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ABSTRACT

This thesis investigates the impact of emotional labour techniques on organizational
commitment mediated by spiritual intelligence. Emotional labour techniques are
critical for service employees. Previous studies on emotional labour have focused
other serviced-based industries but very little has been done regarding studying its
impact on teachers in Malaysia. Yet, teachers have a very demanding job. They are
constantly in interaction with stakeholders (children or parents) and they must
continuously display appropriate emotions. Given the assumptions of affective events
theory (AET), maintaining the emotional boundaries required by the teaching
profession may possibly make teachers vulnerable to unpleasant psychological and
physiological experiences. Thus, the commitment level required from them to drive
organizational agenda can likely diminish. Though, emotional labour techniques seem
inevitable in the workplace, especially for teachers. However, based on assumptions
of multiple intelligence (MI) theory, prior research suggests that developing spiritual
intelligence may mitigate exigencies associated with workplace activities. In this
regard, the current study attempted to establish a theoretical relationship between
emotional labour techniques, organizational commitment, and spiritual intelligence.
This relationship has been scantly researched. So, using a list-based simple random
sampling technique, this study adapted the Emotional Labour Scale (ELS), the Three-
Components model (TCM) scale, and the Spiritual Intelligence Self-Report Inventory
(SISRI-24) as survey instruments. By profiling teachers in the Klang Valley areas of
Malaysia, the conceptual framework for the proposed theoretical relationship was
assessed through standard Goodness-of-Fit (GOF) indices. Both surface acting and
deep acting techniques are hypothesized separately in order to investigate existing
equivocal outcomes in the emotional labour literature. In all, seven hypotheses were
developed, tested, and validated through a-two stage Structural Equation Modelling
(SEM) process. Six out of seven hypotheses were accepted as expected. Hence, the
conceptual framework statistically and significantly supported the proposed
theoretical relationship. The outcomes show that not only does surface acting
technique impact teachers’ organizational commitment negatively, but deep acting
technique can also cause same problem, albeit non-significant. The study found that
teachers with heightened spiritual intelligence are less likely to experience emotional
setbacks from the practice of surface acting and deep acting techniques. This shows
that spiritual intelligence can mediate the relationship between teachers’ emotional
labour techniques and organizational commitment. These results fill some of the
theoretical and contextual gaps in the literature. Likewise, it provides new insights to
the ongoing debate about surface acting and deep acting techniques of emotional
labour. In essence, this study has several implications for the advancement of current
theories, relevant policy making, and professional practices. The study is limited in a
number of ways. It is cross-sectional, purely quantitative, and has its social-
demographic factors not examined. Hence, it highlighted potential areas for future
research.
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CHAPTER ONE
INTRODUCTION

1.1 INTRODUCTION

The main purpose of this research is to examine the impact of emotional labour
techniques on organizational commitment of teachers in Malaysia, mediated through
spiritual intelligence. This chapter discusses the background of the study, identifies
the pertinent research problems in the literature, specifies the research objectives and
questions. This chapter equally highlights the significance and justifications for the
research. Finally, the organization of the study is presented in a form of flow chart in

order to provide step-by-step clarity on the research work.

1.2 BACKGROUND OF THE STUDY

Emotional labour was proposed as a construct by Hochschild in 1983. Emotional
labour is when employees observe the emotional requirement of a job. In doing so,
employees’ personal emotions sometimes conflict with the emotions they have to
display. Hochschild distinguishes between two acting techniques - surface acting and
deep acting. Emotional labour is a critical issue for service-based organisations or
profession like teaching.

Since its introduction over three decades ago, research has looked at its
advantages and disadvantages for organisations and employees. To date, there is very
little research on the relationship between emotional labour techniques (i.e., surface
acting and deep acting), organizational commitment, and spiritual intelligence.

This is a significant gap in the literature given the growing concern for

employees’ well-being (Fry et al., 2016). Also striking is the perennial loss of



productivity due to employees’ health (e.g., psychological and physiological) illness
or conditions (Assiri, 2016; Nagata et al., 2018). For instance, loss of productivity
often cost the global economy US$ 1 trillion per year (WHO, 2019). In Malaysia, Wee
et al., (2019) linked loss of productivity to employees’ socioeconomic characteristics
and health conditions which is often visible through absenteeism and presenteeism. In
Chua's (2020) study, it was revealed that mental health conditions (e.g., depression,
anxiety disorder) are estimated to cost Malaysian economy about RM14.46 billion.

Studies indicate that employees are susceptible to emotional strain when they
lack adequate emotional resources to meet work demands (Choi, Mohammad, & Kim,
2019; Lee & Ashforth, 1996). Yet, in a service organization, customers will perceive
the quality of the organisation based on the service interaction with front-line
employees (Grandey & Sayre, 2019; Hochschild, 2012). Ideally, emotionally-strained
employees result to a form of withdrawal, rather than engage in activities that can
deplete their socio-emotional well-being (Chau et al., 2009; Yin et al., 2019).
Apparently, this reduces their organizational commitment. Thus, leading to loss of
productivity.

Nonetheless, employees who learn to manage their emotions become better
employees (Christoforou & Ashforth, 2015; Richard & Converse, 2016). Scholars
have found that spiritual intelligence can have a positive impact on feelings, thoughts,
and behaviours at work (Conor et al., 2011; Giacalone & Jurkiewicz, 2010; Mahmood
et al., 2018; Sisk, 2015). This potentially brings spiritual intelligence into the field of
emotional labour.

Studies on emotional labour have often focused on health professionals
(Indregard et al., 2018; Lartey et al., 2019), tourism and hospitality workers (Prentice,

2014), front-desk service employees (Sonar & Paliwal, 2018; Walsh et al., 2019),



security personnel (Van Gelderen, 2013) or airline attendants (Hochschild, 1983).
Though, there is steady increase on studies investigating teachers’ emotional labour,
but most attention is focused on the relationship between teachers’ emotional labour
and their psychological consequences or emotional experiences like burnout, stress,
anxiety, and so forth (M. Lee & Vlack, 2017; Naring et al., 2012; Taxer & Frenzel,
2017; Yilmaz et al., 2015).

Except in Shukla and Pandey (2019), there seems to be a dearth of research
establishing empirical relationship between teachers’ emotional labour techniques and
organizational outcomes such as organizational commitment. Yet, Brotheridge and
Lee (2003 p. 366) think that “emotional labour is a multidimensional construct that
could have differential impact on employees’ outcome.” Therefore, it is worthwhile
investigating the relationship between teachers’ emotional labour techniques and
organizational commitment more thoroughly.

The teaching profession is highly charged with feelings, directed towards not
just the people (e.g., students, colleagues or parents), but also towards organizational
values, mission, and ideas (Thien et al., 2014; Zembylas, 2003, 2005). This suggests
that the profession is seemingly filled with so many complexities (Mawhinney &
Rinke, 2018). Perhaps, due to high rates of pressure on teachers as nation’s builder
(Kwok, 2014) or their wellness impact on students’ learning (Zembylas, 2005) or due
to the occupational stress of the profession such as excessive workload, poor students’
behaviour, aggressive parents’ behaviour, etc., (Skaalvik & Skaalvik, 2017; Walifa,
2020). In addition, report revealed a worrying trend of increased symptoms of poor
mental health among teachers (TWI, 2020). For instance, about 53% of teachers report
personal health and wellbeing issues. Thus, continued research may provide better

understanding on teachers’ emotional experiences.



