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Abstract  Job engagement is a key issue that deserves 
attention within the framework of emotional labor. This is 
due to its role in increasing employee happiness and 
productivity. Past literature rarely examined the relationship 
between emotional labor and job engagement, which 
composes the major research purpose of this study. The 
result shows that positive emotional expression, faking 
negative emotions and dealing with other negative emotions 
was positively associated with job engagement. Happiness, 
aggravation, sadness, inferiority have mediating effects 
towards the relationship between positive emotional 
expression and job engagement, but the anxiety was not 
significant. Finally, few researches have been conducted in 
the past to examine the relationship between emotional 
labor and job engagement. Therefore, the hypothesis is a 
general in terms of reference inference, and might not focus 
on only the relationship between the two factors. 
Supporting evidence in terms of literature and research 
material should be further supplemented in the future, in 
order to construct a more solid theoretical framework. 
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1. Introduction 
Since the concept of emotional labor was proposed by 

Hochschild (1983), the study of emotion has evolved from 
the personal sphere into its commercialization. 
Organizations have started to strategize various methods 
and management measures to allow for employees to 
demonstrate the most appropriate emotional expressions in 
order to satisfy customer expectations. Furthermore, 
organizations can integrate organizational strategy with 
various human resource management systems to specify 
and regulate how employees express appropriate emotions 
while performing their duties and assignments (Anderson, 
1993; Ashforth and Humphrey, 1995; Rafaeli and Sutton, 

1988). Consequently, when work regulations of employees 
involve emotional expression and control, or when personal 
effort to regulate emotions is needed by the employee in 
order to satisfactorily perform their roles within the 
organization, it can be defined as an aspect of emotional 
labor (Wu, 2013). 

Emotion experience is a complex phenomenon, from a 
purely subjective perception to action tendencies, behavior 
observation and physiological change included within its 
context (Luca, Deiner and Larsen,2003). Those findings 
indicate the growing importance of emotional or 
sentimental expression of employees within an organization 
(Ashforth and Humphrey, 1993; Grandey, 2000; Morris and 
Feldman, 1996).Whether employees are asked to conceal or 
suppress negative emotions and present a positive emotion 
in order to comply with emotional requirements stipulated 
within the organization in work proceedings (Brotheridge 
and Grandey, 2002; Hochschild, 1983; VanMaanen and 
Kunda, 1989). Employees are therefore required to 
naturally express agreeable emotions while performing their 
job duties, and appropriately manage personal emotions in 
order to meet organizational requirements.  

Employees, when faced with organizational requirements 
and regulations, demonstrate conflicting psychological 
responses, and will base their decision criteria on internal 
self-assessment and external environmental factors, in order 
to further calibrate and measure role played by the 
employee (Kahn, 1990). Under these circumstances, 
employees will receive interferences caused by 
organizational interactions with other parties and 
organizational requirements on emotional expressions of 
employees. This will consequentially result in multiple 
stress factors for the employee, and a higher tendency to 
perceive frustration and setbacks. Employees can produce 
various responses when confronting setbacks: job 
engagement or job withdrawal can occur. When employees 
successfully overcome negative emotions, such as anger 
and sad, etc., they will transform the obstacle into a driving 
force, with full dedication and pride in the job. (Bakker, 
Schaufeli, Leiter and Taris, 2008; Jones & Harter, 2005). 
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Those prior finding support the view that job engagement is 
a key issue that deserves attention within the framework of 
emotional labor. This is due to its role in increasing 
employee happiness and productivity (Schaufeli and 
Salanova, 2007). Past literature rarely examined the 
relationship between emotional labor and job engagement 
(Lu and Guy, 2014; Grandey, 2000), which composes the 
major research purpose of this study. 

2. Hypotheses 
Kahn(1990) proposed the concept of “Work Engagement” 

and defined it as “"the harnessing of organization members' 
selves to their work roles; in engagement, people employ and 
express themselves physically, cognitively, and emotionally 
during role performances.", and viewed this as a form of job 
engagement. This concept is focused on personal and job 
performance and the relationship dynamic between the two 
(person-role relationships), including employee’s 
involvement in their job functions as defined in the job 
specification (Lawler and Hall, 1970; Lodahl and Kejnar, 
1965); organizational commitment (Mowday, Porter, and 
Steers, 1982), and a sense of detachment and alienation in 
their jobs (Seeman, 1972). The above demonstrates job 
involvement not only as an employee’s set job performance, 
but also the emotional state of the employee that fluctuates 
and changes along with the job assigned. 

In an attempt to fit into a pre-defined role as required by 
the organization, very often the employee will put on a 
“fake mask”, and conceal emotions or suppress true 
thoughts and feelings in order to properly perform their 
tasks or interact with other people. Therefore, employees 
often attempt to try making this disguise more genuine and 
believable in order to isolate and conceal true performance 
or behavior (Hochschild, 1983). If this mode of behavior is 
undertaken for a long period of time, It often induces a 

sense of imbalance and discord for the employee, which 
could result in a misalignment of internal emotions and 
outside performance and behavior. The employee might not 
know how to regulate their own self and the role required in 
their jobs, and even less likely will they find meaning and 
value in their jobs, with the consequence being a decline in 
job performance and motivational effect. 

Employees who need to conceal emotions while on their 
job posts actually need to dedicate a lot of effort into 
accomplishing this (Brotherige and Lee, 2002). If more 
resources are needed to conceal true personal emotions, 
then less effort is paid to execute the job responsibilities. 
On the contrary, if the employee can harness the true 
emotions required in their jobs together with true feelings, 
and induce a positive outcome in their job attitude and 
emotional expression, whilst also keeping positive faith in 
their actions (Grandey 2003), then the employee will treat 
his/her employer and job in a positive manner (Rafaeli and 
Sutton, 1987). Once the employee participates and has 
affinity for his/her job, they will gradually motivate 
themselves to manifest appropriate expressions of emotion, 
and are willing to continue this uniformity in true inner 
feelings and external performance (expression of emotion). 
After experiencing such emotional labor, employees also 
have a tendency to believe these experiences to be 
worthwhile, useful, and with value (Kahn, 1990), which 
ultimately allows them to play the emotional role as 
required and defined by the organization. Summing up the 
above, this study proposed that the relationship between 
emotional labor and job engagement are influenced by the 
mediating effects of emotional experience, with the 
hypothesis below: 

H1： The mediating effect of Emotional experience on the 
relationship between emotional labor and job 
engagement. 

 

Figure 1.  Research framework 
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2. Methods 
1. Samples and Procedures 

This study attempted to analyze the perspective of 
emotional labor by using measurement tools in past 
literature. First, the demographic variables were collected, 
such as sex, age, married, education and seniority. Second, 
the literature of emotional labor, emotional experience, and 
job engagement was collected. The responders are derived 
from general employees in companies across Taiwan, and 
examined the relationship between emotional labor (EL), 
emotional experience (EE), and job engagement (JE). This 
was to ensure the fit of reliability and validity of research 
outcome. After the removal of incomplete questionnaires, a 
total of 154 questionnaires, with a return rate of 96.25%. 

2. Measures 
Contextualization is the positioning of research into a 

certain context. Therefore, this questionnaire was designed 
into four parts to developed questionnaires by researchers in 
Taiwan. The scale ranging from 1, “almost never,” to 5, 
“very often”. The first facet measured emotional labor and 
asked interviewees the strategies adopted to accommodate 
regulations governing emotional expressions in their 
respective workplaces. The scale was developed by Lin 
(2000) and Wu (2003). The questionnaire including positive 

emotional expressions (PEE), faking negative emotions 
(FNE), and dealing with other negative emotions (DONE). 
Examples from the five-item included “you need to express 
certain behaviors to communicate a certain image as 
required by the position”. The second part is measurement 
of emotional experience, inquiring what emotional 
responses were expressed within certain occupational 
situations. We used the scales developed by Plutchick (1980) 
and Jean (1998). The scales included “Happiness (HA)”, 
“aggravation (AG)”, “anxiety (AN)”, “sadness (SA)”, and 
“inferiority (IN). Examples from the five-item included 
“Events that occurred during work that induced sad 
emotions”. The third part is the measurement of job 
engagement, which referenced Schaufeli, Salanova, 
Gonzalez-Roma and Bakker (2002). Examples from the 
five-item included “I feel pride in my work”. The fourth 
part is the measurement demographic variable to describe 
the data gathered, with an aim to understand sample data 
structure and basic characteristics. 

3. Results 
1. Descriptive Statistics and Correlations 

Descriptive Statistics of this variables in this study is 
showing in Table1, including the Mean, S.D. and 
correlations matrix between variables.  

Table 1.  Descriptive statistics and correlations analysis 

  Mean SD. PEE FNE DONE HA AG AN SA IN 

EL 
PEE 3.93 .72 1        
FNE 3.38 .96 .592** 1       

DONE 3.46 .92 .603** .958** 1      

EE 

HA 3.11 .48 .299** .195* .195* 1     
AG 2.81 .60 -.048 .185* .174* .207** 1    
AN 2.86 .73 -.096 .153 .154 -.199* .499** 1   
SA 2.21 .66 -.071 .195* .149 -.138 .520** .518** 1  
IN 2.49 .69 -.022 .132 .163* .060 .285** .358** .351** 1 

JE JE 3.17 .90 .464** .316** .280** .647** -.415** -.275** -.165* -.215** 

1.**ρ<.01, *ρ<.05；2.PEE: Positive emotional expression, FNE: Faking negative emotions, DONE: Dealing with other negative emotions, HA: 
Happiness, AG: Aggravation, An: Anxiety, Sa: Sadness, In: Inferiority. 

2. Tests of Hypotheses 
Table 2.  The results of mediating effect 

Path 
Path coefficient 

Path 
Path coefficient 

Path 
Path coefficient 

Indirect Total Indirect Total Indirect Total 
PEE→JE - .452** FNE→JE - .496* DONE→JE - -.468 
PEE→HA .175 .627 FNE→HA .028 .524 DONE→HA -.011 -.479 
PEE→AG .075 .527 FNE→AG -.079 .417 DONE→AG -.022 -.490 
PEE→AN - - FNE→AN - - DONE→AN - - 
PEE→SA -.042 .410 FNE→SA .106 .602 DONE→SA -.053 -.521 
PEE→IN .040 .492 FNE→IN .056 .552 DONE→IN .011 -.457 

F          .630 
R2           33.604 

**ρ<.01, *ρ<.05 
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Figure 2.  The mediated effects of variables. 

Table 2 shows the results of mediating effect. This study 
used SPSS statistics to analysis mediating effects. The 
Positive emotional expressions (β=.452, p<.01) and faking 
negative emotions (β=.496, p<.05) were positive associated 
with job engagement. Dealing with other negative emotions 
was negative associated with job engagement, but it was not 
significant. The results of the mediated test these variables, 
showing that HA has a partially mediate affect between 
PEE and JE. However, AG and SA have partially mediate 
affect between PEE and JE, but it was negative. SA also has 
partially mediate affect and will influence faking negative 
emotions on job engagement. Lastly, dealing with other 
negative emotions will affect job engagement due to 
inferiority emotions, which indicates that a feeling of 
inferiority has mediating effect.  

4. Conclusions and Discussion 
1. Conclusions 

Based on the results, the positive emotional expression, 
faking negative emotions and dealing with other negative 
emotions was positively associated with job engagement, 
supporting hypothesis 1. That is, emotional labor is the 
appropriate expression of emotion required or expected by 
the organization on the employee (Ashforth and Humphrey, 
1993). When this becomes a source of stress for the 
employee, job engagement will reflect an individual’s 
regard and emphasis towards the job (Lodahl and Kejner, 
1965; Rabinowitz and Hall, 1977). If the employee attempts 
to undertake different emotional strategies to fulfill the 
organization’s requirements during work, the emotions they 
exhibit might possibly be authentic. The willingness to 
adjust emotions and feelings from the inside will help the 
employee to exhibit a higher sense of passion and energy 

towards the job. In attempting to verify the relationship 
between emotional labor and emotional experience, this 
study has found that inferiority is the only emotion that has 
no significant. The reason from the fact that service 
industries exist to serve customers, so no matter what 
customers or supervisors the employee meets, it is still 
considered to be a part of the job, and hence has a tendency 
to induce certain emotions (for example: happiness or 
aggravation). Inferiority is a passive emotion that exhibits 
one’s lack of faith to one’s ability. For the service industry, 
which contains relatively few barriers into entry and 
employment and inherently requires the employee to 
respect and provide great service to the customer, 
employees perceived feelings of inferiority is more unlikely 
to appear and measured. 

Happiness, aggravation, sadness have mediating effects 
towards the relationship between positive emotional 
expression and job engagement. This also shows that when 
employees have more positive emotional expression, it will 
perceive that decrease aggravation and sadness, and they 
will increase job engagement. This conclusion corresponds 
to Guy et al (2008) and Hsieh et al (2012)’s previous 
research, and describes how if employees have the ability to 
express authentic emotions during work, they will be more 
inclined towards actively engaging in their jobs. However, 
if they are required to conceal their own emotions to fulfill 
organizational requirements and customer expectations, 
then their perception of engagement in their jobs will 
decrease. Sadness has a mediating effect between faking 
negative emotions and job engagement, it means that 
employees more often applied this way, and then they will 
more often feel sadness, but still increase job engagement. 
This result was failing to support hypothesis, and might 
result from the fact that although employees might feel 
sadness, but in order to continue working at the 
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organization, they will still ask themselves to continue 
committing to job engagement. Inferiority has a mediating 
effect between dealing with other negative emotions and job 
engagement. The result was consistent on the organizational   
contexts. When the employee’s responsibility is to deal with 
other’s negative emotions, the employee might perceive 
his/her own shortcomings or faults in the mediating process. 
Furthermore, mishandling of the situation might also result 
in dissatisfaction on both sides. In the long term, this will 
decrease passion for the job and increase the risk of job 
burnout and considerations to resign from the job. 

2. Limitations and Suggestions 
This study adopts employees of various companies as a 

mediating effect to examine the influence of emotional 
labor on job engagement. The result from our study was 
supported to the hypothesis. However, job engagement is a 
factor within emotional labor that deserves further attention. 
This is due to the fact that it will enhance the perceived 
well-being of the employee and increase productivity 
(Schaufeli and Salanova, 2007). However, few researches 
have been conducted in the past to examine the relationship 
between emotional labor and job engagement (Lu and Guy, 
2014). Therefore, the hypothesis is a general in terms of 
reference inference, and might not focus on only the 
relationship between the two factors. Supporting evidence 
in terms of literature and research material should be further 
supplemented in the future, in order to construct a more 
solid theoretical framework. On the other hand, the research 
was general employees from companies across different 
industries with a broad scope, which might result in a less 
detailed analysis of emotional labor. We suggest that future 
studies can focus on different groups in across industries 
and employment positions, to enlarge the applicability of 
the research topic. Lastly, this research only viewed one 
layer of measurement standards. Future research should 
include different levels and positions within an organization 
(such as: supervisors), to ensure complete links and 
research concept. 
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