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Abstract 

Emotional dissonance is a workplace stressor emerging when employees’ emotional display 

does not match their actual feelings. In this study, longitudinal relationships between the 

experience of emotional dissonance and job satisfaction as well as voluntary turnovers were 

investigated. Furthermore, the moderating roles of individual work engagement (i.e., working 

with vigor, absorbed, and dedicated) and perceived lack of reciprocity (i.e., feeling rewarded 

inadequately by the organization) where examined. Questionnaire data from 356 caregivers 

working in shelters for disabled or mentally ill persons were gathered at two measurement 

times with a 6-month-interval in between. Hierarchical linear regressions showed Time 1 

work engagement to predict later job satisfaction. Neither emotional dissonance nor lack of 

reciprocity nor any interaction of emotional dissonance and the hypothesized moderator 

variables predicted job satisfaction at Time 2. In logistic regression models turnover was 

significantly predicted by the interaction of high emotional dissonance and high work 

engagement. However, neither main effect nor the interaction of emotional dissonance and 

lack of reciprocity reached significance. These findings suggest that a) known associations of 

emotional dissonance and the examined dependent variables do not exist within the sample of 

caregivers who participated in this study; b) work engagement plays an important, yet not 

fully understood role for job satisfaction; c) perceived lack of reciprocity in this sample is 

neither an impetus to leave one’s job nor to like it less. 
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Introduction 

Stressed employees are likely to be less satisfied with their jobs and tend to quit their 

jobs (Carol, 1992; Hom & Griffeth, 1995). As job demands change within the employment 

market, stressors change (Motowidlo, Packard, & Manning, 1986). Therefore, to maintain a 

healthy and productive work force it is valuable to illuminate the processes which lead from 

stress to increased job dissatisfaction and voluntary turnover in the modern employment 

market.  

The service sector becomes increasingly important in western societies (Bitner, 

Booms, & Tetrault, 1990). Customers' satisfaction in the interaction with the service provider 

determines whether or not the customer will return to the specific service provider (Pugh, 

2001; cf. Grandey, 2003). Creating a positive service atmosphere is hence a common job 

demand for many employees (Pugliesi, 1999). Adjusting one’s emotional display to standards 

given by the organization is a common means to meet this demand and has been termed 

emotional labor (Hochschild, 1983). When the emotional display does not match actually felt 

emotions an aversive state of discrepancy, emotional dissonance, arises as one of several 

possible consequences of the emotion regulation process (Middleton, 1989; Morris & 

Feldman, 1996). Empirical findings have shown emotional dissonance to act as a 

psychosocial work stressor with many negative effects (e.g. Abraham, 1998, 1999; 

Brotheridge & Grandey, 2002).  

 According to influential models of emotion regulation at the work place (Diefendorff 

& Gosserand, 2003; Grandey, 2000; Morris & Feldman, 1996) emotion regulation processes 

may have negative consequences for the individual (e.g. decrease in job satisfaction, burnout) 

and the organization (e.g. performance loss, withdrawal behavior). Unfortunately, these 

models remain unclear regarding (1) the process by which emotion regulation may result in 

the postulated negative outcomes and (2) the interdependencies between individual and 

organizationally relevant outcomes of the regulation process. For example, Grandey (2000) 

proposes withdrawal behaviors to be long-termed consequences of heightened “physiological 

arousal” (p. 105) which arose from emotion regulation. However, how exactly a prolonged 

state of arousal shall result in the decision to withdraw from a currently held position is not 

covered by Grandey’s (2000) theory.  

In the following it will be argued that emotional dissonance as a common by-product 

of emotion regulation demands (Morris & Feldman, 1996) leads to attitudinal change within 

the individual and hereby to a reduction in job satisfaction. Individual changes in job 
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satisfaction are further proposed to be related to parameters of organizational relevance, 

namely voluntary employee turnover. These processes may be subject to moderating effects, 

i.e. the associations will be stronger under certain conditions. As potential moderators 

individual work engagement and reciprocity perceptions will be discussed.  

Hence, for theory this study’s purpose was to develop a model of decreasing job 

satisfaction and voluntary turnover as consequences of emotional dissonance and to focus the 

roles of two potentially relevant moderators dissonance (the hypothetical model this study is 

based on is depicted in Figure 1). From an applied perspective it is valuable to elucidate the 

process that leads to a decrease in job satisfaction and voluntary turnover as it will suggest 

ways by which organizations may be able to keep their employees happy and not only 

productive, but also – with the organization. So far, little effort has been invested by the 

scientific community in identifying factors and processes which can be used strategically by 

organizations to buffer negative effects of emotion regulation (Tiffert, 2006).  

 

Figure 1 – Hypothetical model underlying the study 
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Emotional dissonance  

 A positively perceived customer-provider interaction relies on the provider's display of 

positive emotions (e.g. friendliness, sympathy) and the absence of negative emotions (e.g. 

fear, anger, hate; Grandey, 2003). To ensure the customer’s positive perception of the 

interaction, many employers have implemented formalized rules of emotional display with 

which their employees have to comply when interacting with (even difficult) customers 

(Ashforth & Humphrey, 1993; Grandey, 2000). These rules are often referred to as display 

rules (Grandey 2000). They demand employees to regulate their emotional expression 

according to predefined organizational standards. In service providing settings, such as call 

centers, flight attendance, or care giving, display rules usually focus on displaying positive 

emotions and suppressing the display negative emotions (Dormann, Zapf, & Isic, 2002; 

Hochschild, 1983; Wharton, 1993). When the display of positive emotions is in discrepancy 

to actually felt emotions the aversive state of “emotional dissonance” (Middleton, 1989, p. 

199; Morris & Feldman, 1996) arises. Emotional dissonance is conceived of as a work place 

stressor, which has many negative consequences (Morris & Feldman, 1996). 

 Emotional dissonance is experienced when expressed emotions fit the organization’s 

display rules but contradict actually felt emotions (Abraham, 1999; Morris & Feldman, 1996, 

Middleton, 1989). For example, “service with a smile” (Pugh, 2001) when confronted with an 

offensive customer is likely to result in emotional dissonance - unless the service provider’s 

natural reaction to being insulted is smiling, which may rarely be the case.  

 According to Abraham (1998, 1999) emotional dissonance is one facet of emotional 

labor. There are two reasons why it seems worthwhile concentrating specifically on the 

consequences of emotional dissonance: First, numerous empirical findings suggest a great 

potency of emotional dissonance to lead to negative outcomes, such as burnout as well as 

reduced job satisfaction and well-being (Abraham, 1998, 1999; Brotheridge & Grandey, 

2002; Coté & Morgan, 2002; Grandey, 2003; Lewig & Dollard, 2003; Heuven & Bakker, 

2003; Pugliesi, 1990, Zerbe, 2000). As Morris and Feldman (1996) and Zapf and Holz (2006) 

state, emotional dissonance consistently shows the strongest connections to negative 

outcomes as compared to any other facet of emotional labor (for details on other facets see 

Grandey, 2000; Morris & Feldman, 1996; Zapf & Holz, 2006). Second, as Grandey (2000) 

points out, it is more likely that service providers, who are demanded to regulate their 

emotional display, simply show positive emotions but do not invest effort in changing their 

actual underlying feelings. Grandey (2000) assumes that the reason to choose this strategy is 

that the amount of psychological effort necessary to alter attitudes is much greater than 
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simply to adjust the emotional display. Considering the quantitative load of interpersonal 

encounters a service provider experiences every day frequent attitudinal changes would be too 

costly for the individual (Grandey, 2000, Morris & Feldman, 1996). Thus, emotional 

dissonance is a common companion of emotion regulation efforts. 

 

Consequences of emotional dissonance 

According to Grandey’s (2000) theoretical framework, emotional dissonance may lead 

to two classes of consequences: On the one hand, it is proposed to affect the individual, 

especially the individual’s job satisfaction, organizational commitment, and certain burnout 

components. On the other hand, the regulation process is postulated to have detrimental 

effects of organizational relevance by leading to performance losses and initializing 

withdrawal behaviour on part of the employees (Grandey, 2000). However, it is essential to 

conceive individual changes in attitudes as necessary intermediary steps in the process leading 

from stressors to observable outcomes (Schaufeli, González-Romá, Peiró, Geurts, & Tomás, 

2005). In a similar vein, Chen and Kanfer (2006) as well as Carr, Schmidt, Ford, and DeShon 

(2003) argued, that for organizational changes to happen, the individuals contributing to that 

organization have to change first. Therefore, in the present study individual attitudinal 

changes in job satisfaction and observable outcomes as voluntary turnovers are considered 

distinct types of consequences of emotional dissonance.  

 

Decreasing job satisfaction 

Grandey (2000) proposes a decrease in job satisfaction as a consequence of emotional 

dissonance. Job satisfaction is defined as a pleasurable emotional state in the work situation 

(Locke & Henne, 1986). Job satisfaction is often used as a proxy for the employees’ well-

being at work (Grandey, 2000). It has been in the focus of work psychologists for many years 

and has been related to many important concepts of work and organizational psychology. For 

example, job satisfaction has been argued to be related to various performance measures, be it 

task performance (e.g. Judge, Tharesen, Bong, & Patton, 2001; Cotton, Dollard, & de Jonge, 

2002) or extra-role performance measures as for instance organizational citizenship behavior 

(Felfe, 2003). Meyer, Stanley, and Herscovitch (2002) also report a strong association 

between job satisfaction and organizational commitment. 

Grandey's proposition is in line with that from other scholars, such as Ashforth and 

Humphrey (1993), Hochschild (1983), and Morris and Feldman (1996) who all have argued 
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that the taxing nature of emotional dissonance will lead to a decrease in job satisfaction. The 

reason for the reduction in job satisfaction is that the organizational demand to explicitly 

show certain emotions while suppressing others suffocates the natural personal expression 

and is unpleasant to employees (Hochschild, 1983; Grandey, 2000). Accordingly, Abraham 

(1999) and Coté and Morgan (2002) found positive relationships between emotional 

dissonance and decreasing job satisfaction. Pugliesi (1999) also reported work stress induced 

by emotion regulation demands at the job to be related to less job satisfaction and distress. 

 

Hypothesis 1: Emotional dissonance is negatively related to job satisfaction. 

 

With regard to the consequences of reduced job satisfaction, there is a large body of 

literature concerning voluntary turnover on behalf of the employees.  

 

Employee turnover 

 Employee turnovers, as defined by Hom and Griffeth (1995), are “voluntary 

terminations of members from organizations” (p.1). Employee turnover is costly for 

organizations because replacements have to be recruited and trained. Therefore, organizations 

have an interest in preventing voluntary employee turnovers (Hom & Griffeth, 1995).  

 Conceptually, employee turnover is often subsumed under the umbrella term 

withdrawal tendencies (Johns, 2001), which comprises behaviors such as mentally detaching 

oneself from the organization or the job, absenteeism, turnover intentions and actual 

turnovers. The commonality is that these behaviours fulfil the purpose of distancing oneself 

from the currently held job. However, and as will be explained in more detail below, it is of 

practical importance to distinguish employee turnover from withdrawal tendencies in general 

(Sims, Drasgow, & Fitzgerald, 2005).  

A major theoretical, and also empirical, contribution to the subject of withdrawal 

tendencies in general and employee turnover specifically has been made by Hom and Griffeth 

(Hom & Griffeth, 1995). The integrative Hom-Griffeth model on turnover (Hom & Griffeth, 

1995), as augmented by Hom and Kinicki (2001), specifies antecedents and mediating factors 

of turnover. In summary, turnover is conceived of as a serial process in which the turnover 

decision is – among others – preceded by reduced job satisfaction.  

Considerable empirical evidence exists confirming the relevance of attitudinal aspects 

as predictors for withdrawal tendencies: Hom and Griffeth (1995) identified overall job 

dissatisfaction to be the best predictor of turnover tendencies. Similarly, Baillod and Semmer 
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(1994) reported reduced general job satisfaction to be a strong predictor of turnover when 

examining a process oriented model of turnover decisions among IT experts and even state 

that job satisfaction inheres a “key role” (p. 161) within the turnover decision process. 

Supporting this finding, however on a larger scale, Spector (1985) and Tett and Meyer (1993) 

and Griffeth, Hom, and Gaertner (2000) meta-analytically showed stable and negative 

relations between job satisfaction and absenteeism and fluctuation, respectively. Accordingly, 

Mobley (1977) and Hom and Kinicki (2001) attribute to being dissatisfied with one’s job the 

motivational impetus for withdrawal behavior.  

 

Hypothesis 2: Decreased job satisfaction is positively related to voluntary turnover. 

 

In the Hom-Griffeth model (Hom & Griffeth, 1995) work stressors are proposed to 

fuel the process leading to turnover, especially if they are associated with a reduction in job 

satisfaction (cf. Hom & Kinicki, 2001). Hom and Griffeth (1995) specify the work stressors 

role ambiguity and role conflict as preliminaries to turnover. Unfortunately, psychosocial 

stressors resulting from interpersonal interactions did not receive any attention in their model. 

To adjust the Hom-Griffeth model to the modern employment market it will be necessary to 

augment the model with respect to psychosocial work stress as possible antecedent for job 

dissatisfaction and turnover. Specifically emotional dissonance as a frequent repercussion of 

providing services to other people needs to be integrated in the process proposed by Hom and 

Griffeth (1995). Empirical support for this necessity is presented by Tuten and Neidermeyer 

(2004) and Coté and Morgan (2002). These authors identified a mediating effect of job 

satisfaction on the association between a psychosocial stressor (Coté and Morgan, 2002) and 

the suppression of negative emotions (Tuten & Neidermeyer, 2004) on the one hand, and 

turnover intentions on the other.  

However, the study of Coté and Morgan (2002) displays an often observed problem in 

the field of empirical investigations of turnover and its antecedents: The criterion of their 

model is an attitudinal one, namely turnover intentions, rather than an objective one as actual 

turnover. Turnover intentions are assessed by asking individuals if they are currently thinking 

about leaving their job. As Sims, Drasgow, and Fitzgerald (2005) point out, turnover 

researchers too often assume turnover intentions to be a valid measure of potential future 

turnover (also cf. de Croon et al., 2004). Instead, actual turnovers are recommended as the 

better outcome variable to explore processes leading from stress to withdrawal behavior (de 

Croon et al., 2004; Sims, Drasgow, & Fitzgerald, 2005).  
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In accordance with the Hom-Griffeth model (1995) emotional dissonance as a 

workplace stressor that has been shown to be negatively related with job satisfaction (e.g., 

Abraham, 1999) is proposed be positively associated with later turnover. 

  

Hypothesis 3: Emotional dissonance will be positively related to subsequent voluntary 

turnover.  

 

The described processes are likely to be influenced by individual and organizational 

characteristics. One individual characteristic that has recently gained considerable attention in 

the literature on work stress and its antecedents and consequences is work engagement (e.g. 

Maslach, Schaufeli, & Leiter, 2001; Schaufeli & Bakker, 2004a). The affinity of researchers 

to study work engagement may be due to the fact that it represents the positive counterpart to 

burnout – another well-studied concept in the field of work and organizational psychology 

(Schaufeli & Bakker, 2004b). Furthermore, one organizational aspect considering the 

interrelation between the individual and the organization, perceived lack of reciprocity, 

deserves attention when considering the relationships between emotional dissonance and job 

satisfaction and voluntary turnover, respectively. The Effort-Reward-Imbalance (E-R-I) 

model (Siegrist, 1998), for example, holds that “…lack of reciprocity between costs and gains 

(i.e., high cost / low gain conditions) defines a state of emotional distress (…) and associated 

strain reactions” (p. 192). Both potential moderators are now discussed in more detail. 

 

The moderating role of work engagement 

Work engagement is a motivational construct. Schaufeli, Salanova, González-Romá, 

and Bakker (2002) define work engagement as a „positive, fulfilling, work-related state of 

mind that is characterized by vigor, dedication, and absorption“ (p. 72). By this definition, 

work engagement consists of three facets: Vigor describes the strength and vitality, which 

allows the employees to invest their efforts and persist in their endeavours even when 

confronted with obstacles. Dedication is described as the feeling of being relevant to the task 

at hand and the willingness to contribute to it proudly. Absorption is defined as profound 

concentration and being happily and deeply involved in one’s work (Schaufeli et al., 2002). 

Research shows work engagement to be positively related to a number of desirable 

outcomes. It is associated with high performance levels, enthusiasm to one’s job and the 

willingness to invest effort in the work process (Salanova, Agut, & Peiró, 2005), as well as to 

proactive behavior (Sonnentag, 2003). Britt, Davison, Bliese, and Castro (2004) claim work 
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engagement to buffer the negative effects of several sources of stress on psychological strain 

experienced by soldiers. Rothbard (2001) examined emotional states in the wider field of 

work-family issues and found a positive relation between engagement at work and positive 

affective responses to work – a measure which comes close to job satisfaction. Within a 

sample of employees working in the gastronomic sector in Spain, Salanova et al. (2005) 

found a strong relationship between work engagement and job performance, mediated by the 

created service climate. In their field study the objective performance measure of customer 

loyalty of more than 1000 customers was assessed. Moreover, Schaufeli and Bakker (2004a) 

showed engagement and turnover intentions to be negatively associated.  

 However, the exact mechanisms through which work engagement may unfold these 

positive effects were not in the focus of these studies. Moreover, the cross-sectional designs 

do not allow conclusions pertaining to the causality of these relationships. Work engagement 

has so far been conceived of as a rather stable individual difference variable (Salanova et al., 

2000; for a challenge of this notion cf. Sonnentag, 2003). Considering that the levels of work 

engagement differ interindividually and the fact that stress has different effects on different 

people, it is plausible to expect that work stress will be related to affective states at work 

differently among people who are differently engaged at work. As Schaufeli and colleagues 

(2002) sum it up: “Engaged employees have a sense of energetic and effective connection 

with their work activities and they see themselves as able to deal completely with the 

demands of their job” (p. 73). 

 Therefore, the job satisfaction of employees showing high work engagement will be 

less vulnerable to the detrimental effects of emotional dissonance. Vigor as one facet of work 

engagement comes along with the employees feeling empowered to overcome obstacles. 

Employees who feel highly dedicated to their job will overshadow negative emotional 

experiences as necessary evils rather than to overrate them. Finally, being absorbed into the 

task at hand goes along with time passing quickly and having difficulties detaching from it 

mentally, which will prevent employees from questioning their satisfaction with the job too 

quickly (Schaufeli et al., 2002). As a consequence and according to the Hom-Griffeth model 

(1995) of turnover, highly engaged employees whose job satisfaction is less impaired by 

stressful conditions will be less prone to voluntarily quit their job. 

 

Hypothesis 4: Work engagement is positively related to job satisfaction. 

Hypothesis 5: Work engagement is negatively related to subsequent voluntary turnover. 
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Hypothesis 6: Work engagement moderates the relationship between emotional dissonance 

and job satisfaction. The relationship is stronger under the condition of low engagement. 

Hypothesis 7: Work engagement moderates the relationship between emotional dissonance 

and subsequent voluntary turnover. The relationship is stronger under the condition of low 

engagement. 

 

The moderating role of perceived lack of reciprocity 

While work engagement is a variable genuinely connected to the employee, another 

potentially moderating factor has its origin in the relationship between the organization and 

the employees – reciprocity. Reciprocity is referred to as the degree to which employees 

experience the exchange of their efforts to be rewarded fairly by the organization. Relying on 

the Equity-Theory (Adams, 1965, cited after Janssen, 2001), Janssen (2001) argues that the 

incumbents’ job satisfaction depends on their reciprocity perception. Janssen (2001; cf. Johns, 

2001) discusses the lack of reciprocity as perceived by the employees and focuses on the 

“under reward condition” (i.e. the employee perceives to be unfairly treated by the 

organization, because his or her effort is not rewarded adequately). This focus is shared here. 

If an employee then invests noticeably more effort he or she perceives to get credit for (e.g. 

by high payments) an effort-reward discrepancy evolves. This discrepancy is perceived as 

aversive and consequently induces the employee to feel less satisfied with his or her job and 

prompts him or her to reduce the discrepancy by cutting down on the efforts spent. This 

corresponds to a reduction of invested resources. According to Hulin (1991), the reduction 

can be both of attitudinal (e.g. mental distancing from the organization) and of behavioral 

nature (reduction of invested effort, withdrawal).  

Empirical findings concerning reciprocity perceptions and their impact on withdrawal 

behavior, however, are inconclusive. Grandey and Fisk (2005) found evidence for the 

reciprocity perception to be a negative predictor of turnover intentions. However, they did not 

assess the relationship between reciprocity and actual turnovers. Jannsen (2001) revealed 

reciprocity to moderate the curvilinear relationships between job demands and performance 

and job demands and job satisfaction. Jannsen’s (2001) study showed positive relationships 

between the balance between invested efforts and rewards as perceived by managers on the 

one hand and their job performance on the other. Unfortunately, the study’s cross-sectional 

design does not allow any conclusions about causal linkages. De Boer, Bakker, Syroit, and 

Schaufeli (2002) found a positive relationship between perceived unfairness and absenteeism 

during a twelve-month follow-up among a population of security guards. However, Schaufeli 
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et al. (2005) failed to reveal an impact of perceived lack of reciprocity on absenteeism of 

employees occupied in a Spanish health care system. Taking these inconclusive results into 

account, it seems worthwhile considering longitudinal relationships of perceived lack of 

reciprocity specifically in the context of emotional dissonance and attached strain reactions. 

 

Hypothesis 8: Perceived lack of reciprocity is negatively related to job satisfaction. 

Hypothesis 9: Perceived lack of reciprocity is positively related to subsequent voluntary 

turnover. 

 

Inasmuch as a perceived lack of reciprocity can be conceived as a cost in the sense of 

the E-R-I theory, the perception of being treated fairly can be considered a gain (Siegrist, 

1998). Being rewarded adequately for fulfilling one’s job under stressful circumstances is 

therefore expected to buffer the negative consequences these circumstances would otherwise 

have on job satisfaction. Consequently, under the condition of greater lack of reciprocity the 

relationship between emotional dissonance and decreased job satisfaction will be even 

stronger. In accordance with the Hom-Griffeth model (Hom & Griffeth, 1995), which 

assumes a positive association between stress, reduced job satisfaction, and voluntary 

turnover, I propose that the relationship between emotional dissonance and turnover is 

stronger, when employees feel treated unfairly by their organization. 

 

Hypothesis 10: Perceived lack of reciprocity moderates the relationship between emotional 

dissonance and decreased job satisfaction. The relationship is stronger under the condition of 

greater lack of reciprocity. 

Hypothesis 11: Perceived lack of reciprocity moderates the relationship between emotional 

dissonance and subsequent voluntary turnover. The relationship is stronger under the 

condition of greater lack of reciprocity. 

  

 Taken together, the association between emotional dissonance and an attitudinal 

response, namely a reduction in job satisfaction will be investigated. Job satisfaction will in 

turn serve as explanatory variable for the postulated outcome voluntary turnover. The 

relationship between emotional dissonance and job satisfaction is further proposed to be 

moderated by the individual's work engagement and his or her perception of being treated 

fairly by the organization (see Figure 1). 
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Control Variables 

Gender. To be able to test the hypothetical model in general, the differential influence 

of gender needs to be controlled for in analyses as Hochschild (1983) assumed a higher 

prevalence of emotional labor among women. Moreover, emotion regulation may have 

different effects on women than on men (Schraubroeck & Jones, 2000). Women experience 

higher strain at work (Jick & Mitz, 1985, cited after Coté & Morgan, 2002). Men tend to react 

to work stressors with withdrawal cognitions more than women do (Schaufeli et al., 2005).  

Affectivity. The tendency to experience events rather negatively is known as negative 

affectivity (NA). Morris and Feldman (1996) assume differentially more strain on the 

personal level when NA individuals are required to suppress negative or exaggerate positive 

emotions. Thus, it will be controlled for the differential influences of NA on emotional 

dissonance. 

Age. Coté and Morgan (2002) argue for the statistical control of age when assessing 

emotion regulation processes since older employees may be more efficient in the regulation 

process and may encounter stressful events altogether differently than younger employees 

(see also Carstensen, Mikels, & Mather, 2006; Carstensen, Fung, & Charles, 2003; Gross et 

al., 1997). Furthermore, Baillod and Semmer (1994) state the individual age to be the most 

important factor to influence turnover decisions. Hence, when examining the relationship 

between attitudes to work and turnover, analyses need to control for confoundations with age.  

Leadership position. Leadership position was also controlled for, as leadership is 

associated with higher salaries, which may be associated with a positive evaluation of ones’s 

job and a tendency to keep the present job (Iverson & Roy, 1994; Mobley, 1977). Moreover, 

Hom and Griffeth (1995) claim that the tendency to lead people is associated with retaining 

one’s job. 

 

Method 

Overview 

This study was part of a larger research project, which was realized in Germany and 

German-speaking parts of Switzerland. The project was designed to examine long-term 

relationships between various aspects of work, such as work stress, performance on the job 

and attitudes towards one’s job on the one hand, and experiences during leisure time on the 

other hand. Specifically, employees who were constantly challenged to manage their 
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emotional display, i.e. employees of facilities for handicapped people, stood in the focus of 

this study. 

Data were collected by means of three questionnaires. Data collection began at point 

one in time (Time 1) and each subsequent questionnaire was administered after a time lag of 

six months (Time 2 = Time 1 + 6 months; Time 3 = Time 2 + 6 months)
1
. Whilst participants 

responded to general questions regarding their work and leisure time experiences at Time 1, 

items of the later questionnaires were explicitly phrased to refer only to events of the past six 

months. By this measure changes in the variables of interest over the course of time were put 

into the focus of the statistical analyses.  

Time lags of six months were chosen, as they were deemed sufficiently long to 

identify sustainable changes in the variables of interest, yet not too long to let changes in 

attitudes go by unnoticed. With regard to the present research question, emotional dissonance 

at Time 1 was used to predict a decrease in job satisfaction and turnover cases at Time 2. 

Moderating variables (i.e. work engagement and lack of reciprocity) were entered in the 

analyses as assessed at Time 1. 

Participants filled in the questionnaires on the Internet or in a traditional paper-pencil 

manner, according to their preferences. 

 

Recruiting procedure and matching of data sets 

Members of our research team approached managers of facilities for the handicapped, 

such as sheltered workshops or asylums, communicating the project’s aim and asking for 

administrative support in recruiting participants. Upon the managers’ agreement to support 

the project, information on the research project and conditions for participation were mailed 

to the facilities and circled among the employees. As incentives to participate in our study, 

managers and participants were promised facility-specific feedback and a lottery price was 

raffled among all participants.  

In case interested employees expressed their preference to fill in the questionnaire on 

the Internet, they were provided with a personalized link to the Internet survey and asked to 

complete the questionnaire within the following two weeks. Employees who wished to 

participate in the traditional way were mailed the first questionnaire and asked to return it to 

the research team within two weeks by the means of enclosed and postpaid envelopes. Six, 

                                                
1
Although data were collected at three measurement times, subsequent analyses and results 

are only based on data gathered at Time 1 and Time 2 as data collection had not been 

terminated to the time this report was composed. 
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respectively twelve, months later participants were mailed the second and third questionnaire. 

All participants were contacted via mail or phone call and kindly reminded to complete their 

questionnaire if they had not already done so. Participants provided us with a personalized 

code, thereby enabling us to anonymously storing, processing, and matching their data across 

the different measurement times. At Time 1, 516 completed questionnaires were obtained. At 

Time 2, 401 completed questionnaires were obtained. Due to inconsistently used personal 

codes, or failure to indicate the code altogether, 37 of the Time 2 questionnaires could not be 

matched to the Time 1 questionnaires. Further 9 questionnaires had to be excluded from 

analyses because of incomplete or improper replying to the questionnaire items. Hence, this 

study’s overall sample consisted of data sets of N = 356 employees who worked in 117 

facilities for the handicapped, and who delivered usable data at measurement times Time 1 

and Time 2. With regard to the number of 880 questionnaires, which were sent out upon 

request, this represents a questionnaire response rate of 40%.  

 

Sample 

Of the 356 participants, 66.0% were female and 34.0% were male. Mean age was 

40.56 years (SD = 9.51) ranging from 19 to 63 years. With respect to their family and living 

situation, 44.1% of the participants reported to have no children. Of the remaining 55.1% (3 

participants did not respond to this question), most participants (75.8%) had one or two 

children. To be living with their partner reported 32.9% of the participants, 34.6% reported to 

be living with their partner and their children, 19.7% lived alone, 5.6% of the participants 

were single parents, and 3.4% persons reported to be living with people other than their 

family or partner. Fourteen (3.9%) participants did not give information concerning their 

living situation. 

All participants worked in facilities for disabled or mentally ill persons. Participants’ 

average professional experience was 16.15 years (SD = 9.58), with an average tenure with 

their current organization of 9.35 years (SD = 7.39). Leadership positions were held by 25.8% 

of the participants. Our sample was well educated with 39.0% of our participants holding a 

university degree. A further 36.8% had completed a 2- to 3-year professional training and 

21.1% had completed a 2- to 3-year professional training and gained an additional 

professional degree. Only 0.8% of our participants had not finished any professional training. 

On the average, participants worked on 4.89 days (SD = 0.76) per week and completed a total 

of 34.78 weekly working hours (SD = 7.56).  
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Measures 

 All items and instructions were formulated in German. Dependent measures and the 

used scales are presented in the Appendix of this report.  

 

Emotional dissonance 

The degree to which participants experienced emotional dissonance on their job was 

assessed at Time 1 by five items from a scale developed by Zapf et al. (2000). Sample items 

are: “How often are you required on your job to display emotions, which do not correspond to 

your actual feelings toward the client?” or “How often are you required on your job to display 

pleasant emotions (e.g. friendliness) or unpleasant emotions (e.g. strictness) while actually 

feeling indifferent?”. Participants responded to four of the items using a 5-point Likert 

answering format ranging from 1 (rarely ever / never) to 5 (very often / several times during 

one hour). One item required participants to indicate the similarity of their job to exemplified 

job scenarios of fictitious persons A and B, whereas A’s job was described as highly prone to 

experiencing emotional dissonance and B’s job being unlikely to lead to the experience of 

emotional dissonance. The item was: “In A’s job it is very important to conceal uprising 

emotions from the clients. In B’s job it is of less importance to conceal uprising emotions 

from the clients.” Participants indicated the similarity on a 5-point Likert scale ranging from 1 

(My job is exactly like A’s) to 5 (My job is exactly like B’s) (reversed item). The Cronbach’s 

alpha coefficient for the emotional dissonance scale was  = .85.  

 

Job satisfaction 

Job satisfaction was assessed with four items adapted from Baillod and Semmer 

(1994; Bruggemann, Groskurth, & Ulich, 1975). The scale was originally intended to assess 

resigned job satisfaction, which represents a specific form of job dissatisfaction 

(Bruggemann, 1974; Bruggemann, Groskurth, & Ulich, 1975; Büssing & Bissels, 1998). To 

facilitate interpretation the job dissatisfaction scale was computed into a job satisfaction scale 

by recoding the items. Participants responded to the items on 7-point Likert scales ranging 

from 1 (virtually always) to 7 (virtually never). Sample items were: “Although my job is far 

from being perfect, it could easily be worse.” and “I keep my job, because quitting would 

come along with even more disadvantages.” At Time 1, items assessed the general work 

situation. At Time 2, participants were instructed to respond to the items according to how 

they perceived their work situation in the past six months. The internal consistency of this 

scale was acceptable with a Cronbach’s alphas of:  = .72 at Time 1 and  = .76 at Time 2, 
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respectively. Job satisfaction at Time 1 was entered in the analyses as control variable and 

was mean centered.  

 

Voluntary Turnover 

Turnover was assessed with two items at Time 2. The items were: “Did you change 

your job in the last six months?” and “If so, did you change voluntarily?” (1 = no, 2 = yes). 

Voluntary turnovers were identified and coded with 2. 

 

Work engagement 

Work engagement was assessed at Time 1 with the nine-item version of the Utrecht 

Work Engagement Scale (Schaufeli, Bakker, & Salanova, 2006). Participants were instructed 

to respond to the items regarding their general work situation. The three dimensions vigor, 

dedication, and absorption were each represented by three items. Sample items were: “At my 

work, I feel bursting with energy.” (vigor); “I am enthusiastic about my job.” (dedication); 

and “When I am working, I forget everything else around me.” (absorption). Participants 

responded to the items on 7-point Likert scale ranging from 0 (never) to 6 (always). For the 

ease of interpretation a composite work engagement scale was computed (Richardsen, Burke, 

& Martinussen, 2006). This scale is highly reliable with a Cronbach’s alpha of  = .92. 

 

Perceived lack of reciprocity 

Perceived lack of reciprocity was assessed with a three-item scale adapted from 

Schaufeli et al. (2005), which has been used previously in studies investigating absenteeism 

(Schaufeli et al., 2005; Geurts, Schaufeli, & Buunk, 1993) and burnout (Schaufeli et al., 2005; 

Van Dierendonck, Schaufeli, & Buunk, 1996). Participants responded to the items on 5-point 

Likert scales ranging from 1 (strongly disagree) to 5 (strongly agree). The items were: “I 

invest more in my work than what I get out of it.”; “Considering what I’m paid for my work, I 

put too much effort in it.”; “What I do in my work is in balance with what I’m paid for.” 

(reversed). The scale was internally consistent with a Cronbach’s alpha of  = .80. 

 

Control Variables 

Control variables were assessed in the Time 1 questionnaire. Participants responded to 

the single item measures of gender (1 = female, 2 = male), age, and leadership position (1 = 

no, 2 = yes). Furthermore, negative affectivity (NA) was assessed using six items of a 

shortened scale of the PANAS questionnaire (Watson, Clark, & Tellegen, 1988). Participants 
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responded to 5 point Likert type items (1 = not at all to 5 = very much). The alpha coefficient 

for this scale was  = .85. 

 

Data Analyses 

 All predictor variables were mean centered before entered in the analyses. A set of 

hierarchical multiple regression analyses was computed to test the longitudinal relationships 

between emotional dissonance at Time 1 and job satisfaction as the criterion at Time 2. The 

interactions of emotional dissonance on the one hand and work engagement and lack of 

reciprocity, respectively, on the other were tested separately in these regression models.  

Logistic binary regression analyses were computed to investigate the longitudinal 

associations between job satisfaction and emotional dissonance at Time 1 and the 

dichotomous criterion turnover at Time 2. Product terms of emotional dissonance at Time 1 

and work engagement as well as perceived lack of reciprocity at Time 1 were then entered in 

different analyses to test the hypothesized moderator effect. 

 

Results 

All analyses were carried out with the statistics package SPSS 13 for windows. Table 

1 displays means, standard deviations, and zero-order correlations among study variables. 

Note that only seven of the 356 participants reported at Time 2 to have changed their jobs 

voluntarily in the last six months, whereas 27 participants did not reply to this question. As 

can be seen from Table 1, the cross-sectional correlations between study variables appear to 

be consistent with the hypotheses: job satisfaction is negatively associated with emotional 

dissonance and lack of reciprocity and positively correlated with work engagement. 
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Table 1: Means, standard deviations and zero-order correlations among study variables 

 

Variable N Mean SD 1 2 3 4 5 6 7 8 9 10 

1. Age (t1) 356 40.56 9.51 1          

2. Gender (t1) 356 1.34 0.47 0.01 1         

3. Leadership position (t1) 353 1.26 0.44 0.13* 0.12* 1        

4. Negative affectivity
 
(t1) 356 1.58 0.47 0.04 -0.04 0.05 1       

5. Emotional dissonance
 
(t1) 356 2.69 0.81 -0.01 0.04 0.07 0.31** 1      

6. Job satisfaction
 
(t1) 356 5.57 1.06 0.08 -0.03 0.03 -0.42** -0.36** 1     

7. Job satisfaction (t2) 356 5.43 1.10 0.03 -0.03 0.05 -0.33** -0.30** 0.64** 1    

8. Work engagement
 
(t1) 356 5.78 0.91 -0.04 -0.5 0.05 -0.31** -0.27** 0.46** 0.39** 1   

9. Lack of reciprocity
 
(t1) 356 3.10 0.89 -0.12* 0.11* 0.14** 0.22** 0.28** -0.28** -0.22** -0.10 1  

10. Voluntary turnover (t2) 329 1.02 0.15 -0.08 -0.02 -0.04 -0.05 -0.07 -0.01 0.02 0.00 -0.02 1 

Note: N = sample size. Measurement times are denoted in parentheses: t1 = Time 1, t2 = Time 2. * Correlation is significant with p < 0.05; ** correlation is significant with p < 

0.01. Gender and leadership position were categorical variables with gender: 1 = female, 2 = male; and leadership position: 1 = no, 2 = yes.  
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Test of Hypotheses 

To test Hypotheses 1, 4, 6, 8, and 10, I ran moderated hierarchical multiple regression 

analyses with job satisfaction at Time 2 as the criterion variable. To test the remaining 

hypotheses, moderated binary logistic regression analyses were conducted with voluntary 

turnover at Time 2 being regressed on the specified predictor variables. Tables 2 and 3 present 

the results of hierarchical linear regressions with work satisfaction at Time 2 as the criterion 

variable and emotional dissonance at Time 1 as predictor variable as well as the hypothesized 

moderator effects of work engagement and lack of reciprocity. In Step 1, the control variables 

as well as mean centered job satisfaction at Time 1 were entered in the analyses. In Step 2, the 

main effects of emotional dissonance and the hypothesized moderator work engagement were 

tested by including those variables separately after they were mean centered. This step 

represents the tests of Hypotheses 1 and 4. Finally, in Step 3, the interaction effect of 

emotional dissonance and work engagement was included in the analyses by entering the 

product term of these variables, hereby testing Hypothesis 6. Standardized regression weights 

as well as t-values are reported. To examine whether later steps in the analyses were suited to 

model the data more adequately, the change statistics of R
2
 and F, R

2 
and F, respectively, 

were computed. 
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Table 2: Hierarchical linear regression with job satisfaction at time 2 as the criterion variable 

and emotional dissonance and work engagement as predictor variables 

Job satisfaction (t2) 

Step 1 Step 2 Step 3 Variable 

 t  t  t 

Age -0.017 -0.404 -0.010 -0.235 -0.010 -0.235 

Gender -0.011 -0.270 -0.004 -0.097 -0.002 -0.052 

Leadership position 0.034 0.818 -0.033 0.781 0.032 0.797 

Negative affectivity -0.074 -1.617 -0.048 -1.043 -0.048 -1.032 

Job satisfaction (t1) 0.609 13.330** 0.550 10.941** 0.553 10.914** 

Emotional 

dissonance (ED) 
  -0.056 -1.257 -0.058 -1.283 

Work engagement 

(WE) 
  0.106 2.267* 0.106 2.251* 

ED X WE     -0.021 -0.496 

 

R
2
 0.416 0.012 0.000 

F 49.376** 3.668* 0.246 

df 5 2 1 

R
2
 0.416 0.428 0.428 

Adjusted R
2
 0.407 0.416 0.415 

Overall F 49.376** 36.859** 32.212** 

df - regression 5 7 8 

df - residuals 347 345 344 

Note: N = 356. Measurement times are denoted in parentheses: t1 = Time 1, t2 = Time 2. Standardized 

regression weights and t-values are reported. Age, negative affectivity, emotional dissonance, work engagement, 

and lack of reciprocity are mean centered. Gender and leadership position were categorical variables with 

gender: 1 = female, 2 = male; and leadership position: 1 = no, 2 = yes. * significant with p < 0.05; ** significant 

with p < 0.01. 
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Table 2 shows that the control variables as assessed at Time 1 did not significantly 

predict job satisfaction at Time 1. However, job satisfaction at Time 1 did predict job 

satisfaction at Time 2 (  = 0.609, SE = 0.047, t = 13.330, p < 0.01), indicating that job 

satisfaction was rather stable in this sample. Hence, it is adequate to control for its influence 

at Time 1. In Step 2, emotional dissonance and work engagement were included. Emotional 

dissonance at Time 1 was not related to job satisfaction at Time 2 (  = -0.056, SE 0.061,

t = -1.257, n.s.). Thus, Hypothesis 1 was not supported. However, work engagement at Time 

1 predicted job satisfaction significantly and under control of the influence of former job 

satisfaction (  = 0.106, SE = 0.055, t = 2.267, p < 0.05) indicating support for Hypothesis 4. 

The inclusion of emotional dissonance and work engagement explained additional 1.2% of 

the variance in Time 2 job satisfaction. The interaction term of emotional dissonance and 

work engagement (ED X WE) entered in Step 3 was not significantly associated with Time 2 

job satisfaction (  = 0.021, SE = 0.062, t = -0.496, n.s.). Thus, Hypothesis 6 gained no 

support.  

Table 3 presents the results of the hierarchical linear regression analyses with 

perceived lack of reciprocity entered as predictor variable in Step 2 and as moderator variable 

in Step 3. Neither emotional dissonance nor perceived lack of reciprocity was correlated with 

later job satisfaction (  = -0.059, SE 0.062, t = -1.303, n.s.;  = -0.040, SE 0.055, t = -0.885, 

n.s.). Accordingly, the interaction term of emotional dissonance and perceived lack of 

reciprocity (ED X LR) was not related to job satisfaction at Time 2 (  = 0.005, SE 0.055, t = 

0.109, n.s.). Thus, Hypotheses 8 and 10 were not supported.  
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Table 3: Hierarchical linear regression with job satisfaction at time 2 as the criterion variable 

and emotional dissonance and lack of reciprocity as predictor variables 

Job satisfaction (t2) 

Step 1 Step 2 Step 3 Variable 

 t  t  t 

Age -0.017 -0.404 -0.023 -0.537 -0.023 -0.544 

Gender -0.011 -0.270 -0.005 -0.126 -0.005 -0.119 

Leadership 

position 
0.034 0.818 0.044 1.046 0.044 1.040 

Negative 

affectivity 
-0.074 -1.617 -0.057 1.234 -0.058 -1.236 

Job satisfaction 

(t1) 
0.609 13.330** 0.584 12.170** 0.584 12.148** 

Emotional 

dissonance 

(ED) 

  -0.059 -1.303 -0.060 -1.305 

Lack of 

reciprocity 

(LR) 

  -0.040 -0.885 0.039 -0.849 

ED X LR     0.005 0.109 

 

R
2
 0.416 0.005 0.000 

F 49.376** 1.477 0.012 

df 5 3 1 

R
2
 0.416 0.421 0.421 

Adjusted R
2
 0.407 0.409 0.407 

Overall F 49.376** 35.788** 31.226** 

df - regression 5 7 8 

df - residuals 347 345 344 

Note: N = 356. Measurement times are denoted in parentheses: t1 = Time 1, t2 = Time 2. Standardized 

regression weights and t-values are reported. Age, negative affectivity, emotional dissonance, work engagement, 

and lack of reciprocity are mean centered. Gender and leadership position were categorical variables with 

gender: 1 = female, 2 = male; and leadership position: 1 = no, 2 = yes. * significant with p < 0.05; ** significant 

with p < 0.01. 
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To test the hypotheses concerning voluntary turnover (Hypotheses 2, 3, 5, 7, 9, and 

11), I conducted hierarchical binary logistic regression analyses with the turnover decision 

(1 = no, 2 = yes) as the criterion variable. Table 4 presents the results of these regression 

models with Time 1 emotional dissonance and job satisfaction as predictor variables as well 

as the moderator variable work engagement. 

In Step 1, Time 1 control variables were entered in the analyses. In Step 2, the main 

effects of job satisfaction, emotional dissonance, and the hypothesized moderator work 

engagement were tested by including those variables separately after they were mean 

centered. This step represents the tests of Hypotheses 2, 3, and 5, respectively. Finally, in Step 

3, the interaction effect of emotional dissonance and work engagement was included in the 

analyses by entering the product term of these variables, hereby testing Hypothesis 7. 

Regression weights, odd ratios, and Wald statistics are reported. To examine the portions of 

explained variance in the criterion variable Cox & Snell R
2
 and Nagelkerke R

2
 statistics were 

computed. Model fit was assessed with Omnibus 
2
 indices. 
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Table 4: Logistic regression with turnover at Time 2 as the criterion variable and emotional dissonance and work engagement as predictor variables 

 

Turnover (t2) 

Step 1 Step 2 Step 3 Variable 
Regression-

coefficient B 

Exp (B) Wald Regression-

coefficient B 

Exp (B) Wald Regression-

coefficient B 

Exp (B) Wald 

Age -0.047 0.954 1.525 -0.049 0.952 1.442 -0.051 0.951 1.502 

Gender 0.627 1.872 0.550 0.721 2.057 0.706 0.560 1.750 0.415 

Leadership position -0.159 0.853 0.035 -0.213 0.808 0.062 -0.282 0.754 0.103 

Negative 

affectivity 

-1.334 0.263 1.594 -1.570 0.208 1.759 -1.551 0.212 1.683 

Job satisfaction (t1)    -0.451 0.637 1.131 -0.672 0.511 2.438 

Emotional 

dissonance (ED) 

   -0.620 0.538 1.304 -0.603 0.547 1.071 

Work engagement 

(WE) 

   -0.121 0.886 0.066 0.581 1.788 0.936 

ED X WE        1.214* 3.366* 4.538* 
 

Cox & Snell R
2
 0.012 0.019 0.034 

Nagelkerke R
2
 0.057 0.091 0.163 

Omnibus Test 
2
 

Step 1 

Block 

Model 

 

3.881 (df = 4) 

3.881 (df = 4) 

3.881 (df = 4) 

 

2.254 (df = 3) 

2.254 (df = 3) 

6.135 (df = 7) 

 

5.501* (df = 1) 

5.501* (df = 1) 

11.136 (df = 8) 
 

Note: Measurement times are denoted in parentheses: t1 = Time 1, t2 = Time 2. * significant with p < 0.05; ** significant with p < 0.01. Regression weights, odd ratios, and Wald 

statistics are reported. Age, negative affectivity, emotional dissonance, work engagement, and lack of reciprocity are mean centered. Gender and leadership position were 

categorical variables with gender: 1 = female, 2 = male; and leadership position: 1 = no, 2 = yes. df = degrees of freedom. 
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Results as displayed in Table 4 show that neither control variables nor the predictor 

variables job satisfaction (B = -0.451, Exp (B) = 0.637, Wald = 1.131, n.s.), emotional 

dissonance (B = -0.620, Exp (B) = 0.538, Wald = 1.304, n.s), and work engagement 

(B = -0.121, Exp (B) = 0.886, Wald = 0.066, n.s.) by themselves are associated with voluntary 

turnover at Time 2. Hence, Hypotheses 2, 3, and 5 gained no support. The significant 

correlation between the interaction term of emotional dissonance and work engagement and 

subsequent voluntary turnover (B = 1.214, Exp (B) = 3.366, Wald = 4.538, p < 0.05) indicates 

support for Hypothesis 7. 

However, the illustration of the moderation as presented in Figure 2 indicates that 

contrary to Hypothesis 7 emotional dissonance is positively associated with subsequent 

voluntary turnover under the condition of greater work engagement (subgroup “high WE x 

high ED”), whereas the relationship was hypothesized to be positive under the condition of 

low work engagement. Thus, great work engagement does not seem to buffer the association 

between emotional dissonance and voluntary turnover, but rather appears to promote it. The 

interaction term additionally accounts for between 1.5% and 7.2% of the variance in 

voluntary turnovers. Omnibus tests show that the model significantly benefits from the 

inclusion of the interaction term in Step 3. 

 

Figure 2: Interaction of emotional dissonance and work engagement in association with 

voluntary turnover. Turnover was coded 1 = no, 2 = yes. 
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Hypotheses 9 and 11 were tested by performing an additional binary logistic 

regression analysis with perceived lack of reciprocity as predictor variable entered in Step 2 

and as moderator entered in Step 3 of the analysis (see Table 5). Neither one of the predictor 

variables’ associations with voluntary turnover reached conventional levels of significance by 

themselves (job satisfaction: B = -0.500, Exp (B) = 0.606, Wald = 1.571, n.s; emotional 

dissonance: B = -0.601, Exp (B) = 0.548, Wald = 1.196, n.s; lack of reciprocity: B = -0.037, 

Exp (B) = 0.964, Wald = 0.007, n.s.), nor was the interaction term of emotional dissonance 

and perceived lack of reciprocity associated with subsequent voluntary turnover (B = 0.546, 

Exp (B) = 1.727, Wald = 1.172, n.s). Between 2.2% and 10.5% of the variance in voluntary 

turnover were explained by the full model. Omnibus tests corroborate the poor model fit to 

the data. 
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Table 5: Logistic regression with turnover at time 2 as the criterion variable and emotional dissonance and lack of reciprocity as predictor variables 

Turnover (t2) 

Step 1 Step 2 Step 3 Variable 

Regression-

coefficient B 

Exp (B) Wald Regression-

coefficient B 

Exp (B) Wald Regression-

coefficient B 

Exp (B) Wald 

Age -0.047 0.954 1.525 -0.048 0.953 1.397 -0.052 0.949 1.628 

Gender 0.627 1.872 0.550 0.695 2.004 0.644 0.576 1.776 0.429 

Leadership position -0.159 0.853 0.035 -0.220 0.803 0.065 -0.221 0.802 0.064 

Negative affectivity -1.334 0.263 1.594 -1.519 0.219 1.710 -1.519 0.219 1.706 

Job satisfaction (t1)    -0.500 0.606 1.571 -0.475 0.622 1.352 

Emotional 

dissonance (ED) 

   -0.601 0.548 1.196 -0.649 0.523 1.362 

Lack of reciprocity 

(LR) 

   -0.037 0.964 0.007 0.174 1.190 0.116 

ED X LR        0.546 1.727 1.172 
 

Cox & Snell R
2
 0.012 0.018 0.022 

Nagelkerke R
2
 0.057 0.090 0.105 

Omnibus Test 
2
 

Step 1 

Block 

Model 

 

3.881 (df = 4) 

3.881 (df = 4) 

3.881 (df = 4) 

 

2.196 (df = 3) 

2.196 (df = 3) 

6.077 (df = 7) 

 

1.065 (df = 1) 

1.065 (df = 1) 

7.141 (df = 8) 
Note: Measurement times are denoted in parentheses: t1 = Time 1, t2 = Time 2. * significant with p < 0.05; ** significant with p < 0.01. Regression weights, odd ratios, and Wald 

statistics are reported. Age, negative affectivity, emotional dissonance, work engagement, and lack of reciprocity are mean centered. Gender and leadership position were 

categorical variables with gender: 1 = female, 2 = male; and leadership position: 1 = no, 2 = yes. df = degrees of freedom. 
 



Discussion  28 
 

 

Taken together, results from hierarchical regression analyses did not support the 

hypotheses that emotional dissonance is significantly related to a decrease in job satisfaction 

or subsequent voluntary turnover. Work engagement was positively associated with later job 

satisfaction as expected. However, perceived lack of reciprocity appeared not to be correlated 

with job satisfaction six months later. Whereas the interaction terms did not reach 

significance with regard to the criterion variable job satisfaction, work engagement moderated 

the positive relationship between emotional dissonance and voluntary turnover in the manner 

that under the condition of greater work engagement the relationship became stronger. With 

perceived lack of reciprocity no such patterns were detectable. 

 

Discussion 

 This study showed that the experience of emotional dissonance is not necessarily 

related with decreases in job satisfaction and voluntary turnovers. The results further imply 

that work engagement plays an important, yet not fully understood role within the process of 

stress leading to a reduction of job satisfaction and withdrawal behavior. Perceived lack of 

reciprocity, however, does not appear to play a crucial role in this process. In sum, the 

prespecified hypotheses gained only little support. 

 The finding that the experience of emotional dissonance on the job is not associated 

with reduced job satisfaction runs counter to the hypothesis and is surprising considering the 

many contrary results from previous studies (Abraham, 1998, 1999; Coté & Morgan, 2002; 

Grandey, 2003; Lewig & Dollard, 2003; Pugliesi, 1990). However, only the study of Coté and 

Morgan (2002) employed a longitudinal design. Thus, it appears that the relationship between 

emotional dissonance and job satisfaction is stronger in cross-sectional designs, which is 

possibly due to temporally confounded measurements. Further longitudinal studies are needed 

to clarify the nature of the association.  

Another possible interpretation for the absence of the hypothesized relationship is that 

the type of the job moderates the relationship between emotional dissonance and reduced job 

satisfaction. The majority of studies examining antecedents and consequences of emotional 

dissonance focuses on the experiences of employees working in a branch of the service sector 

in which customers may file complaints or even decline the service altogether if they do not 

feel treated adequately, such as cabin personnel in commercial flights, sales personnel, or call 

center agents (Zerbe, 2000; Abraham, 1998, 1999; Lewig & Dollard, 2003; Zapf & Holz, 

2006). However, in the care of disabled or mentally ill persons, emotional dissonance arises, 

yet the clients may still reward the service, for instance with gratefulness, as it is more 
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difficult for them to abandon the interaction with the caregiver. As a consequence, the feeling 

of emotional dissonance may become less salient than in other situations in which service 

providers are also deprived of the clients’ recognition of their work. Besides, caring for 

handicapped people may provide the caregivers with more opportunities to fulfil an altruistic 

need (Li & Xu, 2007; Travis, 2007) than simply selling products or providing other services. 

It is conceivable that service providers are more willing to accept the aversive state of 

emotional dissonance when they are “bought out” with the positive feeling of doing a good 

deed. Finally, a further explanation for the nonexistent relationship may be rooted in the 

study’s design. It is possible that the six-month interval between the measurement times is too 

long to allow the detection of an effect of the experience of emotional dissonance on job 

satisfaction as it has been shown that job satisfaction is a rather stable attitude measure. 

Hence, to detect influences by external circumstances, measurements need to be conducted on 

a much narrower time scale (Dormann & Zapf, 2001). 

 Despite numerous other previous findings (e.g., Tuten & Neidermeyer, 2004; Coté & 

Morgan, 2002; Griffeth, Hom, & Gaertner, 2000; Balliod & Semmer, 1994; Tett & Meyer, 

1993; Cotton & Tuttle, 1986) there was no association between emotional dissonance or job 

satisfaction and voluntary turnover evident in the present study. Considering the sheer number 

of voluntary turnovers that had taken place until the Time 2 measurement – seven – this is not 

surprising. Yet, it calls into question how to measure the turnover decision in a field study 

design like the one used in this study. One possibility would be to extend the measurement to 

three or more measurement times over the course of a much longer period of time (Hom & 

Griffeth, 1995). This suggestion is consistent with conceiving the turnover decision as the 

result of a prolonged process consisting of orientation and different forms of search behavior 

(Hom & Griffeth, 1995; Hom & Kinicki, 2001). In this regard it will be worthwhile to further 

analyze this study’s data, when data collection and processing will be terminated. However, 

Hom and Griffeth also state that “job satisfaction best predicts quits when the time span is 

short” (Hom & Griffeth, 1995, p. 184), which in essence calls for a long measurement period 

with high frequent measurement times. Naturally, such a study design will come costly on 

financial and logistical resources. Furthermore, when turnover is the researcher’s primary 

concern considerable effort will have to be allocated to the pursuit of participants who 

responded at Time 1 but not at later measurement times, since it is possible that dropped out 

participants also changed their jobs.  

 In accordance with my hypothesis, job satisfaction at Time 2 was predicted by earlier 

work engagement, even when the influence of job satisfaction at Time 1 was controlled for 
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(Dormann & Zapf, 2001). This finding is important as it underlines the relevance of the 

concept of work engagement for research in work psychology. Job satisfaction is known to be 

associated with core measures of work and organizational psychology, such as performance 

(Judge et al., 2001), organizational commitment (Meyer et al., 2002), and innovation (Shipton 

et al., 2006). Relating work engagement to job satisfaction, as other authors have done it 

before (Rich, 2007), may offer valuable opportunities for every day practice on organizations, 

such as selecting personnel for leadership positions (i.e. work engagement may become a 

selection criterion), and to maintain employees’ job satisfaction by creating jobs in a way that 

they can be dealt with vigorously, with dedication and in absorption (i.e. work engagement 

may become a criterion for job design).  

Contrary to Hypothesis 6, work engagement did not moderate the proposed positive 

relationship between emotional dissonance and a subsequent reduction in job satisfaction. The 

absence of the moderating effect may be attributed to the nonexistence of the hypothesized 

relationship between emotional dissonance and job satisfaction. Work engagement did, 

however, interact with emotional dissonance to significantly predict voluntary turnover, 

whereas turnover could not be regressed on only one of the interacting variables. The 

illustration of the interaction effect makes it clear that work engagement moderates the 

relationship between emotional dissonance and voluntary turnover in a different than the 

hypothesized way: under the condition of greater work engagement, emotional dissonance 

and turnover decisions are positively related. A possible interpretation to this seemingly 

counterintuitive finding is that employees who especially enjoy their job and perform it with 

vigor, dedication, and absorption are only to a certain extent willing to accept the experience 

of emotional dissonance and otherwise consider quitting. In that case the proposed buffer 

work engagement, which was hypothesized to protect employees from negative consequences 

of work stress, has to be reconsidered as a factor potentially exacerbating stressful conditions 

at work. However, it may also serve as an early warning sign for managers so they put extra-

effort in the working conditions of their most engaged employees. In a similar vein, Britt 

(2003) found soldiers scoring high on a certain personality trait (warriorism) to respond to 

work role stressors with increasing work engagement, whereas soldiers low on warriorism 

showed decreasing engagement levels. This finding underlines the necessity for managers to 

differentially take into account varying levels of work engagement, and also personality traits, 

when their subordinates are exposed to stressful conditions. 

 Contrary to my hypotheses, perceived lack of reciprocity did not reach significance as 

predictor variable in any of the regression analyses. Cross-sectional correlations reveal that 
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the perception of being treated unfairly by the organization is positively associated with the 

demographic variables of being female and holding a leadership position, the trait variable of 

negative affectivity and the frequent experience of emotional dissonance as well as negatively 

with job satisfaction. However, concerning subsequent job satisfaction and voluntary 

turnover, the relationships shrivel to non-relevance. These findings might be interpreted in the 

way that over the course of time financial recognition of one’s performance becomes less 

important. Employees are capable of diagnosing that they invest more effort into their work 

than they receive in the form of payments. Yet, this discrepancy does not induce a severe loss 

of job satisfaction or even incite voluntary turnover. While this finding may be considered as 

good news for close-fisted managers, it remains unclear whether other unfairness perceptions, 

e.g. the ones pertaining to the organization’s display rules (“SERF”, Grandey & Fisk, 2005; 

also cf. Janssen, 2001), are also unrelated to decreases in job satisfaction and turnover.  

 

Limitations and strengths 

 This study has some limitations that need to be taken into account when considering 

the results. First, the study design, albeit longitudinal, could be improved. Data should be 

gathered on more occasions with shorter intervals in between to be able to identify changes in 

attitudes, such as decreasing job satisfaction, reflecting a response to external circumstances. 

If practicable, researchers could also gather data during a longer course of time. Thereby, one 

would be able to capture the entire process leading from strain to voluntary turnover, which 

might just take longer than the six months captured in this study (Hom & Griffeth, 1995). 

However, for economic and logistical reasons, the study design as it was realized was deemed 

to be a passable way to cope with limited resources, yet simultaneously acquiring data in the 

greatest possible broadness.  

 A second limitation of this study is that all of the information was gathered by means 

of self-report measures. A methodological bias that, hence, needs to be taken into account is 

the common-method bias resulting from the exclusive use of self-report measures. I 

minimized this bias by controlling for negative affectivity in the analyses (Burke, Brief, & 

George, 1993) and by measuring predictor and criterion variables at different times 

(Podsakoff, MacKenzie, Lee, & Podsakoff, 2003). Future studies might benefit from the use 

of family or spouse ratings – a method also recommended by Podsakoff et al. (2003) – which 

may be feasible with the lack of reciprocity measure if employees share their reciprocity 

perceptions with their family. Data concerning an employee’s work engagement might be 
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obtained using peer or supervisor ratings. Turnover information, finally, might be gathered 

from official records.  

 Fourth, regarding the small number of actual voluntary turnover cases during the 

measurement period, a further weakness is that no data concerning other withdrawal behavior 

were obtained. For example, the employees’ days of absence might have been recorded using 

data from the respective human resources department. However, for economic reasons it was 

decided to gather as much data as possible directly from the participants. Also, the 

employees’ turnover intentions could have been measured. Nevertheless, as these measure 

attitudes rather than actual behavior and can not be considered a valid measure for potential 

future turnover (Sims et al., 2005; de Croon et al., 2004), I decided to forego the measurement 

of turnover intentions. 

Finally, in the present study only a few control variables were assessed, whereas many 

variables on the individual level, such as demographic or personality variables, might be 

worthwhile considering when turnover decisions and changes job satisfaction are examined as 

potential reactions to work stress. Yet, these potential influences have largely been controlled 

for by the repeated measures in the study’s longitudinal design, as recommended by Dormann 

and Zapf (2001). 

A particular strength of this study is its longitudinal design, which allowed assessing 

predictor and criteria variables at different measurement times. Albeit causality can still not 

be postulated, the danger of methodological artifacts due to temporally confounded 

measurement of predictors and criteria is reduced. The data set will gain further value, when 

the study’s third measurement time is completed and re-analyses of the present findings will 

be possible. 

A second strength of this study is its sample. A large number of 356 individual 

employees could be won over to respond to the questionnaires at least two times. Large 

sample sizes are necessary to statistically detect even small effects (Hager, 2004). Besides, all 

participants worked in the field of care giving, which can be considered a special form of 

person related services. The homogeneity of this study’s sample may be considered an 

advantage, as preconditions, such as the sector employees work in or other working 

conditions, are held constant. However, the representativeness of the present study’s findings 

is reduced by the sample’s homogeneity and may benefit from the inclusion of other 

professions.  
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Implications for future research and practice 

 Based on the findings of this project, several implications for future studies can be 

deduced. First, as emotional dissonance as only one facet of emotional labor is not related to 

job satisfaction, it might be worthwhile considering other facets of emotional labor as well, 

such as sensitivity requirements, requirements to express positive and negative emotions or 

sympathy or possibilities of emotion regulatory processes (Zapf et al., 2000). Further, it may 

be necessary for future researchers to assess not only the prevalence of emotional dissonance 

and other emotional stressors on the job, but also to assess how employees experience it. For 

example, it is possible that employees regarding the emotional demands of their job as a 

necessary evil to an otherwise fulfilling work cope more successfully with the attached stress 

than employees who wish to avoid every form of emotional stress (cf. Lazarus & Folkman, 

1984). Hence, the assessment of the stress appraisal, coping resources, and the employed 

strategies may further illuminate the consequences of emotional work stress. 

 Second, perceived lack of reciprocity in this study was neither related to decreased job 

satisfaction nor to voluntary turnover. Whilst this is good news for managers who are worried 

that they are never able to pay their employees well enough, it would be premature to 

conclude that reciprocity perceptions do not matter in the context of emotional stress at work. 

First, perceived reciprocity has empirically been linked to job satisfaction (Janssen, 2001) and 

absenteeism (De Boer et al., 2002). Second, reciprocity does not only pertain to matters of 

payment in the sense of distributive justice (Colquitt et al., 2001). It is also important to 

consider procedural and interactional justice perceptions on part of the employees (Colquitt et 

al., 2001). Thus, future studies could benefit from introducing more sophisticated measures of 

different forms of reciprocity. 

Practice might benefit from the presented findings because it points out the necessity for 

organizations to focus their human resources management (HRM) more strongly on the 

positive motivational feature of work engagement rather than only to avoid the negative 

aspects of stress and burnout. As it could be shown, work engagement may be used as a tool 

to build up and maintain job satisfaction, which in turn helps to sustain employees’ 

willingness to perform (Judge et al., 2001) and keep them committed to their organization 

(Meyer et al., 2002). To restore or maintain high work engagement, managers may support 

their employees’ successful recovery (Sonnentag, 2003) and grant job resources, such as 

social support, performance feedback, and autonomy (Bakker & Demerouti, 2007) as well as 

clarity (Britt et al., 2004). Furthermore, high work engagement in association with perceived 

emotional stress serves as a predictor for voluntary turnover. Hence, it may be useful for a 
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strategic HRM to identify highly engaged employees and to assist them in creating a positive 

work atmosphere, which provides them with resources to cope with unavoidable stressors. 

Whereas the question whether less work engaged employees do not tend to quit their job or 

do so in the same way but only later in time when confronted with emotional stress awaits 

future research, the perceptions of the highly engaged may at least serve as an early warning 

system reacting when a certain stress level is reached. According to this study’s findings, 

HRM executives may also benefit more from supporting work engagement to gain job 

satisfaction among their work force than to focus on reciprocity per se. Especially in the 

presence of sharp competition and restricted financial resources it may be appropriate to 

implement strategies to develop work engagement rather than to simply pay employees better 

but not improve their working conditions. Hence, future researchers as well as practitioners 

are asked to develop strategies to increase their employees’ work engagement. 

 

Conclusion 

 This study tested a comprehensive model consisting of a specific emotional stressor, 

emotional dissonance, two possible consequences of this stressor, namely job satisfaction and 

turnover, and two possibly moderating variables, work engagement and perceived lack of 

reciprocity. Whereas emotional dissonance - against the expectation - was not related to job 

satisfaction, it was associated to turnover under the condition that it was accompanied by high 

work engagement. This may be interpreted in the way that employees who are highly valued 

by their organizations because they are strongly engaged are the ones who have a lower 

threshold for acceptable emotional stress. As a consequence, HRM executives may want to 

explicitly take steps to bind these employees to their organization so they will stay with the 

organization even when encountering high emotional work stress. Work engagement itself 

was associated with job satisfaction. This is important for organizations, as it has been long 

known that happy workers are productive (Judge et al., 2001). As perceived lack of 

reciprocity was neither related to job satisfaction nor to turnover, other steps to maintain high 

work engagement, rather than only distributive justice, will have to be developed and may 

positively contribute to a happy productive workforce. 
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Appendix 

Emotional Dissonance 

„Arbeitsplätze mit Klientenkontakt unterscheiden sich darin, wie stark man auf die 

Gefühle der Klienten eingehen muss, und wie stark man die eigenen Gefühle 

kontrollieren sollte, um den Anforderungen der Tätigkeit gerecht werden zu können. 

Kreuzen Sie bitte bei den folgenden Fragen an, welcher der beschriebenen Arbeitsplätze 

Ihrem am ähnlichsten ist, bzw. wie häufig es solche Anforderungen bei Ihrer Tätigkeit 

gibt.“ 

 
ED 1 - sehr selten / nie (   ) 1 

 - selten (etwa 1 x pro Woche (   ) 2 

 - gelegentlich (etwa 1 x pro Tag) (   ) 3 

 - oft (mehrmals pro Tag) (   ) 4 

 

Wie häufig kommt es vor, dass man an 

Ihrem Arbeitsplatz Gefühle 

unterdrücken muss, um nach außen 

hin „neutral“ zu erscheinen? 

- sehr oft (mehrmals pro Stunde) (   ) 5 

 

ED 3 - sehr selten / nie (   ) 1 

 - selten (etwa 1 x pro Woche) (   ) 2 

 - gelegentlich (etwa 1 x pro Tag) (   ) 3 

 - oft (mehrmals pro Tag) (   ) 4 

 

Wie häufig kommt es an Ihrem 

Arbeitsplatz vor, dass man nach außen 

hin Gefühle zeigen muss, die nicht 

mit dem übereinstimmen, was man 

momentan gegenüber den Klienten 

fühlt? 
- sehr oft (mehrmals pro Stunde) (   ) 5 

 

ED 4 - sehr selten / nie (   ) 1 

 - selten (etwa 1 x pro Woche) (   ) 2 

 - gelegentlich (etwa 1 x pro Tag) (   ) 3 

 - oft (mehrmals pro Tag) (   ) 4 

 

Wie häufig kommt es an Ihrem 

Arbeitsplatz vor, dass man nach 

außen hin angenehme Gefühle (zum 

Beispiel Freundlichkeit) oder 

unangenehme Gefühle (zum Beispiel 

Strenge) zeigen muss, während man 

innerlich gleichgültig ist? 

- sehr oft (mehrmals pro Stunde) (   ) 5 

 

ED 5 - sehr selten / nie (   ) 1 

 - selten (etwa 1 x pro Woche (   ) 2 

 - gelegentlich (etwa 1 x pro Tag) (   ) 3 

 - oft (mehrmals pro Tag) (   ) 4 

 

Wie oft kommt es bei Ihrer 

Tätigkeit vor, dass Sie nach außen 

hin Gefühle zeigen müssen, die mit 

Ihren eigentlichen Gefühlen nicht 

übereinstimmen? - sehr oft (mehrmals pro Stunde) (   ) 5 
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Mein Arbeitsplatz ist...  

   - genau wie der von A (   ) 1 

   - ähnlich wie der von A (   ) 2 

   - zwischen A und B (   ) 3 

   - ähnlich wie der von B (   ) 4 

ED 2 Für die Arbeit von A ist es sehr 

wichtig, eigene aufkommende 

Gefühle den Klienten gegenüber zu 

verbergen. 

 

Für die Arbeit von B ist es von 

geringerer Bedeutung, eigene 

aufkommende Gefühle den Klienten 

gegenüber zu verbergen. 

   - genau wie der von B (   ) 5 

 

Job satisfaction 

 „Nun interessiert uns, wie Sie über Ihre Arbeit denken. Bitte geben Sie für die folgenden 

Aussagen an, inwieweit diese im Allgemeinen (Time 1) / in Bezug auf die letzten 3 

Monate (Time 2) auf Sie persönlich zutreffen. 

 
  Prak-

tisch 

immer 

Sehr 

oft 

Oft Hin 

und 

wieder 

Selten Sehr 

selten 

Prak-

tisch 

nie 

RAZ 1 

Meine Arbeit ist 

zwar nicht gerade 

ideal, aber 

schließlich könnte 

sie noch schlimmer 

sein. 

1 2 3 4 5 6 7 

RAZ 2 

Eine Kündigung 

brächte mir noch 

mehr Nachteile, 

deshalb bleibe ich 

trotz allem hier. 

1 2 3 4 5 6 7 

RAZ 3 

Am Besten schluckt 

man den Ärger 

hinunter, wenn 

einen bei der Arbeit 

etwas stört. 

1 2 3 4 5 6 7 

RAZ 4 

Als 

Arbeitnehmer/in 

kann man wirklich 

nicht viel erwarten. 

1 2 3 4 5 6 7 
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Voluntary turnover 

DE 15 Haben Sie in den letzten 6 

Monaten den Arbeitsplatz 

gewechselt? 

 

nein   (   ) 1 

ja       (   ) 2 

 

  Falls ja:  

  Haben Sie 

freiwillig 

gewechselt? 

nein   (   ) 1 

ja       (   ) 2 

 

Perceived lack of reciprocity 

„Bitte geben Sie bei den folgenden Aussagen an, wie stark Sie Ihnen zustimmen.“ 

  Stimme 

gar nicht 

zu 

Stimme 

wenig 

zu 
Neutral 

Stimme 

zu 

Stimme 

völlig zu 

LR 1 

Ich investiere mehr in meine 

Arbeit als ich unter dem 

Strich herausbekomme. 

1 2 3 4 5 

LR 2 

Angesichts meiner 

Entlohnung stecke ich zu viel 

Anstrengung in meine Arbeit 

hinein. 

1 2 3 4 5 

LR 3 

Meine Arbeitsanstrengung 

steht in gutem Verhältnis zu 

meiner Entlohnung. 

1 2 3 4 5 

 

Negative affectivity 

„Wie fühlen Sie sich im Allgemeinen?“ (Time 1) 

 
  

Gar nicht 
Ein 

bisschen 

Einiger-

maßen 
Erheblich Äußerst 

NA 1 bekümmert 1 2 3 4 5 
NA 2 verärgert 1 2 3 4 5 
NA 3 gereizt 1 2 3 4 5 
NA 4 nervös 1 2 3 4 5 
NA 5 durcheinander 1 2 3 4 5 
NA 6 ängstlich 1 2 3 4 5 
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Work engagement 

„In der folgenden Liste finden Sie Aussagen dazu, wie man Arbeit erleben kann. 

Kreuzen Sie bitte für jede Aussage an, inwieweit diese im Allgemeinen (Time 1) / in 

Bezug auf die letzten 3 Monate (Time 2) auf Sie persönlich zutrifft. Bitte beachten Sie, 

dass Sie hier sieben Antwortmöglichkeiten haben.“ 

 
  

Nie 
Fast 

nie 

Ab 

und zu 

Regel-

mäßig 
Häufig 

Sehr 

häufig 
Immer 

WEK 1 

Bei meiner Arbeit 

war ich voll 

überschäumender 

Energie. 

0 1 2 3 4 5 6 

WEK 2 

Beim Arbeiten 

fühlte ich mich fit 

und tatkräftig. 

0 1 2 3 4 5 6 

WEK 3 

Ich war von 

meiner Arbeit 

begeistert. 

0 1 2 3 4 5 6 

WEK 4 
Meine Arbeit hat 

mich inspiriert. 
0 1 2 3 4 5 6 

WEK 5 

Wenn ich morgens 

aufgestanden bin, 

habe ich mich auf 

meine Arbeit 

gefreut. 

0 1 2 3 4 5 6 

WEK 6 

Ich fühlte mich 

glücklich, wenn 

ich intensiv 

gearbeitet habe. 

0 1 2 3 4 5 6 

WEK 7 
Ich war stolz auf 

meine Arbeit. 
0 1 2 3 4 5 6 

WEK 8 

Ich bin völlig in 

meiner Arbeit 

aufgegangen. 

0 1 2 3 4 5 6 

WEK 9 
Meine Arbeit hat 

mich mit gerissen. 
0 1 2 3 4 5 6 
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