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Pugh, S. D., Groth, M., & Hennig-Ghurau,T.(2010). Willing and Able To Fake Emotions: A Closer Examination

of the Link Between Emotional Dissonance and Employee Well-Being. Journal of Applied Psychology,
doi:10.1037/a0021395.

Emotional dissonance resulting from an employee’ s emotional labor is usually considered to lead negative
employee outcomes, such as job dissatisfaction and emotional exhaustion. Drawing on Festinger' s (1957)
cognitive dissonance theory, we argue that the relationship between service employees’ surface acting and job
dissatisfaction and emotional exhaustion is moderated by 2 aspects of a service worker s self-concept: the
importance of displaying authentic emotions (reflecting the self-concept’ s self-liking dimension) and the
employee” s self-efficacy when faking emotions (reflecting the self-competence dimension). A survey of 528
frontline employees from a wide variety of service jobs provides support for the moderating role of both
self-concept dimensions, which moderate 3 out of 4 relationships. Theoretical and practical implications are
| discussed from the perspectives of cognitive dissonance and emotional labor theories.
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Regression Summary for Importance of Authenticity and Self-Efficacy Surface Acting
Emotional exhaustion : Job satisfaction
Predictor R M B SEB B K AR B SEB B

Step 1: Control variables A0 or

Gender o407 mn 1908 A0

Job tenure fin vears) oo 03 O ¢ 05
Step 2: Independent variables A9 197 Ao 9

Surface acting 3m 43" =26 04 -3

Importance of authentic emotional display d4 M A3 -0 —-04

Surface acting self-efficacy -00 00 -0 o0 A0
Step 3: Interactions 23 e AT

Surface Acting » Importance of Authentic Emotional Display A5 03 AT -4 M -4y

Surface Acting X Surface Acting Self-Efficacy =00 0 -0 D0 03

Note. N = 328 All coefficients are reported for the final step.
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2.Factor loadings (as standardized coefficient) % %[11a] i 38
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Item o Ticient rieliabiliny
Surface acting G
Put on an act in order o deal with costomers in an appropriste way. R
Fake a pood mood when interacting with customers. L83
Put on 8 “show™ or “performance” whes interacting with customers. B2
Ernportance of sathentic @ motional display 83
It ofeen makes me feel uncomtorable it 1 have to hide emations thar 1 actusily
foet. JF
H T oeed 10 express emotions that 1 do aot actoally feell T often feel like T any
deceiving oshers, ez}
When | oooed 1o show cmotions that | do nor sealty feel inside. | often feel
wnse and pressured. 34
It s meaningful and valoable to me 1o always he honest in showing my real
emoﬂmns. 72
Self-efficacy surfave ating R
{Confidence yor can pecform this behavior] Put an an et o arder o deat with
CURNTIONS i1 an Approprinie Wy, B3
[Confidence you can perform this belavior] Fake a good mood when
interacting with custonsers. B2
{Con{idence you can perform this behavier] Put an a “show™ ar “performance™
when interacting with customers. B4
Ermotional exhaustion JER
Being tired R
Buno “wiped out” &7
Fi Emt‘ run-dowry LG
l*-;;Emm rejected Gl
Being exhavswed LT
Job satisha R
Al in alll 1 am satisliod with my job. Y
In general. 1 doa’t like my job treverse sevced). 32
In general. 1 like working here. .83

N

Nowe, 328, All factor losdings are siznificant at p < OF
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