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The Effects of the Negative Affectivity of Emotional Laborers on Their Emotional Exhaustion:
Situational Characteristics Moderating the Mediation Effect of Emotion Regulation
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Abstract

The regulation of emotion is known to mediate the relationship between emotion-relevant differences in
individuals and their life outcomes. This study attempted to include a situational factor in addition to the mediation
model and investigated whether this conditional component changed the patterns of indirect effects. The researchers
recruited 180 emotional laborers working in diverse domains and used a questionnaire to ascertain their negative
affectivity, cognitive reappraisal, emotional exhaustion, and the intensity of negative comments they usually received
from customers. The results of the conditional indirect effect analysis revealed the positive indirect influence of
negative affectivity on emotional exhaustion through cognitive reappraisal when emotional labors receive highly
negative comments from customers (high intensity of the situation). Similarly, negative indirect effects were found
when emotional labors receive slightly negative comments from customers (low intensity of the situation). The
outcomes of this study suggest that cognitive reappraisal can mediate to decrease emotional exhaustion in contexts
that arouse more intensive negative emotions; it can also mediate to increase emotional exhaustion in contexts that
arouse less intensive negative emotions. The implications of this study include the importance of integrating
individual differences with situational factors. The study also provides information about the distinctiveness of

groups of emotional laborers.

Key words: Cognitive Reappraisal, Emotional Exhaustion, Emotion Laborers, Intensity of Emotions,

Negative Comments from Customers, Moderated Mediation
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Fig. 1. Conceptual model of the study
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Table 1. Descriptive statistics and correlations among main variables.

M(SD) 1. 2. 3. 4.
1. Negative Affectivity 5.16(2.32) -
2. Intensity of the situation 4.34(2.45) 12 -
3. Cognitive reappraisal 5.01(1.28) -26™ 17 -
4. Emotional exhaustion 4.34(1.29) 37 32 -.09 -

Note. ‘p<.05, ""p<.001
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Table 2. Results of regression analysis in the moderated mediation model.

s = 4. Az
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=AM 44 71% =
of met Sy
F(Y)el A= T2 Wl ek 71= FA= Table 190 420}
| vire EXE ATk AR A, 71 A EA Fael FHAA

DV: Cognitive reappraisal DV: Emotional exhaustion

b SE t b SE t
constant 73 71 1.03 241 .60 4.05™
Gender .00 22 01 78 19 424"

Age .00 .01 .08 -.00 .01 -.55
Negative affectivity -15 05 -3.34™ 16 04 425

Cognitive reappraisal .02 .07 32
Intensity of the situation 11 .04 3.28™
Cognitive reappra}isal. x Intensity of 08 02 3697

the situation

ok

Note. “p<.01, ""p<.001

Table 3. Conditional indirect effects of negative affectivity on emotional exhaustion based on the intensity of the situation

Conditional effects of the predictors at values of the moderator

Intensity of the situation Effect SE t p LLCI ULCI
-2.303(-1SD) -17 .08 -2.08 .04 -33 -.01
-.303(Mean) .00 .07 -.05 .96 -13 A3
2.317(+1SD) .20 .08 2.33 .02 .03 .36
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