be
waiting for something better to become available outside the organization. Switching
behavior may add additional cost to the organization in the form of training costs for the
FSSP’s new position within the organization, for someone to fill the position he or she
left behind, and then to fill another position vacated by the same FSSP when leaving the
organization after temporarily switching positions within the organization. Maybe even
more important is the cost of switching or leaving intentions to the customer. Customers
seeking social services, voluntarily or involuntarily, are expected to reveal personally
sensitive information with FSSP. Changing FSSP requires the customer to reveal often
highly personal information to a new FSSP. If the customer is uncomfortable in
confiding personal information to the new FSSP, he or she may be reluctant to work with
the new FSSP and/or could leave the organization from which they are seeking help,

possibly foregoing or postponing much needed assistance (Andreasen, 1995).
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Implications for Researchers and Practitioners

Although in any particular job several sources of job stress may be present, the
cumulative influence of job stress cannot be ignored. Typically, however, the ability to
reduce the influence of any of these sources is not under the direct control of most FSSP.
If FSSP’s job stress from these sources is to be reduced, management must examine each
source individually, as well as collectively. In many cases, where several different
government regulatory bodies dictate organizational behavior, role ambiguity, role
conflict, and role overload, it may be difficult for even management to reduce or
eliminate job stress. Thus, it may be necessary for management to provide assistance in
coping with these sources of job stress.

With an anticipated increase in service-oriented employment opportunities in the
U.S. of 5.1 million between 2000 and 2010, and with over half of those jobs being within
the health, business, and social services industries (Hecker, 2001), focusing on the critical
issues underlying customers’ perceptions of service providers, such as service encounter
performance, has gained renew interest among researchers (Chenet, Tynan, & Money,
1999). Based on the findings in this study that one form of self-management of
emotionally-based display behavior (i.e., emotional labor) increases job stress while
another (i.e., emotional intelligence) reduces the influence of emotional labor on job
stress, self-management of emotionally-based display behavior should be of particular
interest to FSSP and management of social service organizations, especially in cases
where FSSP are entrusted to make life and death decisions at the service encounter such
as those dealing with abused and neglected children. Although implementing
emotionally-based behavior display rules has been proposed to bring consistency to the
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service encounter (Morris & Feldman, 1996), the current findings bring in to question the
value of such a decision. For example, this study indicates that in an attempt to bring
consistency to the service encounter, using a strategy involving implementation of
emotionally-based display rules for FSSP increases job stress. Job stress is shown to
reduce the effectiveness of FSSP by increasing physical consequences and emotional
exhaustion for which the influence of engaging in emotion-focused coping is minimally
effective. Additionally, job stress decreases the effectiveness of FSSP by negatively
influencing overall job satisfaction, attitude toward the job, and overall organizational
commitment for which emotion-focused coping has no effectiveness. Therefore,
implementing strategies such as alignment of all subsystems (i.e., human resource
management, operations, marketing, etc.) in an attempt to foster a service focus
consistent with customer expectations is expected to reduce job stress, as well as the
influence of job stress on emotional exhaustion, physical consequences, overall job
satisfaction, attitude toward the job, and overall organizational commitment. Findings of
the current study indicate that emotional exhaustion, physical consequences, overall job
satisfaction, attitude toward the job, and overall organizational commitment influence job
performance. Thus, by reducing the influence from various sources of job stress, the
influence of job stress on the above outcome variables also improves job performance
(i.e., service quality, reliability, and responsiveness). These findings advance knowledge
of marketing for the service sector by examining issues of value creation in the service
delivery encounter. Because both employees and customers are involved in creating
value in a service encounter, organizations cannot afford to mistreat either. The

institution of strategies that increase job stress, thereby negatively influencing the FSSP
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and his or her service delivery, negatively impacts both the value and the reputation of
the firm (McAlexander et al., 1994). However, through the reduction of job stress,
service firms may augment their care services adding value to the firm.

The current study takes a fresh look at job stress and emotionally-based display
behavior and provides insights for researchers and practitioners as to the role of emotions
(i.e., emotional intelligence, emotional exhaustion, emotion-focused coping, and
emotional labor) in relationship to job stress. The study also offers new findings that are
exploratory in nature and are anticipated to evoke future research. For example, the
finding of no mediating influence of job autonomy between perceived customer demands
and job stress. Findings of the study also reveal the possibility for examining
relationships in this study across other organizational and job types in both the not-for-

profit service sector and the commercial sector.

Limitations of the Study

When considering the interpretation of this study, certain limitations should be
considered. The study relies on subjective self-report measures that may reflect response
bias. However, steps taken during data collection to reduce response bias were
anticipated to enhance generalizability. For example, item reversals were dispersed
throughout the study, respondents were guaranteed anonymity, and responses are mailed
back directly to the researcher in an attempt to reduce social responding. Another
concern should be kept in mind. There may be subtle artifacts due to sampling bias. A
large portion of the sample came from the National Association of Social Workers-FL

which consists predominately of professional FSSP, and therefore, may not adequately
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represent the non-professional FSSP population thereby limiting generalizability.
Readers should also note that several significant relationships reported in this study are
relatively weak. This suggests that some statistically significant relationships may have
minimal practical significance and warrant further empirical study such as the
relationship between the selected outcome constructs and job performance. For example,
the relationship between emotional exhaustion (coefficient -.113, t-3.646, p =.024) and

job performance warrants further investigation.

Contributions of the Research

For more than 20 years, job stress in the U.S. has continued to increase
significantly (Princeton Survey Research Association, 1997). Sources of job stress and
reactions to job stress have empirically been shown to vary across types of employment
and job levels (Narayanan et al., 1999). This study makes a significant contribution to
the services literature by examining the antecedents and consequences of job stress in the
not-for-profit social services sector focusing on self-management of emotionally-based
display behavior. To date, the relationship of emotionally-based display behavior to job
stress has received little empirical investigation in the not-for-profit sector. Therefore,
this study makes a contribution by conceptualizing, empirically examining, and
evaluating the influence of three types of self-management of emotionally-based
behaviors (i.e., emotional labor, emotional intelligence, and emotion-focused coping) on
job stress. In addition, findings of the current study provide insights for other similar
service encounters where imposed emotionally-based behavior display rules are

employed in an attempt to bring consistency to service encounter performance.
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Contributions come from conceptualizing and empirically investigating the previously
unexamined direct influence of emotional intelligence on emotion-focused coping and the
mediating influence of emotional intelligence between emotional labor and job stress.
Emotion-focused coping is also conceptualized and empirically examined as to its

mediating influence between job stress and selected outcome constructs.

Scale Measurement and Methodology Contributions

A significant contribution of the current study comes from scale development.
Specifically, this study makes an important contribution by developing and assessing new
scales for ten constructs (i.e., attitude toward the job, emotional intelligence, emotional
labor, emotion-focused coping, intention to switch positions within the organization,
intention to leave the organization, overall job satisfaction, perceived customer demands,
physical consequences, and role overload) as well as adapting and psychometrically
testing existing scales for seven constructs (i.e., role ambiguity, role conflict, job
autonomy, job stress, emotional exhaustion, job performance, and overall organizational
commitment). All scales in the study demonstrate reliability and construct validity (i.e.,
convergent and discriminant). Therefore, the development of reliable (.806 to .932) and
valid (i.e., construct) scales, where such scales did not exist, is considered a significant
contribution to services research. See the “Development and Assessment of New Scale
Measurements” section above beginning on page 176 for a detailed discussion of ten new
scales developed and tested as part of this study. Although these scales are developed
and tested in the social service sector, they present high reliabilities and construct validity

and, therefore, could be applied in a non-social service environment service sector.
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Theoretical Contributions

Contributions to theory are also an important part of this study. Findings of this
study offer several important theoretical contributions for the not-for-profit service area.
Affective event theory (AET) purports that events in the workplace generate emotional
reactions (Weiss & Cropanzano, 1996). The current study contributes by examining
constructs at various levels of AET. The study presents findings of relationships for
constructs at three of the five levels of AET: between person (i.e., emotional
intelligence), interpersonal interactions (i.e., emotional labor and emotion-focused
coping), and within-person (i.e., emotional exhaustion). The current study also presents
findings across levels of AET for a previously untested mediating relationship of
emotional intelligence between emotional labor and job stress of FSSP. The current
study extends AET by finding statistically significant relationships across the between
person (i.e., emotional intelligence) and interpersonal interactions (i.e., emotional labor
and emotion-focused coping) levels of AET, as well as relationships across the
interpersonal interactions and within-person levels of AET.

This study contributes to role theory by offering findings from an empirical
examination of the previously untested influence of perceived customer demands as a
source of job stress and the proposed mediating relationship of job autonomy between
perceived customer demands and job stress. Making the connection between perceived
customer demands and job stress, as well as emotional labor and job stress, is important
to role theory. The finding that perceived customer demands and emotional labor are
additional sources of job stress for FSSP provides another link between the FSSP and
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organizational level of research and scientific inquiry by providing clarity to the
summation of the mechanism through which systems confront their members as

individuals, as well as building blocks of the social system (Kahn et al., 1964).

Managerial Contributions

The current study offers management a better understanding of a complex issue,
job stress, by examining two new sources of job stress (i.e., perceived customer demands
and emotional labor) through the eyes of FSSP. In addition, this is the first study in the
not-for-profit services area that investigates the mediating influence of job autonomy
between perceived customer demands and job stress and the mediating influence of
emotional intelligence between emotional labor and job stress. It is also the first such
study to examine the mediating effects of emotion-focused coping on the relationship
between job stress and five selected outcome constructs. Even though findings of the
study did not demonstrate that job autonomy mediates between perceived customer
demands and job stress, findings of the study show that job autonomy by itself reduces
job stress for FSSP (coefficient = -.378, t=-9.579, p=.0001). The current study also
demonstrates that emotional intelligence reduces job stress coming from emotional labor
and that engaging in emotion-focused coping frequently has no effect in reducing job
stress. The study also shows that the mediating influence of engaging in emotion-focused
coping is limited to having an influence between job stress and two outcomes (i.e.,
overall organizational commitment and physical consequence).

Many organizations have come to realize that consistency at the service encounter
is important (Hochschild, 1983). Intuitively, unregulated job stress during a social
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service delivery encounter can be counterproductive for all the participants. Therefore,
the service encounter is no place for FSSP to demonstrate inappropriate emotionally-
based behavior. FSSP are in close and constant proximity to customers who often are
unwilling or reluctant to seek professional help in making needed behavioral changes.
Customers of social service providers often are angry or frustrated and tend to make
unreasonable demands on FSSP (Kotler et al., 2002). The current study provides insights
into the consequences of bringing consistency to the service encounter by controlling the
FSSP’s emotionally-based display behavior through instituting adherence to emotionally-
based display behavior rules. FSSPs’ job performance at the service encounter may be
the only surrogate indicator for service quality in an organization where credence
attributes are high (Shostack, 1977). Therefore, since job stress (i.e., role ambiguity -
.31 and role conflict B-.14) is shown to have a direct inverse relationship on job
performance (Singh, 2000), poor job performance may indicate poor service quality.
Because social service customers are expected to trust FSSP with something as important
as a behavior change, job performance is an important indicator of service quality. In the
current study, role ambiguity, role conflict, role overload, perceived customer demands,
and emotional labor are all sources of job stress (p <.01). Therefore, by adding to the
FSSP’s job stress, emotional labor can be expected to negatively influence job
performance and may reduce the customer’s perception of service quality (Singh et al.,
1994). Unlike other sources of job stress such as role ambiguity, role conflict, and role
overload for which it may be difficult for management to reduce their influence on job
stress in a bureaucratically laden organization such as many social service organizations,

job stress from adherence to or avoidance of organizationally sanctioned emotionally-
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based behavior display rules (i.e., emotional labor) may be reduced by not instituting or
sanctioning emotionally-based behavior display rules.

Some previous research suggests that role ambiguity, role conflict, and role
overload are not significant sources of job stress (Lord, 1996; Narayanan et al., 1999).
However, the researcher’s contention that these are sources of job stress relevant for
FSSP is supported in the findings of the current study. Therefore, attention to these
sources of job stress should be addressed by the management of FSSP. For example, it
may be possible for management to reduce job stress from role ambiguity by defining
more explicitly what is expected of FSSP on the job. However, it is unlikely that job
stress will ever be totally eliminated for FSSP. It is well known that much of the
influence of job stress is under the direct control of management and not of the FSSP.
Where job stress cannot be eliminated or reduced, the research suggests that management
may find that implementing intervention programs (i.e., supportive behavior that provides
FSSP with information to help him or her cope with job stress) to be effective (Goolsby,
1992). However, the current study shows that merely attempting to escape the influences
of job stress through emotion-focused coping is not very productive overall. With this
finding in mind, development of intervention providing social support programs (i.e.,
emotional support) for FSSP may not be the solution. It is, however, apparent from the
study that emotional intelligence is effective in circumventing the influence of job stress
created by emotional labor. In light of this finding, it is suggested that management
approach a decision to institute emotionally-based behavior display rules carefully,
weighing the benefits of consistency at the service encounter to the influence of job stress

caused by emotional labor on outcomes such as physical consequences, emotional
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exhaustion, attitude toward the job, overall organizational commitment, and overall job
satisfaction. Sales force, customer service representatives, retail store managers, and
many others must demonstrate self-control, conscientiousness, empathy, and service
orientation (Goleman, 2000). In these and other jobs where a strong customer orientation
is crucial, emotional intelligence is an essential ingredient for a successful service
encounter and the cost to the employee (i.e., emotional exhaustion and physical
consequences) and to the organization (i.e., negative influence of job stress on attitude
toward the job, overall organizational commitment, overall job satisfaction) from sources
of stress such as emotional labor may outweigh the benefit of consistency at the service
encounter (Goleman, 2000). Emotional intelligence is an FSSP’s learned ability to self-
monitor his/her own emotions and the feelings and emotions of customers resulting in
useful information for guiding his or her own thinking and actions (Salovey & Mayer,
1990). Therefore, alternatives to imposing emotionally-based behavior display rules are
to test the emotional intelligence of potential new hires, hire FSSP that meet the
organization’s standards of emotional intelligence, and/or offer training programs aimed
at increasing the FSSP’s emotional intelligence. Certainly selection of adaptable,
emotionally aware, optimistic, and socially skilled individuals has potential benefits
(Zeidner, Matthews, & Roberts, 2004). Thus, testing potential new hires for emotional
intelligence ability and providing training sessions to increase employees’ emotional
competencies must focus on the qualities most important for the job and on how these
qualities will influence the organization in the short and long run. It has also been

suggested that creating an encouraging and supportive environment for intervention,
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modeling desired skills, and providing ongoing emotional support to be effective in
increasing emotional intelligence levels of employees (Cherniss & Goleman, 2001).

It is also apparent from the findings of this study that many FSSP are highly
educated and highly trained. A natural assumption here is that as human capital, good
FSSP are a valuable asset to the organization. It is in the interest of the organization to
keep good FSSP. We know from previous research that intentions play a central role in
turnover models (Johnston & Futrell, 1989; Lee & Mowday, 1987; Sager et al., 1989;
Sager & Menon, 1994) and should not be ignored by management. Findings from the
current study offer valuable managerial insights that previously had not been
demonstrated empirically such as the relationship between job performance and intention
to switch positions and the positive interrelationship between intentions to switch

positions within the organization and intentions to leave the organization.

Directions for Future Research

This study provides many avenues for future research in both the not-for-profit
service area and the commercial sector. Based on statistically significant, although
sometimes weak relationships between constructs in the study, future research of
relationships is warranted. For example, the relationship between perceived customer
demands and job stress is exploratory in nature and should be considered a first step in
investigating the relationship. Due to the nature of the FSSP’s job (e.g., social service
providers) in the current study, FSSP’s sensitivity to what constitutes customer demands
may be another contributor to the weak relationship between perceived customer

demands and job stress. Further research of the relationship of perceived customer
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demands and job stress across other job types is suggested such as frontline service
providers in health services and law enforcement.

A central focus of this study is to gain a better understanding of the role of self-
management of emotionally-based display behavior (i.e., emotional intelligence,
emotional labor, emotion-focused coping, and emotional exhaustion). The relationships
found in the current study involving self-management of emotionally-based display
behavior show promise in clarifying the role of self-management of emotionally-based
display behavior in a social service organization. An example is the finding that the
direct effect of emotional labor on job stress (coefficient = .443,t=7.928, p =.0001) is
reduced significantly (coefficient = .304, t = 7.563, p = .0001) when the mediating effect
of emotional intelligence is present. Results of this study involving the influence of
emotionally-based display behaviors for FSSP should be examined for generalizability
across other service industries.

It is also apparent from the findings of the study that valuable pieces of the job
stress puzzle are still missing. Many FSSP deal with clients in varying locations and are
away from the home office a great deal of the time opening up the possibility that
workplace isolation may be a potential source of job stress worthy of investigation in the
not-for-profit service area. According to FSSP interviewed in the current study, they
work many long hours (e.g., Gruskin, 2003) and are often on call weekends and nights.
Therefore, work-family conflict may be a potential source of job stress for FSSP worthy
of investigation.

Future studies should also be conducted focusing explicitly on the relationship

between emotional labor and job stress. If future findings support that emotional labor
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increases job stress, which is shown to have negative consequences for both the
emotional (i.e., increased emotional exhaustion) and physical (i.e., increased physical
consequences) well-being of FSSP, then whether social service organizations as stewards
of the public’s well-being and trust should make such business decisions as imposing
emotionally-based behavior display rules becomes an important consideration.

Because of the large portion of professional FSSP in the current study, a
comparison study of non-professional FSSP should be conducted to determine if
relationships in the study in which emotional intelligence is hypothesized holds across
both types of FSSP. A study could be conducted to study the influence of the emotional
intelligence training programs on FSSPs’ emotional intelligence. The impact of the
programs isolated and causal inference could be made as to the value of such programs in
increasing FSSPs’ emotional intelligence.

Additionally, it is recognized that not all frontline service personnel in not-for-
profit organizations are social service providers. Therefore, it would be interesting to
examine the relationships found in this study across other not-for-profit organizations
which have previously been identified as stressful in nature (i.e., health services and law
enforcement), but for which frontline service personnel are not primarily social service
providers. In law enforcement, the core service is providing protection for the public.
Police officers may also provide a supplemental service that adds value to the service
encounter by counseling victims of crime. Health service providers provide social
support as a supplemental service, yet the primary function of his or her job is providing
health care. In both cases, job stress has previously been shown to be high and self-

management of emotionally-based display behavior is vital to the FSSP’s safety as well
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as to the successful service encounter (Hecker, 2001; Princeton Survey Research
Association, 1997; Goleman 2000).

Attitude toward the job and physical consequences have not been examined prior
to the current study as to their relationship with the other outcome constructs selected for
this study. Although the current study demonstrates directionality (i.e., negative versus
positive relationships) of interrelationships between outcome constructs, it did not
examine causality. In other words, do attitude toward the job or physical consequences
act as antecedents to other outcome constructs or to each other? Such insights as to
whether physical consequences decrease attitude toward the job, overall organizational
commitment, etc., or if attitude toward the job increases or decreases physical
consequences could aid management in assigning valuable, and often scarce, financial
resources where they are of the greatest benefit when attempting to increase job

performance and reduce turnover.

Concluding Comments

This research endeavor allows for a greater understanding of the complexity that
job stress places not only on FSSP’s job performance, but also on FSSP’s desire to switch
positions within the organization or to leave the organization. By taking a global look at
the antecedents and consequences of job stress from the FSSP’s prospective, it is the
researcher’s belief that the study provides a clearer picture of the job stress process for
FSSP. Findings of the study show that there are at least five constructs that impact job
stress (i.e., role ambiguity, role conflict, role overload, perceived customer demands, and

emotional labor), but it is also evident that other sources of job stress exist that still need
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to be investigated. Finally, it is also known that job autonomy reduces job stress, but not
job stress coming from perceived customer demands. Also, the mediating influence of
emotional intelligence demonstrates its value in reducing job stress. A global look shows
that emotion-focused coping frequency of use and effectiveness of use have limited
application in reducing job stress coming from the five sources of job stress on the five
outcome constructs (i.e., attitude toward the job, physical consequences, overall
organizational commitment, overall job satisfaction, and emotional exhaustion) examined
in this study. It is also apparent that the influence of these five outcomes constructs
impact job performance and that job performance impacts intentions to switch and to
leave the organization. And, finally, it is shown that these intentions are correlated.
Without taking a holistic approach in empirically examining these relationships, it is
unlikely that vital relationships in the progression from antecedents of job stress to final
outcomes would not have painted as clear a picture as is offered through this holistic
approach.

It is hoped that findings of this research endeavor will create interest among other
researchers to study this important research subject. It is believed that understanding
coming from this research is relevant for specific marketing-oriented situations such as

customer call centers and sales force management.
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Appendix A — Pilot Study Survey

To what extent do you think each of the following factors

< «
influences how you react toward your job? = =
r E
Circle one number ONLY for each of the following. S 3 53
7 =]
1 Trying to maintain a positive attitude toward 1 ) 4 6 7
customers
2. Being enthusiastic about your job 1 2 4 6 7
3. Perceiving your job as pleasant 1 2 4 6 7
4. Finding the job interesting 1 2 4 6 7
5. Getting the feedback from your boss that you expect 1 2 4 6 7
6. Communication with the boss 1 2 4 6 7
7. Overall working conditions 1 2 4 6 7
8. Morale (in other words is the job uplifting or dismal) | 2 4 6 7
Is there something else that should be included?
To what extent do you think each of the following factors « -
represents your ability to perceive emotions in others as well 5 >
D
as yourself? % E «é E
, ) 33 53
Circle one number ONLY for each of the following. 7 = A=
1. Recognizing emotions present in a particular situation 1 2 4 6 7
2. Figuring out the reasons behind different emotions 1 2 4 6 7
3. Differentiating between the emotions you experience 1 2 4 6 7
4. Thinking about the emotions behind your actions 1 2 4 6 7
5. Awareness of how your feelings affect you 1 2 4 6 7
6. Acknowledging feelings of others at work 1 2 4 6 7
7 Examining the feelings, thoughts, and actions of | 2 4 6 7
others
Attempting to understand why other people feel the
8. 1 2 4 6 7
way they do
9. Observing how others react to you in an effort to 1 ) 4 6 7

understand your own behavior

Is there something else that should be included?
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Appendix A (Continued)

To what extent do you think each of the following statements

reflects your ability to manage your emotions as well as é g
others’ emotions? s, 2 .
< S = S
. . 5 & S 3
Circle one number ONLY for each of the following. 7 = A=
1 th:n frustrated or angry you consider options 1 ) 3 4 5 6 7
available
2. Composure even when feeling angry 1 2 3 4 5 6 7
3. Expecting that you will succeed for most endeavors he 1 ) 3 4 5 6 7
or she takes on
4. Reacting to challenges 1 2 3 4 5 6 7
5. Failing or succeeding to control your emotions 1 2 3 4 5 6 7
6. Seeking out uplifting activities 1 2 3 4 5 6 7
7. Arranging event that others enjoy 1 2 3 4 5 6 7
8. Helping others feel better when they are down 1 2 3 4 5 6 7
9. Handling conflict 1 2 3 4 5 6 7
10. Involving yourself in other peoples’ problems 1 2 3 4 5 6 7
Is there something else that should be included?
To what extent do you think each of the following factors < =
reflects whether or not you must adhere to specific or z =
implied rules on the job when displaying your emotions? - ‘E 5
32 532
Circle one number ONLY for each of the following. 7 = SR
1 Yog believe that you must hold back your true 1 ) 3 4 5 6 7
feelings
7 You must pretend to have emotions that you don’t 1 ) 3 4 5 6 7
really have
3 The.re is an expectation that you will hide your true | ) 3 4 5 6 7
feelings about a situation
There is the expectation that you must make an effort
4. to actually feel an emotion that management believes 1 2 3 4 5 6 7
you should feel
There is the expectation that you will try to actually
5. . . 1 2 3 4 5 6 7
experience an emotion that you are supposed to show
6. There is the expectation that you will really try to feel 1 2 3 4 5 6 7

emotions that are deemed part of your job

Is there something else that should be included?
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Appendix A (Continued)

To what extent do you think each of the following factors

requires some degree of effort on your part to display

emotions deemed appropriate on the job?

Circle one number ONLY for each of the following.

1. Faking emotions you show the customer

when helping customers

3. Conjuring up feelings you need to show the customer

must express to customers

S. . N .
an image the organization desires

Talking yourself out of feeling what you really feel

Changing your actual feelings to match the feeling you

Attempting to create emotions in yourself that present

Not At All A

Factor

Definitely a
Factor

-

Is there something else that should be included?

To what extent do you think each of the following factors

reflects ways you cope with job stress?

Circle one number ONLY for each of the following.

1. Turn to hobbies and pastimes

2. Talk to understanding friends

3. Expand interests and activities outside of work

4. Seek social support

Not At All A

Factor

—_—

NSRS REE SRR S}

W W W W

~ B~ B~ b

wnm W D D

AN & & &

Definitely a
Factor

N9 9

Is there something else that should be included?

To what extent do you think each of the following factors

reflects a frontline social service person’s intention of

switching positions within an organization in the next 12

months?

Circle one number ONLY for each of the following.

1. SO
organization

2. Planning to switch positions within the organization

3. Planning to keep your position within the organization

Actively looking for another position within the

Not At All A

Factor

—_

Definitely a
Factor

Is there something else that should be included?
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Appendix A (Continued)

To what extent do you think each of the following factors
reflects a frontline social service person’s intention to leave
their organization in the next 12 months?

Circle one number ONLY for each of the following.

1.
2.
3.

Actively looking for a job with another organization
Planning to switch companies

Planning to stay with your current employer

Not At All A

Factor

- = Definitely a
Factor

Is there something else that should be included?

To what extent do you think each of the following statements
represents whether frontline social service personnel are
satisfied or dissatisfied with their job?

Circle one number ONLY for each of the following.

1.

5.
6.

If given a chance to decide all over again, knowing
what he or she knows now, he or she would take the
job if it were offered

If a friend applies for a job like his or hers with the
same employer, he or she would recommend the job to
him or her

Judging his or her job against his or her ideal job

The measurement of his or her expectations when he
or she took the job against the actual job

All things considered, the level of satisfaction with his
or her current job

His or her general feeling about his or her job

Not At All A

Factor

—

—_

Definitely a
Factor

Is there something else that should be included?

Thinking about customers demands, to what extent do you
think each of the following factors reflects an element of
customer demands?

Circle one number ONLY for each of the following.

1.
2.

6.

Level of overall service expected
Level of service quality expected
Level of service reliability expected

Overall expectations for service

Customers’ expectation that the services offered meets
his or her needs

Expectations of a specific level of service delivery
quality

Not At All A

Factor

Definitely a
Factor

-

|

Is there something else that should be included?
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Appendix A (Continued)

To what extent do you think the following physical problems « =
are consequences of job stress for frontline social service = 2
personnel? - 5 =2 5
5 & ol
Circle one number ONLY for each of the following. 7 = A =
1. Backache 1 2 3 4 5 6 7
2. Skin rash 1 2 3 4 5 6 7
3. Acid indigestion or heart burn 1 2 3 4 5 6 7
4. An infection 1 2 3 4 5 6 7
5. Upset stomach or nausea 1 2 3 4 5 6 7
6. Chest pain 1 2 3 4 5 6 7
7. Constipation 1 2 3 4 5 6 7
8. Diarrhea 1 2 3 4 5 6 7
9. Dizziness 1 2 3 4 5 6 7
10. Eye strain 1 2 3 4 5 6 7
11. Fever 1 2 3 4 5 6 7
12.  Headache 1 2 3 4 5 6 7
13. Heart pounding when not exerting 1 2 3 4 5 6 7
14 Loss of appetite 1 2 3 4 5 6 7
15. Shortness of breath 1 2 3 4 5 6 7
16. Stomach cramps (not menstrual) 1 2 3 4 5 6 7
17. Tiredness or fatigue 1 2 3 4 5 6 7
18. Trouble sleeping 1 2 3 4 5 6 7
Is there something else that should be included?
To what extent do you think each of the following statements < ]
reflect workload for frontline social service personnel? < =1
<5 5
Circle one number ONLY for each of the following. E é ;E é
1. The job requires him or her to work very fast 1 2 3 4 5 6 7
2. The job requires him or her to work very hard 1 2 3 4 5 6 7
3. The job leaves little time to get things done 1 2 3 4 5 6 7
4. The job requires a great deal of work to be done 1 2 3 4 5 6 7
5. The job requires more work than can be done well 1 2 3 4 5 6 7

Is there something else that should be included?
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Appendix A (Continued)

To what extent do you think each of the following statements
creates uncertainty about what frontline social service
personnel are required to do on the job?

Circle one number ONLY for each of the following.

Management’s expectation for interaction with

1.
customers

2. The amount of service to be provided

The behavior expected by management for frontline
social service personnel with customers on the job

4. How to handle customer objections
5. How to handle unusual problems and situations

6. How to deal with customer criticism

7. Which specific strengths to point out to customers

8. Which specific benefits to highlight for customers
9. What actions to take in meeting customers’ needs

10. How to handle non-routine activities on the job

The amount of work frontline social service personnel

= are expected to do

12.  Which cases to give priority

13. How much work you are expected to do

14. How free time should be handled on the job
15. What to do to get a promotion
16. Vulnerability to being terminated

Not knowing what are the critical factors in getting

L promoted

Not At All A

Factor

Definitely a
Factor

-

Is there something else that should be included?
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Appendix A (Continued)

To what extent do you think each of the following statements
represents conflict on the job for frontline social service
personnel?

Circle one number ONLY for each of the following.

Having to do things that he or she believes should be

I done differently

The need to break company policy rules to carry out
an assignment

3. Having to work on unnecessary things

Perceiving requests as incompatible from one or more

people
5 Doing what will be accepted by one person but not by
" another
6 Working with two or more groups who operate very
© differently
7 Receiving assignments without the manpower to
* complete them
] Receiving assignments without adequate resources
" and materials to complete them
9 Receiving assignments without being adequately

trained

Not At All A

Factor

Definitely a
Factor

Is there something else that should be included?

To what extent do you think each of the following factors
impacts the way you do your job?

Circle one number ONLY for each of the following.

Ability to decide how to go about doing his or her
work

Ability use his or her personal initiative or judgment
in carrying out his or her job

Opportunity for independence and freedom on how to
do the job

Not At All A

Factor

—_

Definitely a
Factor

Is there something else that should be included?
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Appendix A (Continued)

To what extent do you think each of the following factors
make up job stress anxiety for frontline social service
personnel?

Circle one number ONLY for each of the following.

1.

5.

Feeling fidgety or nervous as a result of the job

The job gets to him or her more than it should

On the job there are a lot of things that drive him or
her right up a wall

Thinking about the job creates a tight feeling in his or
her chest

He or she feels guilty when taking time off from work

Not At All A

Factor

—

Definitely a
Factor

3

Is there something else that should be included?

To what extent do you think each of the following factors
represents time pressure job stress for frontline social
service personnel?

Circle one number ONLY for each of the following.

1.

2.

3.

4.

5.

Too much work to do and too little time to do it

Burnout caused by excessive job demands

Dreading the telephone ringing at home because the
call might be job-related

The feeling that he or she never has a day off

Feeling that he or she is married to the job

Not At All A

Factor

—_—

Definitely a
Factor

~N 3

Is there something else that should be included?
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Appendix A (Continued)

To what extent do you think each of the following factors
represent an element of job performance for frontline social
service personnel?

Circle one number ONLY for each of the following.

Taking the initiative to help your customers even

I when it is not part of your responsibility

) Taking the time to help your customers at the expense
" of not meeting daily productivity goals

3 Overall, developing customer trust and confidence in
" your service

4 Responding in a timely manner to customer requests
" despite your busy schedule

5 Consistency in following up on promises made to your
" customers

6 Consistency in providing prompt service to all of your
" customers

7 Consistency in resolving customer concerns the first
© time

% Consistency in demonstrating emotionally-based
" behavior deemed appropriate by the company

9 Providing accurate or correct information to the

customer

Even thought it is not your responsibility, making sure
10. other departments follow through with your
customers’ requests

Telling the customer the straight facts instead of

i telling them what they want to hear

12 Overall performing your job dependably and
* accurately

13 Servicing the account with the customer’s best interest
*  in mind

14 Listening attentively to identify and understand the
" concerns of customers

15 Working out solutions to each customers’ questions or
" concerns

16 Overall, providing individualized attention to each

customer’s concerns

Not At All A

Factor

Definitely a
Factor

-

Is there something else that should be included?
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Appendix B — Personal Interview Sample Questions For Key Constructs

Qualify Questions

How many year have you worked in the social service field?
What is your job title?

What are the job responsibilities for someone in your position?
Do you experience stress from you job?

Construct of Interest General Question

Job Stress What do you feel is the most significant
cause of job stress for you?

What changes are needed to reduce your
job stress?

Emotionally-Based Behavior Are you required to display emotions on
the job that you do not feel?

If so, how does faking emotions on the job
make you feel?

Perceived Customer Demands In what ways do you believe that
customers’ wants and needs are similar or
different from what management believes
the customer wants or needs?

If there is one thing you could change
about handling customer demands, what
would it be?

Job Autonomy When it comes to making decisions on the
job, how much freedom do you have?
What would make your decision making
process easier?
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Appendix C: Pilot Study — Inter-Item Correlations

Perceived Customer Demands

Indicator Item PCD1 PCD2 PCD3 PCD4 PCD5 PCD6

1. Level of overall service expected 1.000
2. Level of service quality expected 776 1.000
3. Level of service reliability expected 784 .887 1.000
4. Opverall expectations for service 811 .861 .834 1.000
5. C.ustomers’ expectation that the services offered meets 634 608 630 605 1.000

his or her needs
6. Expe'ctatlons of specific level of service delivery 716 678 793 684 642 1.000

quality
Significant at <0.01 level (2-tailed)

Role Ambiguity
Indicator Item RA1 RA2 RA3 RA4 RA5 RA7 RA8 RA9 RAI11 RAI12 RAI13
1. Management’s expectation for interaction
} 1.000

with customers
2. The amount of service to be provided 122 1.000
3. The behavior expected by management for

frontline social service personnel with 672 546  1.000

customers on the job
4. How to handle customer objections .550 457 673 1.000
5 How Fo handle unusual problems and 402 409 613 696  1.000

situations
7. Which specific strengths to point out to 480 490 607 591 536 1.000

customers
8. Which specific benefit to highlight for 519 471 655 538 529 880  1.000

customers
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Appendix C (Continued)

Indicator Item RA1 RA2 RA3 RA4 RA5 RA7 RA8 RA9 RAI1l RAI12 RAI3

g ngts actions to take in meeting customer 672 617 723 577 541 671 727 1.000
11. The amount of work frontline social service 481 608 540 586 583 59] 484 584 1.000

personnel are expected to do
12. Which cases to give priority 375 450 734 559 594 550 613 683 558  1.000
13. How much work you are expect to do 488 644 569 529 485 446 492 616 728  .594  1.000
Significant at <0.01 level (2-tailed)

Role Conflict
Indicator Item RC1 RC2 RD3 RD4 RC5 RD6 RD7 RCS8 RC9

1. Having to do things that he or she believes 1.000

should be done differently '
2. The need to bregk company policy rules to 612 1.000

carry out an assignment
3. Having to work on unnecessary things 535 629 1.000
4. Perceiving requests as incompatible from one 854 619 739 1.000

or more people
5. Doing what will be accepted by one person 629 577 583 655 1.000

but not by another
6. Working with .two or more groups who 01 598 669 674 715 1.000

operate very differently
7. Receiving assignments without the 484 586 539 550 679 745 1.000

manpower to complete them
8. Receiving assignments without adequate 476 522 540 544 634 693 .840  1.000

resources and materials to complete them
9. Receiving assignments without being 597 540 628 539 582 583 588 677 1.000

adequately trained

Significant at <0.01 level (2-tailed)
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Appendix C (Continued)

Role Overload
Indicator Item RO1 RO2 RO3 RO4 ROS
1. The job requires him or her to work very fast 1.000
2. The job requires him or her to work very hard 702 1.000
3. The job leaves little time to get things done .629 .601 1.000
4. The job requires a great deal of work to be done 464 591 .645 1.000
5. The job requires more work than can be done well
511 .360 .663 531 1.000
Significant at <0.01 level (2-tailed)
Emotional Labor Display
Indicator Item ELD2 ELD3 ELD4  ELDS5S ELD6
2. You must pretend to have emotions that you don’t
1.000
really have
3. The‘re is an expectation that you will hide your true 729 1.000
feelings about a situation
4. There is the expectation that you must make an effort
to actually feel an emotion that management believes .536 .619 1.000
you should feel
5. There. is the expectgtlon that you will try to actually 461 541 903 1.000
experience an emotion that you are supposed to show
6. There is the expectation that you will really try to feel 441 500 636 639 1.000

emotions that are deemed part of your job

Significant at <0.01 level (2-tailed)
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Appendix C (Continued)

Emotional Labor Effort
Indicator Item ELE2 ELE3 ELE4 ELES ELE6
1. Faking emotions you show the customer 1.000
2. Talking yourself out of feeling what you really feel
. .654 1.000
when helping customers
3. Conjuring up feelings you need to show the customer 742 .638 1.000
4. Changing your actual feelings to match the feeling 544 496 755 1.000
you must express to customers
5. Attempting to create emotions in yourself that present
366 488 574 725 1.000

an image the company desires

Significant at <0.01 level (2-tailed)

Job Autonomy

Indicator Item JA1 JA2 JA3
1. Ability to decide how to go about doing his or her 1.000
work ’
2. Ability to use his or her personal initiative or
. . ) . . .865 1.000
judgment in carrying out his or her job
3. Opportunity for independence and freedom on how to 660 765 1.000

do the job

Significant at <0.01 level (2-tailed)
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Appendix C (Continued)

Emotional Intelligence — Perception

Indicator Item EIP1 EIP2 EIP3 EIP4 EIPS EIP6 EIP7 EIP8 EIP9
P1. Recognizing emotions present in a particular situation 1.000
P2. Figuring out the reason behind different emotions .596 1.000
P3. Differentiating between the emotions you experience .634 .582 1.000
P4. Thinking about the emotions behind your actions .634 523 786 1.000
P5. Awareness of how your feelings affect you .639 .501 713 768 1.000
P6. Acknowledging feelings of other at work .593 422 .559 .636 757 - 1.000
P7. Examining the feelings, thoughts, and actions of others .661 .654 .692 .667 .538 521 1.000
P8. Attempting to understand why other people feel the way they do .534 585 .530 541 .558 .583 682 1.000
P9. Observing how others react to you in an effort to understand your 550 554 554 577 624 706 682 715 1.000

own behavior
Significant at <0.01 level (2-tailed)
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Appendix C (Continued)
Emotional Intelligence — Management

Indicator Item EIM2 EIM3 EIM4 EIM5 EIM6 EIM9
M2. Composure even when feeling angry 1.000
Ma. f;(pecting that you will succeed in most endeavors you take 373 1.000
M4. Reacting to challenges 326 .600 1.000
MS. Failing or succeeding to control your emotions 402 .559 421 1.000
M6. Seeking out uplifting activities 341 400 449 248 1.000
M9. Handling conflict 344 .360 349 382 329 1.000

Significant at <0.01 level (2-tailed)
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Appendix C (Continued)
Emotion-Focused Coping

Indicator Item EFC1 EFC2 EFC3 EFC4
1. Turn to hobbies and pastimes 1.000
2. Talk to understanding friends 499 1.000
3. Expand interests and activities outside of work 779 465 1.000
4. Seeck social support 363 .645 439 1.000
Significant at <0.01 level (2-tailed)
Job Stress
Indicator Item JSA1 JSA2 JSA3 JSA4 JSA5 JSTP1 JSTP2 JSTP3 JSTP5

Al. Feeling fidgety or nervous as a result of the job 1.000
A2. The job gets to him or her more than it should 782 1.000
A 3. On the !ob there are a lot of thing that drive him 614 785 1.000

or her right up a wall
A4, Thmklng about the job creates a tight feeling in 508 671 708 1.000

his or her chest
AS. He or she feels guilty when taking time off from 538 511 383 574 1.000

work
TI. Too much work to do and too little time to do it 492 .583 526 530 .504 1.000
T2. Burnout caused by excessive job demands 498 577 .605 496 441 .809 1.000
T3. Dreading Fhe telephone ringing at home because 433 591 496 580 387 308 502 1.000

the call might be job-related
TS. Feeling that he or she is married to the job .558 .608 .558 .674 538 .568 .540 .675 1.000

Significant at <0.01 level (2-tailed)
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Appendix C (Continued)
Physical Consequences

Indicator Item PC3 PCé6 PC7 PC8 PC12 PCi13 PCi4 PC15 PCl6 PC18
3. Acid indigestion or heart burn 1.000
6. Chest pain .625 1.000
7. Constipation 433 S15 1.000
8. Diarrhea 441 .648 .667 1.000
12. Headache 525 .660 429 423 1.000
13. Heart pounding when not exerting 516 .827 .540 .616 .581 1.000
14. Loss of appetite 423 .631 .588 .621 432 .634 1.000
15. Shortness of breath 485 178 .600 .690 412 776 747 1.000
16. Stomach cramps (not menstrual) 542 .671 482 .648 .459 .600 .609 745 1.000
18. Trouble sleeping 511 .633 .366 522 .646 .580 430 .500 547 1.000
Significant at < 0.05 level (2-tailed)
Attitude Toward the Job
Indicator Item ATJ2 ATJ3 ATJ4 ATJS5 ATJ6  ATJ7 ATJS8
2. Being enthusiastic about your job 1.000
3. Perceiving your job as pleasant A471x* 1.000
4. Finding the job interesting 216* A429%* 1.000
5. Getting the feedback from your boss that you 330%%  A5ER% AQA%* 1.000
expect
6. Communication with the boss A466%*  536%* A403%* 127** 1.000
7. Overall working conditions A461**  518** 274* A438**F  558%* 1.000
8. Morale (in other words is the job uplifting or A30%F 639%%  409%* A03FF 4QQEx 700 1.000

dismal)
Significant at < 0.05 level (2-tailed)

*

** Significant at <0.01 level (2-tailed)
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Appendix C (Continued)
Overall Job Satisfaction

Indicator Item 0JS3 0JS4 0JS5 0JS6

3. Judging his or her job against his or her ideal job 1.000
4. The measurement of his or her expectations when 534 1.000

he or she took the job against the actual job ' ’
5. A!l thlpgs considered, t.he level of satisfaction 492 639 1.000

with his or her current job
6. His or her general feeling about his or he job 523 .629 946 1.000
Significant at < 0.05 level (2-tailed)

Job Performance
Indicator Item JP3 JP5 JP11 JP12 JP13 JP14 JP15
3. Overall, developing customer trust and
. . 1.000

confidence in your service
5. Consistency in following up on promises 774 1.000

made to your customers
11. Telling the customer the straight facts instead

of telling them what they want to hear 416 444 1.000
12. Overall performing your job dependably and 592 539 652 1.000

accurately
13. Serv1.cmg the? accpunt with the customer’s 585 607 652 832 1.000

best interest in mind
14. Listening attentively to identify and 464 477 611 809 856 1.000

understand the concerns of the customers
15. Working out solutions to each customers 495 585 612 760 796 777 1.000

questions or concerns
Significant at < 0.05 level (2-tailed)

244



Appendix C (Continued)
Intention to Switch Positions

Indicator Item ITS1 ITS2
1. Actively looking for another position within the 1.000
organizations ’
2. Planmng to switch positions within the 854 1.000
organization

Significant at < 0.05 level (2-tailed)

Intention to Leave

Indicator Item ITL1 ITL2 ITL3
1. Actively looking for a job with another organization 1.000
2. Planning to switch companies .866 1.000
3. Planning to stay with your current employer 467 501 1.000

Significant at < 0.05 level (2-tailed)
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[tem-to-Total Correlation — Scale Development Analysis

Appendix D

Pilot Study

Perceived Customer

Demands (PCD) Role Ambiguity (RA) Role Conflict (RC) Role Overload (RO)
Scale Item-Total Scale Item-Total Scale Item-Total Scale Item-Total
Item Correlation Item Correlation Item Correlation Item Correlation

1 .846 1 .681 1 .664 1 .703
2 .867 2 .684 2 .705 2 .669
3 .883 3 814 3 751 3 792
4 .865 4 730 4 758 4 671
5 .690 5 .682 5 783 5 .617
6 773 7 734 6 785

8 756 7 783

9 827 8 768

11 719 9 729

12 725

13 707
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Appendix D (Continued)

Emotional

Emotional Labor Emotional Labor Job Autonomy (JA)

Display (ELD) Effort (ELE)

Scale | Item-Total Scale | Item-Total Scale Item Item-To.tal

Item | Correlation Item | Correlation Correlation
2 636 1 683 2 814
3 713 2 672 i ggg
4 .829 3 .832 :
5 775 4 765
6 .675 5 .632

. Emotional
Intelligence .
Intelligence
Management Perception (EIP)
(EIM)
Scale | Item-Total Scale | Item-Total
Item | Correlation Item | Correlation
2 438 1 .694
3 454 2 .608
4 460 3 725
5 437 4 .698
6 408 5 712
9 384 6 .696
7 757
8 .633
9 .703

Job Stress Anxiety

Job Stress Time

Emotion-Focused

Attitude Toward

(JSA) Pressure (JSTP) Coping (EFC) the Job (ATJ)

Scale | Item-Total Scale | Item-Total Scale | Item-Total Scale | Item-Total
Item | Correlation Item | Correlation Item | Correlation Item | Correlation

1 719 1 .686 1 .648 2 .508

2 812 2 .699 2 .661 3 .679

3 742 3 .632 3 .670 4 494

4 783 5 761 4 576 5 .654

5 .607 6 732

7 .661

8 .678
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Appendix D (Continued)

Overall Job Coﬁ?gqslllcez:llces Job Performance Intention to Switch
Satisfaction (OJS) (PC) JP) Positions (ISP)
Scale | Item-Total Scale | Item-Total Scale | Item-Total Scale | Item-Total
Item | Correlation Item | Correlation Item | Correlation Item | Correlation

3 591 3 .627 3 .632 1 .854
4 707 6 .862 5 .683 2 .854
5 794 7 .645 11 .665
6 .804 8 744 12 .833

12 .637 13 .883

13 .810 14 .802

14 721 15 .809

15 819

16 751

18 .665

Intention to Leave

(ITL)
Scale | Item-Total
Item | Correlation
1 780
2 814
3 .501
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Appendix E — Pilot Study Summary of Factor Analysis Results

Scale ) S.cale ) Sampling . Original Final

Scale Composite SEM Weighted | SEM | Min. | Max. | Alpha Adequacy Variance Scale Scale

Mean Mean Items Items
PDZE?ZSS ((}i‘és]t)")mer 35.43 723 591 |2t | 2 | 7 | 939 906 77.359 6 6
Role Ambiguity 53.95 1.789 4.50 .149 1 7 937 .868 61.606 17 11
Role Conflict 42.85 1.542 4.76 171 1 7 932 .888 64.883 9 9
Role Overload 28.45 .665 5.69 133 1 7 .860 770 65.719 5 5
Emotional Labor Display 16.09 .827 3.22 165 1 7 .885 77 69.137 6 5
Emotional Labor Effort 17.05 .864 341 173 1 7 .881 778 68.100 5 5
Job Autonomy 16.50 556 5.50 185 1 7 907 .684 84.328 3 3
Emotional Intelligence 87.337 1.262 5.82 .084 1 7 902 873 59.480 19 15
Job Stress 41.33 1.586 4.59 176 1 7 917 .846 61.415 10 9
Emotion- Focused 21.73 589 543 | 147 | 1 7 | 815 650 64.991 4 4

Coping
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Appendix E (Continued)

Scale Scale Samplin Original Final
Scale Composite | SEM | Weighted | SEM | Min. | Max. | Alpha Ade P ;cg Variance Scale Scale
Mean Mean quacy Items Items
Physical 38.15 1.766 | 3.82 177 | 1 7 931 898 61.969 18 10
Consequences
ﬁ)tf)“ude Ll 40.65 725 | 581 | 104 | 3 7 | 858 819 54.894 8 7
Overall Job 257 | 497 | sea | 124 | 2 7 | 862 707 73.117 6 4
Satisfaction
Job Performance 42.57 816 6.08 117 | 2 7 920 886 68.948 16 7
Intention to Switch 8.88 450 | 444 | 225 | 1 7 919 500 92.711 3 2
Positions
Intention to Leave 13.14 620 438 207 | 1 7 829 624 74770 3 3
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Appendix F
Pilot Study Item Indicator Retention

Perceived Customer Demands (Continuous Scale with anchors of: 1 =not at all a factor and 7 = definitely a factor)

Items Mean Std. Dev.  Skewness Ll:::lc(;?;g
1 Level of overall service expected 5.94 1.240 -1.479 0.898
2 Level of service quality expected 5.92 1.304 -1.770 0.918
3 Level of service reliability expected 5.95 1.207 -1.553 0.927
4 Overall expectation for service 5.97 1.202 -1.844 0.915
5 Customers’ expectation that the services offered meets his or her 537 1353 _1.542 0.770
needs
6 Expectations of specific level of service delivery quality 5.78 1.35 -1.556 0.839
Role Ambiguity (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor)
Items Mean Std. Dev.  Skewness Ll:;c(;;:g
1 Management’s expectation for interaction with customers 4.41 1.811 0.047 0.738
2 The amount of service to be provided 4.83 1.836 -0.449 0.739
3 The behavior expect'ed by management fgr frontline social 437 1.885 20158 0.854
service personnel with customers on the job

4 How to handle customer objections 4.27 1.683 -0.070 0.783
5 How to handle unusual problems and situations 4.92 1.675 -0.592 0.741
6 How to deal with customer criticism 4.36 1.762 -0.120 X

7 Which specific strengths to point out to customers 3.92 1.867 -0.023 0.787
8 Which specific benefit to highlight for customers 3.97 1.831 -0.018 0.805
9 What actions to take in meeting customer needs 4.27 1.765 -0.182 0.863
10 How to handle non-routine activities on the job 4.56 1.760 -0.424 X

251



Appendix F (Continued)

Role Ambiguity (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor)

Items Mean Std. Dev.  Skewness Factf)r
Loading
11 The amount of work frontline social service personnel are 519 1.641 20.502 0.770
expected to do
12 Which cases to give priority 4.56 1.913 -0.334 0.781
13 How much work you are expect to do 4.91 1.786 -0.427 0.761
14 How free time should be handled on the job 3.78 2.089 0.190 X
15 What to do to get a promotion 4.09 1.926 -0.084 X
16 Vulnerability to being terminated 3.84 2.185 0.054 X
17 Not knowing what are the critical factors in getting promoted 3.99 2.026 0.025 X
Role Conflict (Continuous Scale with anchors of: 1 =not at all a factor and 7 = definitely a factor)
Items Mean Std. Dev.  Skewness Factf)r
Loading
1 Having to do things that he or she believes should be done 4.86 1.610 -0.686 0.728
differently
) Thc? need to break company policy rules to carry out an 4.17 2138 20.233 0.770
assignment
3 Having to work on unnecessary things 491 1.938 -0.610 0.809
4 Perceiving requests as incompatible from one or more people 4.6 1.830 -0.289 0.815
5 Doing what will be accepted by one person but not by another 4.38 2.053 -0.309 0.837
6 Working with two or more groups who operate very differently 4.63 2.006 -0.528 0.838
7 Receiving assignments without the manpower to complete them 5.08 2.036 -0.849 0.834
8 Receiving assignments without adequate resources and materials 523 2010 20.924 0.821
to complete them
9 Receiving assignments without being adequately trained 4.98 2.114 -0.741 0.789
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Appendix F (Continued)

Role Overload (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor)

Items Mean Std. Dev.  Skewness Factf)r
Loading
1 The job requires him or her to work very fast 5.49 1.643 -1.298 0.818
2 The job requires him or her to work very hard 5.94 1.392 -1.368 0.806
3 The job leaves little time to get things done 5.64 1.564 -1.267 0.878
4 The job requires a great deal of work to be done 6.08 1.150 -1.302 0.796
5 The job requires more work than can be done well 5.30 1.867 -1.076 0.749
Emotional Labor — Display (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor)
Items Mean Std. Dev.  Skewness Factf)r
Loading
1 You believe that you must hold back your true feelings 4.48 1.787 -0.537 X
2 You must pretend to have emotions that you don’t really have 3.24 1.940 0.339 0.747
3 Th.ere i.s an expectation that you will hide your true feelings about 356 1.974 0.104 0.808
a situation
4 There is the §xpectati0n that you must make an effort to actually 205 1.821 0.609 0.913
feel an emotion that management believes you should feel
5 Thert.: is the expectation that you will try to actually experience an 287 1.720 0.614 0.878
emotion that you are supposed to show
6 There is the expectation that you will really try to feel emotions 347 1.807 0.058 0.800

that are deemed part of your job
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Appendix F (Continued)

Emotional Labor — Effort (Continuous Scale with anchors of: 1 =not at all a factor and 7 = definitely a factor)

Items Mean Std. Dev.  Skewness Factf)r
Loading
Faking emotions you show the customer 3.08 1.886 0.515 0.804
Talking yourself out of feeling what you really feel when helping 3.73 1.943 0.122 0.790
customers
Conjuring up feelings you need to show the customer 3.42 1.943 0.195 0.907
Changing your actual feelings to match the feeling you must 342 1.949 0.277 0.858
express to customers
Attempting to create emotions in yourself that present an image 34 2013 0.316 0.758
the company desires
Job Autonomy (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor)
Items Mean Std. Dev.  Skewness Factf)r
Loading
Ability to decide how to go about doing his or her work 5.34 1.864 -1.088 0.919
Abthy to use hls or he'r personal initiative or judgment in 559 1,926 1315 0.958
carrying out his or her job
Opportunity for independence and freedom on how to do the job 5.64 1.821 -1.481 0.876
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Appendix F (Continued)

Emotional Intelligence (Continuous Scale with anchors of: 1 =not at all a factor and 7 = definitely a factor)

Items Mean Std. Dev.  Skewness Llj)tlc(;?rfg
Pl Recognizing emotions present in a particular situation 6.16 1.039 -1.560 0.800
P2 Figuring out the reason behind different emotions 5.76 1.147 -0.844 0.740
P3 Differentiating between the emotions you experience 5.69 1.258 -1.341 0.838
P4 Thinking about the emotions behind your actions 5.81 1.297 -1.234 0.847
P5 Awareness of how your feelings affect you 6.16 1.094 -1.712 0.839
P6 Acknowledging feelings of other at work 5.95 1.217 -1.113 0.789
P7 Examining the feelings, thoughts, and actions of others 5.87 1.196 -1.184 0.838
P8 Attempting to understand why other people feel the way they do 5.93 1.272 -1.411 0.785
P9 Observing how others react to you in an effort to understand your 577 1.262 -1.058 0.815
own behavior
M1 When frustrated or angry you consider options available 5.91 0.903 -0.403 X
M2 Composure even when feeling angry 5.84 1.061 -0.936 0.635
M3 Expecting that you will succeed in most endeavors you take on 5.67 1.202 -1.254 0.809
M4 Reacting to challenges 5.56 1.184 -1.338 0.766
M5 Failing or succeeding to control your emotions 5.41 1.426 -1.105 0.723
Mé Seeking out uplifting activities 5.73 1.212 -1.375 0.639
M7 Arranging events that others enjoy 5.09 1.476 -0.972 X
M8 Helping others feel better when they are down 5.86 1.097 -1.139 X
M9 Handling conflict 6.02 1.106 -1.329 0.634
M10 Involving yourself in other peoples’ problems 4.66 1.649 -0.472 X
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Appendix F (Continued)

Emotion-Focused Coping (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor)

Items Mean Std. Dev.  Skewness Factf)r
Loading
1 Turn to hobbies and pastimes 5.67 1.560 -1.456 0.830
2 Talk to understanding friends 5.51 1.727 -1.157 0.804
3 Expand interests and activities outside of work 5.70 1.602 -1.494 0.842
4 Seek social support 4.85 1.907 -0.571 0.744
Job Stress (Continuous Scale with anchors of: 1 =not at all a factor and 7 = definitely a factor)
Items Mean Std. Dev.  Skewness Factf)r
Loading
Al Feeling fidgety or nervous as a result of the job 4.37 2.098 -0.329 0.787
A2 The job gets to him or her more than it should 4.59 2.043 -0.582 0.865
A3 Onﬁhe job there are a lot of thing that drive him or her right up a 4.58 2095 20.534 0.814
wa
A4 Thinking about the job creates a tight feeling in his or her chest 3.91 2.194 0.025 0.831
AS He or she feels guilty when taking time off from work 4.33 2.257 -0.329 0.683
Tl Too much work to do and too little time to do it 5.83 1.716 -1.395 0.767
T2 Burnout caused by excessive job demands 5.83 1.576 -1.576 0.775
T3 Dreading the telephone ringing at home because the call might be 367 2427 0.194 0.703
job-related
T4 The feeling that he or she never has a day off 4.29 3.88 4.79 X
T5 Feeling that he or she is married to the job 4.22 2.393 -0.183 0.812
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Appendix F (Continued)

Physical Consequences (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor)

Items Mean Std. Dev.  Skewness Factf)r
Loading

1 Backache 4.36 2.092 -0.312 X
2 Skin rash 3.01 1.937 0.609 X
3 Acid indigestion or heart burn 4.23 2.157 -0.316 0.691
4 An infection 3.21 1.989 0.511 X
5 Upset stomach or nausea 4.22 2.072 -0.246 X
6 Chest pain 3.95 2.163 -0.060 0.896
7 Constipation 2.93 1.921 0.591 0.711
8 Diarrhea 3.12 2.026 0.525 0.802
9 Dizziness 2.92 1.936 0.795 X
10 Eye strain 4.27 2.020 -0.261 X
11 Fever 2.65 1.858 0.764 X
12 Headache 5.00 2.142 -0.794 0.699
13 Heart pounding when not exerting 3.72 2.194 0.105 0.858
14 Loss of appetite 3.52 2.085 0.317 0.783
15 Shortness of breath 3.23 2.118 0.493 0.869
16 Stomach cramps (not menstrual) 3.28 2.107 0.418 0.807
17 Tiredness or fatigue 5.59 1.811 -1.486 X
18 Trouble sleeping 5.16 1.939 -0.968 0.724
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Appendix F (Continued)

Attitude Toward the Job (Continuous Scale with anchors of: 1 =not at all a factor and 7 = definitely a factor)

Items Mean Std. Dev.  Skewness Factf)r
Loading
1 Trying to maintain a positive attitude toward customers 5.91 1.411 -1.58 X
2 Being enthusiastic about your job 6.00 1.063 -1.505 0.635
3 Perceiving your job as pleasant 5.79 1.128 -0.731 0.784
4 Finding the job interesting 5.99 1.333 -1.81 0.602
5 Getting the feedback from your boss that you expect 5.44 1.508 -1.214 0.746
6 Communication with the boss 5.58 1.545 -1.302 0.818
7 Overall working conditions 5.85 1.153 -0.922 0.776
8 Morale (in other words is the job uplifting or dismal) 6.00 1.337 -1.874 0.797
Overall Job Satisfaction (Continuous Scale with anchors of: 1 =not at all a factor and 7 = definitely a factor)
Items Mean Std. Dev.  Skewness Factf)r
Loading
If given a chance to decide all over again, knowing what he or
! she knows now, he or she would take the job if it were offered 577 1.493 172 X
9 If a friend applies for a job like his or hers ywth thg same 555 1614 1445 X
employer, he or she would recommend the job to him or her
3 Judging his or her job against his or her ideal job 5.23 1.614 -0.698 0.737
4 The. measurement of his or her expectations when he or she took 5134 1.377 -0.744 0.829
the job against the actual job
5 All things considered, the level of satisfaction with his or her 6.02 1.208 -1.646 0.918
current job
6 His or her general feeling about his or he job 5.98 1.246 -1.562 0.923
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Appendix F (Continued)

Job Performance (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor)

Items Mean Std. Dev.  Skewness Factf)r
Loading

1 Taking the initiative to help your customers even when it is not 563 1624 1518 X
part of your responsibility

2 Taklpg the_tlme to hel_p your customers at the expense of not 536 1,608 -0.975 X
meeting daily productivity goals

3 Overall, developing customer trust and confidence in your service 5.97 1.483 -1.756 0.716

4 Responding in a timely manner to customer requests despite 6.00 1138 1473 X
your busy schedule

5 Consistency in following up on promises made to your customers 6.06 1.202 -1.489 0.748

6 Consistency in providing prompt service to all of your customers 6.05 1.105 -1.379 X

7 Consistency in resolving customer concerns the first time 5.77 1.234 -1.044 X

8 Consistency in d_emonstratmg emotionally-based behavior 541 1537 -0.995 X
deemed appropriate by the company

9 Providing accurate or correct information to the customer 6.33 1.011 -2.236 X

10 Even thought it is not your res_pon3|b|I|ty, maklng’; sure other 538 1667 -0.930 X
departments follow through with your customers’ requests

11 Telling the customer the straight facts instead of telling them 592 1.465 -1.695 0.754
what they want to hear

12 Overall performing your job dependably and accurately 6.29 1.245 -2.672 0.892

13 Servicing the account with the customer’s best interest in mind 6.10 1.265 -2.128 0.928

14 Listening attentively to identify and understand the concerns of 6.21 1.294 2271 0.874
the customers

15 Working out solutions to each customers’ questions or concerns 6.02 1.236 -1.957 0.875

16 Overall, providing individualized attention to each customer’s 6.07 1344 2034 X

concerns
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Appendix F (Continued)

Intention to Switch (Continuous Scale with anchors of: 1 =not at all a factor and 7 = definitely a factor)

Items Mean Std. Dev.  Skewness Factf)r
Loading
Actively looking for another position within the organizations 4.45 2.273 -0.390 0.854
Planning to switch positions within the organization 4.43 2.061 -0.385 0.854
Planning to keep your position within the organization 4.15 1.85 -0.215 X
Intention to Leave (Continuous Scale with anchors of: 1 = not at all a factor and 7 = definitely a factor)
Items Mean Std. Dev.  Skewness Factf)r
Loading
Actively looking for a job with another organization 4.71 2.386 -0.578 0.922
Planning to switch companies 4.48 2.227 -0.427 0.933
Planning to stay with your current employer 3.95 2.034 0.013 0.723
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Appendix G

Exploratory Factor Analysis Scale Purification

Samolin Smallest Line Line
Bartlett’s Test piing Sampling Total Factor Scale Items
. . Adequacy . . s e Factors . . Items
of Sphericity Adequacy | Variance Loading Reliability Original .
Construct . Retained
Line Item Scale
Perceived Customer
Demands 0.000 0.864 836 77.809 >.838 0.904 1 6 4
Role Ambiguit
ole Ambiguity 0.000 0.843 713 69.141 > 613 0.862 3 1 10
Role Conflict 0.000 0.749 707 65.926 > 766 0.828 1 9 4
Role Overload 0.000 0.801 757 69.106 > 759 0.887 | 5 5
Emotional Labor
Display 0.000 0.730 673 77.445 > 631 0.788 2 5 5
Emotional Labor
Effort 0.000 0.842 822 64.232 >753 0.859 1 5 5
Job Aut
ob Autonory N/A N/A N/A N/A N/A 0.906 1 3 3
Emotional
Intelligence 0.000 0.666 583 71.267 >.619 0.701 3 15 7
Job St
OB Stress 0.000 0.763 720 69.215 >721 0.807 2 9 6
Emotion-Focused
Coping — Frequency
0.000 0.683 668 62.999 >.757 0.803 1 4 4
Emotion-Focused
Coping -
Effectiveness of Use 0.000 0.649 630 N/A N/A 0.781 1 4 4
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Appendix G (Continued)

Line

Bartlett’s Test Sampling Sampling Total Factor Scale Items Line
of Sphericity Adequacy | Adequacy Variance Loading Reliability Factors Original Ttems
Construct | Line Item Scale Retained
Physical
Consequences 0.000 0.779 786 68.680 > 706 .802 3 10 8
Attitude Toward
the Job 0.000 0.771 715 64.582 > 629 0.737 2 7 6
Organizational
Commitment 0.000 0.850 795 60.652 >710 0.868 1 9 6
Overall Job
Satisfaction 0.000 0.807 763 68.879 > 745 0.842 1 4 4
Emotional
Exhaustion —
Frequency 0.000 0.803 7154 65.514 >.588 0.810 2 9 7
Emotional
Exhaustion —
Intensity 0.000 782 730 62.297 >756 0.796 1 9 4
Job Performance
0.000 0.832 .809 63.160 > 759 0.851 1 7 5
Intention To Switch 0.000 0.500 500 N/A N/A 0.881 1 2 2
Intention To Leave 0.000 0.655 600 80.055 >793 0.874 | 3 3
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Appendix H

Exploratory Factor Analysis Item Indicator Retention

Perceived Customer Demands (Continuous Scale with anchors of: 1 = not at all demanding and 7 = extremely demanding)

Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
A In terms of service, the customers | serve are ... 4.74 1.415 -0.485 X X
B In terms of quality, the customers I serve are ... 4.72 1.505 -0.498 0.838 1
C In terms of reliability, the customers | serve are ... 4,67 1.547 -0.280 X X
D Customers’ expectations for service are ... 5.23 1.418 -0.766 0.897 1
B Customers’ expectations that the services offered will meet his or 537 1492 -0.954 0.899 1
her needs are ...
F Customers’ expectations for delivery level of service quality are 53 1378 _0.858 0.893 1
Role Ambiguity (Symmetrical Scale with anchors of: 1 = very uncertain and 7 = very certain)
Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
A How I am expected to interact with my customers... ® 1.43 0.729 2.801 0.773 3
B How much service I should provide my customers is ... ® 1.82 0.973 1.696 0.613 1
C How I should behave (with customers) while on the jobis ... ® 1.29 0.539 1.724 0.862 3
D How I am expected to handle my customers’ objections is ... ® 1.88 0.929 1.406 0.624 1
E Hov@&; I am expected to handle unusual problems and situations is 218 1.097 1252 0.764 1
F iVSVhl(:}éspemﬁc company strengths I should present to customers 211 1,043 1215 0.876 1
G Which specific service benefits I am expected to highlight for 205 1.031 1.106 0.779 1

customers is... ®
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Appendix H (Continued)

Role Ambiguity (Symmetrical Scale with anchors of: 1 = very uncertain and 7 = very certain) — Continued

Factor

Items Mean Std. Dev.  Skewness . Factor
Loading
H The actions required in meeting customers’ needs are ... | 1.93 1.028 1.351 0.830 1
I The amount of work I am expected to do is ... I 1.85 1.105 1.797 0.848 2
J Which tasks I should give priority is... | 2.21 1.170 1.409 X X
K How much work I am expectedto dois ... | 2.15 1.388 1.675 0.952 2
Role Conflict (Likert Scale with anchors of: 1 = strongly disagree and 7 = strongly agree)
Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
A I have to do things that I believe should be done differently. 3.88 1.838 -.021 766 1
B | hz_:lve to break company policy rules in order to carry out an 245 1538 1077 X X
assignment.
C I work on unnecessary things. 3.45 1.939 320 X X
D I usually receive incompatible requests from either customers or 333 1.765 440 774 1
my supervisors.
E I do things that are apt to be accepted by some people and not 424 1841 - 956 X X
accepted by others.
F I work with two or more groups who operate quite differently. 4.54 1.985 -.466 X X
G I receive assignments without the manpower to complete them. 3.86 2.011 125 .844 1
H I receive assignments without adequate resources/material to 375 2033 905 859 1
execute them.
| | receive assignments for which 1 am not adequately trained. 2.58 1.676 1.051 X X
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Appendix H (Continued)

Role Overload (Frequency scale ranging from 1=never to 7=always)

Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
A My job requires me to work very fast. 4.16 1.541 0.077 0.813 1
B My job requires me to work very hard. 4.87 1.543 -0.358 0.865 1
C My job leaves me with little time to get things done. 3.84 1.548 0.467 0.861 1
D There is a great deal of work to be done. 5.09 1.626 -0.480 0.854 1
E I have to do more work than I can do well. 3.31 1.662 0.671 0.759 1
Emotional Labor — Display (Frequency scale ranging from 1=never to 7=always) During any service encounter ......
Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
A }.I.E;VIeam required to pretend to have emotions that I don’t really 209 1142 1.401 0.764 )
... I am required to hide my true feelings about a situation. 2.90 1.438 0.813 0.941 2
... I am expected to make an effort to actually feel the emotions
C that management believes I should feel. 2.10 1342 1513 0.631 !
D ... L am expected tp try to actually experience the emotions that I 708 1 440 1,694 0913 1
must show on the job.
E ...Iam expected to really try to feel the emotions I have to show 297 1,529 1,379 0923 1

as part of my job.

265



Appendix H (Continued)

Emotional Labor — Effort (Continuous scale ranging from 1 = no effort 7= extreme amount of effort)

Items Mean Std. Dev.  Skewness Factf)r Factor
Loading

A Fake the emotions I show customers. 4.01 2.032 0.037 0.756 1
B Talk myself out of feeling what I really feel when helping 373 1.834 0.147 0.840 1

customers.
C Summon up the feelings I need to show to customers. 3.00 1.714 0.720 0.753 1
D Change my actual feelings to match those that [ must express to 353 1823 0.330 0.847 1

customers.
B Attempt to create certain emotions in myself that present the 350 1.940 0.327 0.806 1

image my organization desires.

Emotional Intelligence (Semantic Differential Scale with bipolar end points of 1 and 7)
Items Mean Std. Dev.  Skewness Factf)r Factor
Loading

A Eecogmzmg emotions that I experience in a particular situation 57 1261 -1.338 619 3
B i\S/Iy ability to figure out the reasons behind my different emotions 597 1550 932 _926 )
C Differentiating between emotions I experience is... 5.25 1.455 .943 -.861 2
D | think about the emotions underlying my actions... 4.73 1.515 -.327 X X
E When it comes to how my feelings are affecting me, l am... ® 5.46 1.244 -.947 X X
F Generally when I feel angry, [ am... 543 917 -.677 .885 1
G On most things | try, | expect to... 6.03 .844 -1.578 X X
H When taking on challenges where there is a strong chance that 446 1934 195 X X

I may fail, | feel...®
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Appendix H (Continued)

Emotional Intelligence (Semantic Differential Scale with bipolar end points of 1 and 7) — Continued

Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
I My ability to control my emotions is... 5.66 935 -.694 .835 1
J I seek out activities that make me ... ® 5.85 1.078 -.945 X X
K When it comes to other peoples’ feelings at work, acknowledging 530 1248 1320 678 3
their feelings is...
L On_e s ability to understand why other people feel the way they 6.53 817 -2 685 X X
dois...®
M Examining the feelings, thoughts, and actions of others is...® 5.47 1.253 -.876 -858 3
Observing how other peop!e react to me helps me better 556 1520 -1.378 X X
understand my own behavior ...
0] My handling of conflictis ... ® 5.18 1.520 -.756 X X
Job Stress (7 Point Likert Scale 1 = Strongly Disagree and 7 = Strongly Agree)
Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
A I often feel fidgety or nervousness as a result of my job. 2.97 1.712 0.564 0.868 1
B My job irritates to me more than it should. 3.1 1.788 0.516 0.864 1
C On the job, there are lots of times when my job drives me right up 336 1.835 0.283 0.749 1
a wall.
D (S:}?érslftlmes when I think about my job I get a tight feeling in my 768 1,786 0.801 0721 1
E I do not feel guilty when | take time off from the job. ® 3.52 2112 0.202 X X
F I have too much work to do and too little time to do it. 4.46 1.846 -0.354 X X
G Very few frontline social service personnel in my company get 484 1797 -0.566 X X

burned out because of job demands. ®
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Appendix H (Continued)

Job Stress (7 Point Likert Scale 1 = Strongly Disagree and 7 = Strongly Agree) — Continued

Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
o I sometimes dread the telephone ringing at home because the call 283 1 887 0.812 0.868 )
might be job-related.
I I frequently get the feeling I am married to the company. 3.23 1.941 0.459 0.837 2
Emotion-Focused Coping Extent of Use (Frequency Scale 1 = Never and 7 = Always)
Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
A Turn to hobbies /pastimes. 3.93 1.494 0.323 0.757 1
B Talk to understanding friends. 4.42 1.418 0.168 0.798 1
C Expand interests/activities outside of work. 4.09 1.399 0.361 0.799 1
D Seek social support. 4.15 1.568 0.216 0.820 1
Emotion-Focused Coping Effectiveness (Symmetrical Scale 1 = Definitely Hinders and 7 = Definitely Helps)
Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
A Turn to hobbies /pastimes. 591 1.015 -0.736 0.765 1
B Talk to understanding friends. 6.17 0.913 -1.131 0.807 1
C Expand interests/activities outside of work. 597 1.054 -1.274 0.795 1
D Seek social support. 5.93 1.166 -1.405 0.756 1
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Appendix H (Continued)

Physical Consequences (Frequency 1 = Never and 7 = All of the Time)

Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
A Acid indigestion or heartburn 1.90 1.116 1.501 X X
B Chest pain 1.39 714 1.829 -.788 3
C Diarrhea 1.64 .874 1.325 .854 1
D Constipation 1.58 912 1.668 816 1
E Headache 2.45 1.183 729 .889 2
F Heart pounding when not exercising 1.57 795 1.164 -.835 3
G Loss of appetite 1.51 911 2.513 793 2
H Shortness of breath 1.32 .665 3.030 -.787 3
I Stomach cramps (not menstrual) 1.46 .840 2.482 .706 1
J Trouble sleeping 2.72 1.385 .996 X X
Attitude Toward the Job (7-point Semantic differential with bipolar ends)
Items Mean Std. Dev.  Skewness Llj)z;c(;;);g Factor
A Being enthusiastic about my job is... I 5.35 1.523 -0.91 0.785 1
B My job tends to be... 5.17 1.317 -0.926 0.821 1
C My job is usually... | 5.77 1.289 -1.111 X X
D Feedback from my superiors is... | 5.01 1.722 -0.776 0.801 2
E Overall, communications with my boss are... 1.38 1.741 -0.426 0.824 2
F Overall working conditions are... | 4.89 1.626 -0.528 0.629 1
G Overall I see my job as... 4.35 1.714 -0.327 0.847 1

269



Appendix H (Continued)

Organizational Commitment (Likert Scale 1 = Strongly Disagree and 7 = Strongly Agree)

Items Mean Std. Dev.  Skewness Factf)r Factor
Loading

I am W|II|_ng to putin a great deal of eff_ort beyond that normally 562 1343 -1.379 X X
expected in order to help this organization be successful.
I talk up this organization to my friends as a great organization to 4.99 1,689 0.776 0.838 1
work for.
1 would ac_cept almo_st any t)(pe prob assignment in order to 372 1.808 0222 X X
keep working for this organization.
| find that my values are very different than the organization’s 516 1633 -0.664 X X
values. |
% am embarrassed to tell others that [ am part of the organization. 6.11 1302 1714 0.736 1
Thls organization really inspires the very best in me in the way of 495 1591 10,683 0.747 1
job performance.
I am extremely glad thgt I phose this organization to work for 591 1,59 _0.868 0.857 1
over others I was considering at the time I joined.
I do not care about the fate of this organization. I 6.06 1.371 -1.778 0.710 1
For me, this is the best of all possible organizations for which to 456 1810 0472 0.774 1

work.
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Appendix H (Continued)

Overall Job Satisfaction (7-point Semantic differential with bipolar ends)

Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
Compared to your ideal job, your current job is... 4.71 1.639 -0.622 0.745 1
To what extent Floes your current job match your expectations 478 1432 0532 0.826 1
when you took it ...
j\?glat is your overall satisfaction/dissatisfaction with your current 492 1 587 0596 0.856 1
Your overall feeling about your job would be... 5.36 1.327 -0.718 0.886 1
Emotional Exhaustion Frequency (Frequency 0 = never and 7 =7 days a week)
Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
A I feel emotionally drained from my work. 2.30 1.292 1.188 .900 1
B I feel used up at the end of the workday. 2.47 1.385 786 .873 1
C Zzggn I get up in the morning to face another day on the job I feel 212 1153 1 480 588 |
D Working with people all day is really a strain for me. 1.98 .854 2.061 X X
E I feel burned out from my work. 2.02 1.101 1.914 .686 2
F I feel frustrated with my job. 2.03 1.165 1.798 .677 2
G I feel I am working too hard on my job. 2.39 1.398 1.386 .693 1
H Working directly with people really puts a strain on me. 1.97 .880 2.772 X X
I I feel like I’m at the end of my rope with my job. 2.06 920 2.670 .853 2
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Appendix H (Continued)

Emotional Exhaustion Intensity (Semantic differential scale with 1 to 7 points)

272

Items Mean Std. Dev.  Skewness Factf)r Factor
Loading

A How emotionally draining is your work? 3.60 1.852 -.028 X X
B How do you feel at the end of the workday? ® 4.35 1.521 -.176 776 1
C How do you feel 1n.the morning knowing you have to face 326 1473 358 767 1

another day on the job?
D How do you feel after working with people all day? 3.93 1.597 -.029 X X
E How burned out do you feel from your work? ® 2.67 1.710 701 756 1
F How frustrated are you on the job? 2.88 1.729 586 X X
G How hard do you feel you must work on the job? 5.12 1.596 -1.001 X X
H How does working directly with people make you feel? 4.93 1.484 -.630 X X
I How does your job make you feel? 3.30 1.647 488 .854 1

Job Performance (Continuous Scale with 1 = Truly Terrible and 7 = Outstanding)
Items Mean Std. Dev.  Skewness Factf)r Factor
Loading

A Developing customer trust/ confidence in your service provided. 5.80 0.928 -1.207 X X
B Following up on promises make to your customers. 5.83 0.811 -0.554 X X
C Telling the customer the straight facts rather telling them what 579 0.818 [0.487 0.771 |

they want to hear.
D Performing your job dependably/ accurately. 6.07 0.751 -0.660 0.793 1
E Servicing the account with the customer’s best interest in mind. 5.99 0.836 -1.018 0.82 1
F Listening attentively to identify as well as understand the 6.10 0.839 _1.425 0.828 1

concerns of customers.
G Working out solutions to each customer’s questions or concerns. 5.74 0.971 -1.265 0.759 1



Appendix H (Continued)

Intention to Leave (Symmetrical Scale Ranging from 1 = Very Unlikely to 7 = Very Likely)

Items Mean Std. Dev.  Skewness Factf)r Factor
Loading
C I will actively look for a job with another company. 2.9 2.108 0.646 0.937 1
D I plan to switch companies. 2.9 2.108 0.658 0.947 1
E I plan to work for my current employer. ® 2.78 2.013 0.936 0.793 1

Note: ® = Reversals for all of the above tables
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