
"Impact of Emotional Labour on Job Satisfaction: 
A comparative study of the teachers in the four 

different Key Stages in an International School in 
Sri Lanka" 

Rajapakse Mudiyanselage Surani Kanchana Maithripala 

MBA 	 2016 

DOI: 10.31357/fmscmst.2016.00274



Impact of Emotional Labour on Job Satisfaction: A 
comparative study of the teachers in the four 

different Key Stages in an International School in 
Sri Lanka" 

By 

R. M. S. K. Maithripala 
FM 525520 13049 

A research project submitted to the University of Sri 

Jayewardenepura in partial fulfillment of the requirements for the 

Degree of Master of Business Administration (Human Resource 

Management) on 06/02/2016 



ATTESTATION OF AUTHORSHIP 

The work described in this research was carried out by me under the supervision of Dr. 

Bhadra J. H. Arachchige and a report on this has not been submitted in whole or in part 

to any university or any other institution for another Degree! Diploma. 

Name: R. M. S. K. Maithripala 

Signature of Author: 

Date: 06/02/20 16 



SUPERVISOR DECLARATION 

I certify that the above statement made by the candidate is true and that this research is 

suitable for submission to the University for the purpose of evaluation. 

Signature ........... 

Supervisor : Dr. Bhadra J. H. Arachchige 

Date 	 c?J..'................... 



Table of Content 

Tableof Content............................................................................................................................................I 

LISTOF TABLES .............................................................................................................................................V 

LISTOF FIGURES ............................................... . ............................... . .......... . ....... . ....................................... VI 

ABSTRACT................................... . ................................................................... .. ............ . ... .. ....................... VIII 

CHAPTER1......................................................................................................................................................1 

INTRODUCTION............................................................................................................................................1 

1.lBackground ..................................................................................................................................... 1 

1.2 	Problem Statement ......................................... . .............................................................................. 4 

1.3 Problem Justification .....................................................................................................................4 

1.4 Objectives of the Study..................................................................................................................6 

1.5 Significance of the Study................................................................................................................7 

1.6 Organisation of the Study............................................................................................................88 

CHAPTER2 .....................................................................................................................................................9 

LITERATURE REVIEW ....................................................................................................................................9 

2.1 Introduction...................................................................................................................................9 

2.2 Background....................................................................................................................................9 

2.3 Emotions and Work .....................................................................................................................10 

2.4 Emotional Labour.........................................................................................................................12 

2.5 Types of Emotional Labour..........................................................................................................14 

2.6 Emotional Labour and the Service Sector....................................................................................18 

2.7 Emotional Labour and Teaching ..................................................................................................19 



2.8 Effects of Emotional Labour . 25 

2.9 Job Satisfaction ............................................................................................................................28 

2.10 Teaching and Job Satisfaction ....................................................................................................30 

2.11 Emotional Labour and Job Satisfaction ......................................................................................32 

2.12 Chapter Summary ......................................................................................................................34 

CHAPTER3..................................................................................................................................................36 

RESEARCHMETHODOLOGY........................................................................................................................ 36 

3.1 	Introduction ................................................................................................................................. 36 

3.2 Emphasis on Qualitative Research Methods ............................................................................... 36 

3.3 	Population .................................................................................................................................... 38 

3.4Sample 	......................................................................................................................................... 38 

3.4.1 	Sampling 	Method ................................................................................................................ 40 

3.4.2 	Sample size.......................................................................................................................... 42 

3.4.3 	Factors 	Determining Sample Size........................................................................................ 43 

3.5 	Research 	Design ........................................................................................................................... 46 

3.5.1 	Authenticity and Validity of Data ........................................................................................ 46 

3.6 	Coding .......................................................................................................................................... 47 

3.7 	Limitations 	................................................................................................................................... 47 

3.8 	Ethical 	Considerations 	................................................................................................................. 48 

3.9 	Chapter Summary ........................................................................................................................ 48 



CHAPTER4 ............................................................................................................................. 49 

DATAPRESENTATION AND ANALYSIS ..................................................................................................49 

4.1 Introduction................................................................................................................................. 49 

4.2 Demographic Data Presentation & Analysis................................................................................49 

4.2.1 Profile of Participant Teachers............................................................................................49 

4.3 Data Presentation & Analysis ......................................................................................................53 

4.4 Identify level of emotional labour of teachers (surface acting and deep acting) ........................59 

Theme1: Surface Acting ..............................................................................................................59 

Theme2: Deep Acting..................................................................................................................63 

4.5 To assess the level of emotional labour and job satisfaction of teachers ...................................66 

4,5.1 Emotional Labour (level of).................................................................................................66 

Theme 1 : Acceptance as part of job............................................................................................67 

Theme 2 : Dealing with others (not students) emotionally is more difficult ...............................67 

4.5.2 Job Satisfaction (level of) ....................................................................................................68 

Theme 1: Reasons for teaching....................................................................................................69 

Theme2: Love of Children ...........................................................................................................70 

Theme3 : Pride in what they do ..................................................................................................71 

Theme4: Teaching being difficult ................................................................................................ 72 

4.6 To asses the relationship of emotional labour and job satisfaction in the different levels of 

teaching(Key Stages).........................................................................................................................74 

Theme 1: Teaching not difficult ...................................................................................................74 

Theme 2 : Emotional dealings effects .........................................................................................77 

Theme3 : Coping mechanism ......................................................................................................79 

4.7 Summary......................................................................................................................................81 



CHAPTERS 	 .82 

DISCUSSION .........................................................................................................................................82  

5.1 Introduction.................................................................................................................................82  

5.2 Discussion ....................................................................................................................................82 

5.2.1 To Identify level of emotional labour of teachers ....................................................................82 

5.2.2 To assess the level of emotional labour and job satisfaction of teachers................................83 

5.2.3. To asses the relationship of emotional labour and job satisfaction in the different levels of 

teaching(Key Stages).........................................................................................................................85 

5.3 Summary......................................................................................................................................90 

CHAPTER6 .............................................................................................................................91 

CONCLUSION........................................................................................................................................91 

6.1 Introduction.................................................................................................................................91 

6.2 Conclution....................................................................................................................................91 

REFERENCES ..........................................................................................................................94 

APPENDIX! .......................................................................................................................... 104 

APPENDIXI! ........................................................................................................................105 

APPENDIXIII .......................................................................................................................106 

APPENDIXIV .......................................................................................................................108 

IVA 



LIST OF TABLES 

Table 1. Key Stage Details 	 Page 50 

Table 2. 	Profiles of Subjects. 	 Page 52 

Table 3. 	Initial Coding 	 Page 55 



LIST OF FIGURES 

Figure 1. Frequency of years of Experience 	 Page 51 

Figure 2. QDA Miner Lite - Second Level Coding. 	 Page 56 

Figure 3. Word Cloud - Showing the most frequent themes in larger 	Page 57 
font 

Figure 4 Word Frequency Charts - Showing the most frequent themes Page 57 

Figure 5 Coding Frequency Table 
	

Page 58 

VI 



ACKNOWLEDGEMENTS 

I would like to extend my gratitude to the many wonderful individuals who helped to 

bring this research project to fruition. First, I would like to immensely thank my 

supervisor, Dr Bhadra Arachchige. I am so deeply grateful for her help, professionalism, 

valuable guidance and the hours of discussions throughout this project and through my 

entire program of study. She was the main reason for my interest in this topic and my 

interest in the field of HRM due to her amazing teaching skills. 

I would also like to thank Dr P Janak Kumarasinghe, the MBA Coordinator, for his 

concern and encouragement in the past two years. My thanks also go to the entire team at 

the MBA office for all the support given. 

Finally, I must express my very profound gratitude and love to my life partner and 

husband for providing me with unfailing support and continuous encouragement 

throughout my years of study and through the process of researching and writing this 

report. This accomplishment would not have been possible without him. Thank you. 



"Impact of Emotional Labour on Job Satisfaction: A comparative 
study of the teachers in the four different Key Stages in an 

International School in Sri Lanka" 

R. M. S. K Maithripala 

ABSTRACT 

In this research, a comparative study was conducted to explore the impact of emotional 

labour on the job satisfaction of the teachers in four levels of teaching of an international 

school in Sri Lanka using thematic analysis. The purpose of the explorative study is to 

contribute new insights into existing understandings of how teachers' engaged in 

emotional labour and its impact on their job satisfaction. Twenty teachers, 5 from each of 

the 4 key stages participated in a face-to-face interview each. The findings revealed that 

the performance of emotional labour in teaching and dealing with students has no direct 

impact on the job satisfaction of the teachers due to their caring nature and sense of 

teacher identity. This research contributes to the limited literature on emotional labour 

and its impact, especially in the Asian and the Sri Lankan context, as well as it develops 

existing understandings of how teachers contribute towards the betterment of students 

due to their caring nature. Furthermore, the empirical findings highlight that due to the 

professional identity of teachers in schools, they have a heightened sense of satisfaction 

in performing their job due to the belief of making a difference in children's lives. 

Limitations of the current study and implications for future research are discussed. 

Keywords Emotional labour, caring teacher, thematic analysis, international school, Sri 
Lanka 



CHAPTER I 

INTRODUCTION 

1.1 Background 

Emotions are quintessential to human experience as they influence a person's thoughts 

and actions. In the past, emotions in the workplace were believed to obscure sound 

judgment and thus were not even perceived as a workplace phenomenon (Grandey, 2000). 

The importance of emotions in the workplace is gaining more and more attention partly 

due 	to the expansion of the service economy which most often requires human 

interactions leading to emotional displays. The products provided by service employees 

are mostly intangible and the perceived quality of the service is related to the interpersonal 

interactions between the employee and the customer (Morris & Feldman, 1996). For 

example, Pugh (2001) presented that the employees displays of positive emotion were 

directly related to the customers' ratings of service quality and their overall satisfaction 

with the organization (Matilla & Enz, 2002). 

Hochschild (1983) introduced the term 'emotional labour' in order to describe the actions 

of service workers that go further than physical or mental obligations. Emotional labour 

was described as a form of emotion regulation that creates a publicly observable facial 

and physical display within the workplace (I-lochschild, 1983). Practically applied in a 

work place, this would mean that you either express only your positive feelings or 

hide/manage your negative feelings. She described emotional labour especially in terms 

ofservicejobs where workers frequently have to control their emotions in order to comply 

with an expected job performance standard. l-Iochschild identified two types of emotional 
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labour: surface acting and deep acting. When employees try to modify the expression of 

emotions, it is called surface acting. When they engage in deep acting, employees 

manipulate their internal thoughts and feelings in order to actually feel the desired 

emotion. Hochschild (1983) maintains that along with this commodification process, 

which expects the service worker to behave in a certain way, they become estranged from 

their own feelings in the workplace. Both types of emotional labour can lead to conflicting 

emotions which may have a negative effect on the well-being of workers. In the recent 

past, apart from these two dimensions, the works of Ashforth and Humphrey (1993) added 

a third component to the literature, which is the expression of naturally felt emotions. 

This research focuses on emotional labour of teachers. Teaching usually involves face-

to-face interaction with students. Teachers are also expected to deal with others such as 

parents, fellow teachers and the school management. In order to succeed at their task, 

teachers have to draw the attention of their students, motivate the students to learn and at 

the same time ensure the orderly conduct of classes whilst producing the expected results 

at public and other examinations. Furthermore, most of these teaching facets require that 

teachers show certain emotions (Ogbonna & Harris, 2004) and suppress others (Ybema 

& Smulders, 2002). Researchers such as Hargreaves (1998) and Zhang & Zhu (2008) 

point out that the teaching profession is, undoubtedly, one with the highest requirements 

regarding emotion management. In addition, some sociological studies regarding 

emotional labour suggested that workers are engaged in greater emotional effort in 

occupations which necessitate love, care, and face to face interaction with the public 

(Wharton, 2009). Educational researchers emphasized that the teachers who have to 

interact with their pupils in a loving and caring manner, need to practice emotional labour 

(lsenbarger & Zemblas, 2006). Scholars such as Zemblays (2005) also stated that 
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teachers, as a general rute, should avoid displaying their extremely strong or extremely 

weak emotions. The researcher Winograd (2003) came up with five feeling and 

expression rules for teachers to use which were; to love and to show enthusiasm for 

students, to be enthusiastic and passionate about subject matter, to avoid the display of 

extreme emotions like anger, joy and sadness, to love their work, and to have a sense of 

humour and laugh at their own mistakes and the wrongdoings of students (Winograd, 

2003). If teachers fail to manage their emotions appropriately according to the display 

rules expected, they might be considered and treated as unprofessional. Hence, teachers 

have to perform emotional labour in order to be successful in what they do. Basically, this 

argument was accepted by most of education researchers (e.g. Nias, 999; Ogbonna & 

Harris, 2004; Palmer, 1998) in their investigations on the outcomes of the emotional 

labour in teaching with regard to teachers' psychological and mental well-being (Tsang, 

2014). 

Research has shown that emotional labour behaviours have different and important 

relations with workers' wellbeing and stress. As per research of Nixon et al (2010), it also 

has shown that emotional labour behaviour types can increase workers' psychological 

stress and that this stress can have an impact on job satisfaction or the dissatisfaction 

(Nixon et al., 2010). Job satisfaction affects a teacher's performance, job turnover and 

absenteeism (Organ & Bateman, 1991  ; Robbins, 2005). Job satisfaction can do far more 

than help retain teachers; it can also improve their teaching, which is what is desired by 

all parties. This indicates that satisfied teachers can contribute significantly to the 

development of the students' academic performance and improve the school's 

effectiveness at large. Similarly, Shannon (2001) asserts that job satisfaction helps to 

retain teachers and makes them committed to their job and which in turn makes their 
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