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Abstract 

 

With the ever-changing world economy, growing international competition, and 

technological advancements, the role of accountants has evolved from merely number-

crunching to one that involves business management, leadership, consulting, and customer 

satisfaction. Technical expertise is no longer enough to guarantee professional success; 

accountants must apply intangible skills to empathise and influence clients and colleagues 

(Stokdyk, 2015). The accounting profession has entered the service delivery sphere, where 

accountants are increasingly reliant on soft skills to establish lucrative relationships with their 

clients to remain competitive (Phillips, 2017). Their ability to regulate and perceive emotions 

has become essential, not only to enhance their competitive advantage but also to manage 

occupational stress and emotional labour (EL), which can lead to burnout. 

 

The present study aimed to explore the relationships between burnout, emotional dissonance 

(ED, as a dimension of EL), and emotional intelligence (EI) in the audit and accounting 

environment, and to determine whether EI played a moderating role in the ED-burnout 

relationship. A non-experimental research design (survey research) was used to investigate 

the relationships between the three constructs. Data were collected from 151 respondents by 

means of an online survey link, distributed via e-mail to audit and accounting firms, who 

provided their consent, and via the South African Institute of Chartered Accountants 

(SAICA), who included the link in their regional newsletter. The survey consisted of three (3) 

self-report questionnaires (measuring EI, ED, and burnout) and a biographic information 

form. The online version of the questionnaires allowed for voluntary participation, 

anonymity, and convenience in the completion of the questionnaires. 
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Various statistical analyses were conducted to determine the reliability and validity of the 

measuring tools, to investigate the relationships between EI, ED, and burnout, and to explore 

whether EI can act as a moderator in the ED-burnout process. The results highlighted the 

importance of EI in the workplace and the effect it can have on job performance and 

employees’ ability to deal effectively with EL. It was found that EI has a significant negative 

effect on the experience of ED, implying that employees higher on EI will experience less 

ED. It was suggested that through their ability to perceive and manage emotions, these 

individuals are able to understand why certain display rules are important in the workplace, 

thereby resulting in them being more inclined to experience emotional consonance rather ED. 

It also became clear that respondents’ levels of EI were negatively associated with burnout, 

which is valuable information for audit and accounting firms to reduce the effects of burnout 

in the workplace. 

 

Furthermore, the results implied that EI, through the dimensions of Emotional Self-

Management and Emotional Management of Others, can act as a significant moderator 

between ED and the development of burnout. It can be expected that accountants reporting 

higher scores on these dimensions may be better able to regulate their emotions during ED, 

which could buffer the negative effects that may lead to the development of burnout. 
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Oorsig 

 

Met die voortdurend-veranderende wêreldekonomie, toenemende internasionale mededinging 

en tegnologiese vooruitgang, het die rol van rekenmeesters ontwikkel van slegs nommers 

nagaan tot een wat besigheidsbestuur, leierskap, konsultasie en kliënte-bevrediging behels. 

Tegniese kundigheid is nie langer genoeg om professionele sukses te waarborg nie; 

rekenmeesters moet ontasbare vaardighede toepas om te empatiseer en kollegas en kliënte te 

beïnvloed (Stokdyk, 2015). Die rekeningkundige beroep het tot die diensleweringsfeer 

toegetree, waar rekenmeesters toenemend staat maak op sagte vaardighede om lonende 

verhoudings met hulle kliënte te vestig en sodoende mededingend te bly (Phillips, 2017). 

Hulle vermoë om emosies waar te neem en te reguleer het noodsaaklik geword, nie slegs om 

hul mededingende voordeel te bevorder nie, maar ook om beroepstres en emosionele arbeid, 

wat tot uitbranding kan lei, te bestuur. 

 

Die huidige studie het ten doel gehad om die verwantskap tussen uitbranding, emosionele 

dissonansise (as ‘n dimensie van emosionele arbeid), en emosionele intelligensie in die oudit- 

en rekeningkundige omgewing te verken, en om te bepaal of emosionele intelligensie ’n 

modereringsrol in die verwantskap tussen emosionele dissonansie en uitbranding speel. ‘n 

Nie-eksperimentele navorsingsontwerp (opname-ontwerp) is gebruik om die verhouding 

tussen die drie konstrukte te ondersoek. Data is van 151 respondente deur middel van ‘n 

aanlynopname ontvang, wat deur middel van e-posboodskappe aan oudit- en 

rekeningkundige firmas wat hulle toestemming tot die opname gegee het, gestuur, en wat via 

die Suid-Afrikaanse Instituut van Geoktrooieerde Rekenmeesters (SAIGR) versprei is deur ‘n 

skakel wat in hulle streeksnuusbrief verskaf het. Die opname het uit drie (3) 

selfrapporteringvraelyste (wat emosionele intelligensie, emosionele dissonansie, en 
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uitbranding gemeet het), en ‘n biografiese inligtingsvorm bestaan. Die aanlynweergawe van 

die vraelyste het vrywillige deelname, anonimiteit, en gerief met die voltooiing van die 

vraelyste verseker. 

 

Verskeie statistiese analises is uitgevoer om die betroubaarheid en geldigheid van die 

meetinstrumente om die verwantskap tussen emosionele intelligensie, emosionele dissonansie 

en uitbranding te meet, te bepaal, en om te verken of emosionele intelligensie as ‘n moderator 

in die proses van emosionele arbeid en die uitbrandingsproses kan dien. Die resultate het die 

belangrikheid van emosionele intelligensie in die werkplek uitgelig, asook die effek wat dit 

kan hê op die werksprestasie en werknemers se vermoë om emosionele arbeid effektief te 

hanteer. Daar is bevind dat emosionele intelligensie ‘n noemenswaardige negatiewe effek op 

die ervaring van emosionele dissonansie het, wat impliseer dat werknemers wat meer 

emosioneel intelligent is, minder emosionele dissonansie sal ervaar. Daar is aangevoer dat 

deur hulle vermoë om emosies waar te neem en te bestuur, hierdie individue in staat is om te 

verstaan waarom die toepassings van sekere reëls in die werkplek belangrik is, wat daartoe lei 

dat hulle meer geneig is om emosionele konsonansie eerder as emosionele dissonansie te 

ervaar. Dit het ook duidelik geblyk dat respondente se vlakke van emosionele intelligensie 

negatief geassosieer het met uitbranding, wat waardevolle inligting is vir oudit- en 

rekeningkundige firmas om die effekte van uitbranding in die werkplek te verminder. 

 

Die resultate het verder geïmpliseer dat emosionele intelligensie, deur die dimensies van 

emosionele selfbestuur en emosionele bestuur van andere, as ‘n noemenswaardige moderator 

tussen emosionele dissonansie en die ontwikkeling van uitbranding kan dien. Daar kan 

verwag word dat rekenmeesters wat hoër tellings vir hierdie dimensies aanmeld, beter in staat 
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sal wees om hulle emosies tydens emosionele dissonansie te reguleer, wat as buffer kan dien 

teen die negatiewe effekte wat tot die ontwikkeling van uitbranding kan lei. 
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Chapter 1: Introduction and Aim of the Proposed Study 

 

1.1 Introduction 

The ever-changing world economy, technological advancements, and growing 

international competition have drastically changed the South African work environment 

(Magwentshu et al., 2019). The need for organisational change has become imperative if 

organisations are to survive and remain relevant in an increasingly competitive and 

fluctuating environment (Uen et al., 2016). As the global economy is increasingly 

knowledge-driven, and is faced with skills shortages, organisations are responding to the need 

to expand their intellectual capital in order to remain competitive in the increasingly 

demanding business environment (Takawira et al., 2014). The competitive global market, 

according to Nhgondzweni (2016), has led to organisations placing increased focus on 

reducing costs, enhancing productivity, and monetary success rather than the well-being of 

their employees. 

One of the practices adopted by companies to remain competitive has been 

restructuring and downsizing, leaving employees uncertain and vulnerable. Changes to 

organisational structures, such as downsizing, result not only in increased workload and 

stress, but also fewer opportunities for promotions, reduced self-esteem, and it requires 

employees to perform more diverse job tasks (Cummings & Worley, 2019; Woods & West, 

2010). In 2003, this phenomenon was highlighted in the South African labour market by 

PwC’s annual survey, which reported the banking industry shedding nearly 9,000 jobs during 

2003 (Bosman et al., 2005). 

More than a decade later, the strain on South African companies to stay competitive 

was still evident. In 2018, Edcon (the company that owns popular brands Edgars, Jet and 

CNA) announced their need for R2bn emergency funding to continue operations and paying 
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salaries, and the South African Broadcasting Corporation (SABC), according to Miya (2018), 

required a R3bn cash injection to be able to remunerate its employees. In a country plagued 

by poverty, inequality, and a high unemployment rate, employees’ feelings of job insecurity 

are exasperated by public announcements such as those made by Edcon and the South 

African Broadcasting Corporation (SABC), which could lead to higher levels of anxiety and 

stress (Omarjee, 2019). In 2017 a global poll, conducted by the International Trade Union 

Confederation (ITUC), reported that 92% of South African employees’ biggest worry is 

unemployment, with 54% fearing that technology will take over their jobs (ITUC, 2017). 

This fear started to take form in 2019, when Standard Bank announced the retrenchment of 

almost 1,200 employees and the closure of 91 branches across South Africa as they move 

their personal and business banking toward a digital banking model (Kahla, 2019). 

Since 2020, the COVID-19 global pandemic has severely impacted on the South 

African economy and labour market, where businesses are faced with the need to restructure, 

not only to decrease expenses, but in many instances for survival itself (Francis et al., 2020). 

In response to the pandemic, the South African government introduced a lockdown period, 

which forced organisations to stop operations, close offices, work from home, and work 

reduced hours. A study conducted by Ranchhod and Daniels (2021) found that in a sample of 

6,000 adults, where 59% were employed at the onset of the study, the percentage of 

employed participants decreased to 38% over a two-month period from March 2020 to the 

end of April 2020. The effect of the pandemic on South Africa’s labour market is evident in 

the country’s unemployment rate, which rose by 1.7% during the fourth quarter of 2020, 

resulting in a record high unemployment rate of 32.5% (Mahlaka, 2021). 

 The rapid changes in the working world have altered the nature of work people do, 

the manner in which work is done, the hours they work, and their workload (Coetzee & 

Rothmann, 2004; PwC, 2019). According to Litchfield et al. (2016), various aspects have 
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contributed to the rapid changes in the 21st century labour market, with an increasing number 

of jobs now not only relying on physical effort, but also emotional and mental energy 

(Mostert, 2009). Organisations are no longer hiring employees based merely on their 

intellectual ability and technical proficiency, but also for their capacity to show empathy and 

sincerity during interactions with clients and colleagues (Chu & Murrmann, 2006). Research 

conducted in the service industry found that a friendly, positive attitude during service 

encounters increases the likelihood of a client returning to the company for further purchases 

or services (Lee, 2016). Employees, therefore, are an in important source of competitive 

advantage in organisations delivering services to clients (Slåtten et al., 2011). 

Consequently, the emotional demands placed on employees have become a focus 

point in research and companies have increasingly begun to focus on the management of 

employees’ emotional behaviour to remain competitive (Diefendorff & Richard, 2003). 

According to Santos et al. (2015), constructs such as emotional intelligence (EI) and 

emotional labour (EL) became a way of understanding how emotions are perceived and 

utilised at work. 

With companies concentrating more heavily on prescribing rules for the acceptable 

expression of their employees’ emotions, in order to facilitate better performance, EL 

emerged as a job stressor across several vocational fields (Jeung et al., 2018). EL, according 

to Jeung et al. (2018), refers to the process where employees must regulate or supress their 

emotions in exchange for remuneration. It involves the management of emotions and feelings 

with the aim of producing a visible facial and physical display that is aligned with the goals 

of the employing organisation (Groth et al., 2009; Li et al., 2014). 

When employees are constantly obligated to supress their true emotions and adhere to 

acceptable emotional display rules, an emotional discrepancy arises that results in the 

employee feeling emotionally uncomfortable and distressed, which could lead to burnout 
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(Jeung et al., 2018; Zapf, 2002). This discrepancy is referred to as emotional dissonance 

(ED). 

ED, asa dimension of EL according to the conceptualisation of Zapf et al. (1999), and 

is considered an emotional stressor in client-centred organisations (Dal Santo et al., 2013). It 

has been found to cause strain, negative health outcomes, exhaustion, and psychological 

distress in employees (Diestel & Schmidt, 2011). The understanding of emotional distress at 

work and its impact on organisational life and the well-being of employees has become of the 

utmost importance for employers (Sarkar & Suresh, 2018). This study will therefore focus on 

this dimension of EL. 

The changes in the world of work appear to manifest powerfully in the expectations 

placed on employees. As employers attempt to move to greater competitiveness, and adhere 

to shifting production, economic, and service demands (Sarkar & Suresh, 2018), employees 

are required to be more adaptable, to put in longer hours, and to deal with EL, whilst 

receiving less in terms of job security and advancement opportunities (Rainie & Anderson, 

2017). The growing expectations placed on individuals both in the workplace and in their 

personal lives (such as lack of work-family balance, dual career families, and job uncertainty) 

result in higher levels of stress experienced by employees (Abdulrahman & Ali, 2016). 

Having to cope with numerous demands, job insecurity, and limited resources, many 

individuals experience occupational stress, which may snowball into exhaustion and negative 

emotional conditions such as burnout (Du Plooy & Roodt, 2010). 

Since the COVID-19 pandemic drastically altered the manner in which work is 

conducted in 2020, with many companies employing remote work, employees had to put in 

extra effort into amplifying their engagement virtually to ensure they have access to new 

opportunities (Castrillon, 2020). Working from, which also prompted a rise in the use of 

technology, has blurred the boundary between work and personal life and as a result 
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employees could experience an overall decrease in well-being in trying to maintain as healthy 

work-life balance (Koekemoer, 2020). 

Occupational stress can not only have a negative impact on an individual’s 

psychological health, but also on their physical health. Symptoms include hypertension, 

increased risk of occupational injuries, peptic ulcers, cardiovascular disease, migraines, high 

blood pressure, depression, anxiety, and increases in negative behaviours such as alcoholism, 

anger, and irritability (Mosadeghrad, 2014; Pienaar & Rothmann, 2006). These effects on the 

individual can also have a negative impact on the organisation through poor work 

performance, decreased motivation, and increased costs related to sick leave, turnover, and 

absenteeism (Aldana et al., 1996; Slate et al., 2000). Work-related stress has a considerable 

impact on organisational costs, workplace productivity, accuracy, and efficiency 

(International Labour Organization [ILO], 2016). Prolonged stress can ultimately develop 

into burnout (Maslach & Leiter, 2016). 

According to Gerber et al. (1999), burnout refers to employees feeling physically and 

mentally exhausted due to the constant striving toward achieving unattainable work 

objectives and is often the result of prolonged occupational stress. Although exhaustion is the 

most widely reported dimension of burnout in research literature, it is not something that is 

merely experienced but also causes individuals to become emotionally and cognitively 

reserved and distance themselves from their work in order to cope with ambivalent feelings 

(Maslach & Leiter, 2008; Rothmann, 2003). Burnout can have an adverse impact on an 

employee’s interpersonal and familial relationships and can lead to a general negative attitude 

towards life (Papathanasiou, 2015). 

Burnout has been the focus of many research projects over the last few decades and 

has been in the spotlight in 2019 when the World Health Organization (WHO) announced 

that burnout syndrome will be classified as an “occupational phenomenon” in The 
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International Classification of Diseases, or the ICD-11, their handbook that helps medical 

specialists provide diagnosis (Amatulli, 2019). Burnout is defined by the WHO as a 

syndrome resulting from chronic workplace stress that has not been successfully managed 

(WHO, 2019). 

The prevalence of burnout is not a new occurrence in South Africa, with Statistics 

South Africa reporting that the South African economy loses between R12 billion and R16 

billion annually due to employee absenteeism that resulted from failure to identify and 

address the early warning signs of burnout (Leblond, 2019). Other consequences of burnout 

for the organisation include low productivity, early retirement, and impaired health of the 

employee (e.g., anxiety, loss of appetite, and depression) (Carter, 2013; Oser et al., 2013). 

In 2019, Carte Blanche, a South African investigative journalism television 

programme, reported that 40% of doctors suffer from burnout and are twice as likely to 

commit suicide (Morris, n.d.) than other health-care workers; the unfortunate reality is, 

however, that burnout is not isolated to certain occupations but is prevalent across all 

industries and professions (Rothman, 2003). It is therefore vital for human resource (HR) 

practitioners, organisations, and the field of industrial and organisational psychology to 

understand this syndrome and to develop programmes and initiatives to prevent its 

development and to increase employees’ ability to manage stress effectively. This study will 

consequently investigate the possible moderating effect of EI on burnout and an occupational 

stressor that may lead to its development, namely ED. 

It is important to acknowledge that work-related stressors do not inevitably give rise 

to negative outcomes such as stress or burnout; there are individual differences and emotional 

skills that can have a buffering effect on the development of burnout and the level of stress 

experienced by individuals (Jeung et al., 2018; Mearns & Cain 2003). According to Zysberg 

et al. (2017), research identifies EI as having a potential moderator in the experience of stress 
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and burnout. EI refers to an individual’s ability to recognise and manage emotions in 

themselves and in others, to distinguish between different emotions, and to use emotional 

information to guide their thinking and behaviour (Goleman, 2001; Shkoler & Tziner, 2017). 

According to Lee and Ok (2012), EI can impact the way employees regulate their emotions 

and deal with frustrations at work. 

Individuals higher on EI can generally cope better in their personal life and have a 

positive impact on the organisation though increased work performance and job satisfaction 

(Newton et al., 2016; O’Boyle et al., 2011; Shkoler & Tziner, 2017). A growing body of 

research focuses on the intrapersonal factors that either protect or make individuals 

vulnerable to burnout and identifies EI as having a protective effect on the experience of EL, 

stress and burnout (Morimoto & Shimada, 2015; Schneider et al., 2013). According to 

Mustafa et al. (2016), the development of burnout can be mitigated by the manner in which 

employees experience and display emotions at work. 

Studies have found that employees with higher levels of EI tend to have better social 

skills and a higher tolerance for emotional pressure, which makes them less likely to 

experience burnout and more likely to display increased work performance (Lee, 2017; 

Newton et al., 2016). According to Goleman (2000), EI plays a critical role in employees’ EL 

behaviour and may reduce levels of burnout and stress. It also acts as a moderator in the EL 

and burnout process, where employees higher on EI tend to be more skilled in adapting and 

managing their emotions to adhere to situational demands (Mayer & Salovey, 1995). The 

positive attributes of EI, according to Lee and Ok (2012), may have a positive effect on 

employees’ emotional behaviour and thus may result in lower levels of burnout and increased 

job satisfaction in the workplace. 
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1.2 The Accounting Profession 

The role of accountants has evolved from merely number-crunching to one that 

involves business management, leadership, consulting, and customer satisfaction. Technical 

expertise is no longer enough to guarantee professional success; accountants must apply 

intangible skills to empathise and influence clients and colleagues (Stokdyk, 2015). The 

accounting profession has entered the service delivery sphere, where accountants are 

increasingly reliant on soft skills to establish lucrative relationships with their clients to 

remain competitive (Phillips, 2017). Their behaviour must be consistent, and they need to 

manage their own and their clients’ emotions to establish trust (Stokdyk, 2015). 

Accountants, according to Gill (2009), engage in EL by adapting their mindsets and 

energy levels to the situation at hand; they must manage their own and others’ emotions to 

maintain an environment of stability and professionalism. Their behaviour must be in line not 

only with their employer’s expectations, but also professional bodies such as the Independent 

Regulatory Board of Auditors (IRBA), the South African Institute of Chartered Accountants 

(SAICA) and the South African institute of Professional Accountants (SAIPA). They must 

adhere to certain rules and regulations which dictate appropriate behaviour in the workplace 

and how emotions should be publicly displayed (Zapf, 2002). 

Research conducted by the Institute of Management Accountants in the United States 

found EI to be extremely important for success as an accountant (Akers & Porter, 2003), and 

according to Kirch et al. (2001), 80% of an accountant’s success is based on their ability to 

understand themselves and others, and to interact with people (EI). According to Bay and 

McKeage (2006), an accountant’s ability to perceive and control emotions allows them to 

perform better in a several areas, such as decision-making, leadership, and customer relations. 

EI has become a source of competitive advantage for accountancy firms (Foley, 2007), and 

contributes to the accountant’s ability to adapt to social situations and manage stress (Gill, 
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2009). Accountants who are able to empathise, influence, and build trust with clients are able 

to create professional relationships that are based on more than just financial transactions, 

which set them apart in a crowded market where new business comes primarily from referrals 

(Phillips, 2017). 

Globalisation and technological progress have contributed to the increase in mental 

health problems in the workplace, with employees suffering from chronic stress, depression, 

anxiety, burnout, and other related disorders (ILO, 2016). The accounting environment is 

characterised by the need for punctuality, time management, intolerance for mistakes, heavy 

workloads, continuous changes in the industry regulations, and the need for high levels of 

concentration, which increase the level of stress in this profession (Ozkan & Ozdevecioglu, 

2013). For employees operating in this industry, constant deadlines and strict legislation 

governing their way of work are part of everyday life. They are required to work long hours 

and are frequently exposed to emotional clients and difficult situations that challenge their 

integrity and professional ethics. These employees experience occupational stress when they 

have little to no control over their situations and clients, or when they feel that their job 

demands exceed their abilities (Utami & Nahartyo, 2013). 

 

1.3 Aim and Purpose of this Study 

According to Ceasar et al. (2004), understanding and managing emotions protects 

against the effects of work stressors on other organisational outcomes like attention to detail 

and productivity, and it can increase commitment, trust, and loyalty. The development of EI 

and its effect on EL and levels of burnout (Lee & Ok, 2012) should be of significant interest 

to Industrial Psychologists and HR practitioners because of its ability to have a positive effect 

on employees’ productivity, relationships, performance, and commitment (Cooper, 1997; 

Gong et al., 2019). 
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For organisations to be able to effectively support their employees through targeted 

interventions and coping strategies, they need to understand the factors that have an impact 

on the development of burnout (Barkley, 2013; Ngo et al., 2005). Work stressors and 

burnout, according to Van Tonder and Williams (2009), have become dynamic challenges for 

employers whose goals are to deliver superior products and services in order to remain 

innovative in an increasingly competitive environment. Burnout, resulting from work 

demands, is a source of major concern for organisations because it can result in high costs in 

the form of undesirable outcomes such as absenteeism, turnover, and reduced performance 

(Jeung et al., 2018). According to Gong et al. (2019), burnout is a common problem in high-

pressure environments where the company’s mission is increased job and organisation 

performance. In accounting firms, where productivity is one of the main organisational goals, 

employers should understand the process of burnout and occupational stress and take it into 

account in their operational and strategic decision-making (Newton et al., 2016). 

Knowledge about the role of EI in the ED and burnout relationship will empower 

organisations to reduce the levels of stress and burnout in employees, by developing their EI 

through education and training (Görgens-Ekermans & Brand, 2012; Goleman, 1998; Lee, 

2017). 

This study has the potential to enable audit and accounting firms to gain a better 

understanding of the role of EI in the experience of ED and burnout by chartered, 

professional and trainee accountants, which could encourage these firms to concentrate on the 

development of their employees’ EI. There is also the potential benefit to society where 

professional bodies (e.g., SAICA and SAIPA) and universities could focus on developing EI 

in competency frameworks. 
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Therefore, the aim of this study is to investigate the relationship between three 

constructs: EI, ED (as a dimension of EL) and burnout, and to determine if EI acts as a 

moderator in the ED-burnout process within the accounting profession. 

 

1.4 Research Objectives 

Given the discussion in the introduction and the aim of the study, the specific 

objectives of this research are: 

• To conceptualise and understand EI, ED (as a dimension of EL), and burnout from 

the literature; 

• To investigate the relationships between EI, ED (as a dimension of EL), and 

burnout; 

• To determine whether accountants with higher levels of EI present with less 

symptoms of burnout; 

• To determine whether accountants with higher levels of EI report lower levels of 

ED; 

• To gain information on the amount of variance in the burnout dimensions explained 

by ED and the dimensions of EI; 

• To determine the amount of variance in ED that is explained by the various EI 

dimensions; 

• To determine whether there is a significant moderating effect of the EI dimensions 

on the ED-burnout relationship; and 

• To contribute to audit and accounting firms’ understanding of EI, ED, and burnout 

and to encourage these firms to focus on the development of their employees’ EI, 

and to possibly inspire professional bodies (e.g., SAICA and SAIPA) and 

universities to focus on developing EI in competency frameworks. 
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1.5 Chapter Summary 

This chapter introduced the constructs of EI, EL as occupational stressor, ED (as a 

dimension of EL), and burnout. It further examined the impact of stress and burnout on 

organisations and the possible moderating effect of EI. The importance for organisations, 

Industrial Psychologists, and HR practitioners to understand the impact of EI, ED, and 

burnout was also discussed. In addition, the aim of the study and the objectives of the study 

were established. The following chapter (Chapter 2) will provide a detailed overview of the 

constructs introduced in this chapter, with specific reference to important literature and 

previous research involving these constructs. Chapter 3 consists of the research design, the 

research hypotheses, and the proposed research methodology, which attempt to address the 

research objectives. Reference is also made to the ethical considerations of the study. Chapter 

4 will set out the results obtained in the research. The final chapter (Chapter 5) will focus on 

a discussion of the reported results, with reference to the relevant literature and the 

implications for the accounting profession. The limitations of this study will also be noted 

and recommendations for future research will be provided.  
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Chapter 2: Literature Review 

 

2.1 Theoretical Framework 

This study draws from the Job Demand-Resources model (JD-R model) and the 

Conservation of Resources Theory (COR) as theoretical frameworks. These frameworks will 

first be explained before discussing the concepts (ED, EI, and burnout) that were researched 

in this study. 

 

2.1.1 Job Demands-Resources Model (JD-R Model) 

The JD-R model is a theoretical framework that aims to integrate the stress and 

motivation research traditions (Demerouti & Bakker, 2011).  This framework is commonly 

used for understanding the aspects and processes (strain and motivational) that contribute to 

the development of burnout (Dreison et al., 2018). The JD-R model theoretically assumes two 

psychological processes known as the health impairment process (strain) and the motivational 

process. The motivational process refers to the process where job resources play a 

motivational role by enhancing employee engagement, decreasing cynicism, and inspiring 

better performance (Akkermans et al., 2013; Bakker et al., 2014). Conversely, the health 

impairment process involves a de-energising process, in which high job demands reduce the 

employee’s resources, resulting in burnout, emotional exhaustion, and health impairments 

(Langenhoven, 2015). This study focuses on the health impairment process, whereby burnout 

develops when job demands constantly surpass the resources required to cope successfully 

with the demands (Görgens-Ekermans & Kotzé, 2020). 

According to the JD-R model, every occupation has its own characteristics that can be 

broadly classified into two categories: job demands and job resources (Bakker & Demerouti, 

2007).  
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This model suggests that burnout can develop through the strain process when high 

job demands co-exist with limited resources (Spies, 2006). Conversely, employee 

engagement, is prevalent when high work demands are grouped with high work- and personal 

resources (Bakker et al., 2014). 

Job demands refer to the social, physical, psychological, or organisational features of 

the job that require continuous physical and/or mental effort, or emotional effort (e.g. ED) 

(Schaufeli & Bakker, 2004), and are therefore associated with certain physiological and/or 

psychological costs (e.g. exhaustion) (Demetouri et al., 2001). Examples of job demands 

include time pressure, role conflict, and EL (Newton et al., 2014). 

 According to the JD-R model, job resources mainly enhance an employee’s level of 

commitment and passion, whereas an imbalance between job resources and job demands are 

primarily responsible for burnout (Kim & Wang, 2018). It is, however, important to note that 

job demands are an inherent part of any job, and do not automatically result in problems for 

the individual or the organisation (Dreison et al., 2018). Rather, it becomes problematic when 

the job demands outweigh the available resources, which causes an imbalance that creates 

occupational stress and can lead to the development of burnout (Bakker & Demerouti, 2007; 

Dreison et al., 2018). 

Job resources (e.g. autonomy, supervisor support, and feedback) refer to job features 

that are aimed at achieving job goals, and that stimulate employee growth and development 

(Demerouti et al., 2001; Newton et al., 2014). It refers to the psychological, physical, social, 

or organisational facets that can help the employee to accomplish job goals and decrease job 

demands (Görgens-Ekermans & Kotzé, 2020). Job resources can be categorised into two 

groups: external resources (social and organisational) and personal resources (emotional 

aspects, action patterns, and cognitive functions) (Demerouti et al., 2001). This study will 

focus on EI as a personal resource operating in the workplace. 
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According to Bakker et al. (2005), job resources play a vital role in mitigating the 

effect of job demands on the development of burnout. Employees who possess or have access 

to several work resources will be better equipped to cope with everyday work demands, 

which could decrease the level of stress and burnout (Bakker et al., 2014). Sufficient job and 

personal resources, according to Langenhoven (2015), can reduce burnout symptoms in 

employees and have a positive effect on the functioning of organisations. Several studies 

have found high job demands (e.g. ED) and a lack of resources to be associated with the 

burnout process (Alarcon, 2011; Demerouti et al., 2001; Schaufeli & Bakker, 2004). This 

study therefore argues that job demands, such as engaging in ED, will increase levels of 

burnout and EI, as a resource, will decrease it. 

 

2.1.2 Conservation of Resources Theory (COR Theory) 

The COR theory can be utilised in any organisational context as a framework for 

understanding people’s reactions to stress. This theory suggests that stress results from 

situations where valued resources are threatened or lost (Lee & Ok, 2014). According to the 

COR theory, people strive to obtain, preserve, and protect the resources that they value and to 

minimise any threats or resource loss (Brotheridge & Lee, 2002). These resources can be 

placed into four categories: (1) personal characteristics (e.g. self-esteem), (2) conditions (e.g. 

social support and relationships), (3) forms of energy (e.g. emotional energy or finances), and 

(4) objects (e.g. cars and houses) (Hobfoll et al., 2018). 

Burnout, according to the COR, develops when resources are threatened (e.g. loss of 

confidence following poor feedback from clients), when resources are lost (e.g. loss of a 

valued relationship), or when the person fails to gain resources after an investment of 

personal resources has been made (e.g. investing time in training but not seeing an 

improvement in performance outcomes) (Alarcon et al., 2011; Prapanjaroensin et al., 2017). 
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According to the COR theory, the more resources people have access to, the greater 

their ability will be to deal productively and effectively with job demands, resulting in more 

resources (Hobfoll et al., 2018). For example, if the employee has access to job resources 

(like appropriate software) needed to complete a task successfully, the effective completion 

of the job demand could enhance their self-esteem (personal resource). On the other hand, the 

fewer resources they have, the more maladaptive coping strategies will be employed, leading 

to fewer resources (like decreased self-esteem) (Alarcon et al., 2011). It is a vicious cycle, 

where those who have fewer resources at their disposal are also more vulnerable to losing 

their resources (Spies, 2006). 

Burnout will emerge where resources are continuously lost (Brand, 2007). This loss of 

resources over time leads to maladaptive ways of dealing with job demands, which lead to 

even more resources being lost, resulting in the spiral of resource loss known as burnout 

(Alarcon et al., 2011). In terms of burnout, the specific resource that is lost is emotional 

energy; according to Spies (2006), it is possible that by performing ED (a job demand), the 

employee’s energy resources deplete, which then contributes to emotional exhaustion.  

This study will argue within the frameworks of the JD-R model and the COR that a 

lack of resources, such as EI, and experiencing high levels of ED, could result in the 

development of burnout over time (Görgens-Ekermans & Kotzé, 2020). It is hypothesised in 

that EI (as an available personal resource) could serve as a moderator between the stressor 

(ED) and the outcome (burnout). 

 

2.2 Defining the Concepts 

In the following section relevant literature and research related to the burnout, ED (as 

a dimension of EL), and EI constructs will be reviewed and discussed. Furthermore, the ED 

and EI constructs’ relation to burnout will be discussed to gain an understanding of the 
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relationship that exists between these three constructs. The causes and consequences of 

burnout are also identified. 

 

2.2.1 The Burnout Construct 

Freudenberger (1974) was one of the first researchers to introduce the burnout 

construct, who saw burnout as a mental disorder resulting from an exhaustion of energy, 

progressive stress, intra-personal conflict, ineffective coping mechanisms, excessive 

demands, and dysfunctional personality traits (Schaufeli, 2003). Maslach and Jackson (1986) 

defined burnout as a three-dimensional psychological syndrome consisting of emotional 

exhaustion, depersonalisation, and reduced personal accomplishment that occur in individuals 

working with people. 

Maslach and Schaufeli (2001) considered emotional exhaustion and cynicism 

(depersonalisation) to be the main symptoms of burnout. This finding was substantiated by 

research conducted by Demerouti et al. (2001), who described emotional exhaustion as 

feelings of worn-out physical and emotional resources that prompt individuals to distance 

themselves from their work as a way of coping with work overload. Emotional exhaustion, 

according to Moon and Hur (2011), is at the core of burnout and occurs when the energy 

employees once possessed to perform their work is drained and they are no longer able to 

give adequately of themselves to perform their jobs. It leads to feelings of emotional 

depletion and feeling drained of emotional resources, which decrease the individual’s ability 

to cope with continuing work demands (Maslach & Jackson, 1986). 

Depersonalisation, the second dimension identified by Maslach and Jackson (1986), 

occurs as a direct response to job stressors and is characterised by a detached and emotional 

coldness (Cordes & Dougherty, 1993). This dimension refers to the individual developing 

negative and rigid attitudes and behaviour toward the people involved in the interaction; it 
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refers to the treatment of others as objects rather than people (Brand, 2007; Celik et al., 

2010). 

The final dimension of burnout, reduced personal accomplishment, refers to the 

individual feeling less competent and successful in their job (Bosman et al., 2005). This 

dimension is described by Maslach and Leiter (2016) as the individual falling into emotions 

of failure and incompetence. Schaefeli and Enzmann (1998) refined Maslach and Jackson’s 

(1986) definition of burnout by adding three additional symptoms, namely distress, decreased 

motivation, and dysfunctional behaviour and attitudes in the workplace. 

Rothmann et al. (2003) describe burnout as an unrelenting stress phenomenon that 

goes beyond the experience of mere exhaustion. It is regarded as the result of the 

accumulation of a series of unsuccessful attempts to cope effectively with various work-

related emotional stressors (Schaufeli & Enzmann, 1998; Shirom, 2003). Burnout is 

considered a case of prolonged occupational stress, where the demands of the workplace 

exceed the individual’s adaptive responses (Cooper et al., 2001; Schaufeli, 2003). It is 

therefore important not to confuse occupational stress with burnout, although burnout shares 

symptoms similar to stress (e.g. anxiety, fatigue, and depression), the simultaneous 

interaction between the three dimensions (emotional exhaustion, depersonalisation, and 

reduced personal accomplishment), and the extended length of the symptoms differentiates 

the two syndromes (Dix, 2017). Burnout may be the result of extreme chronic stress, but it is 

not the same as too much stress; stressed individuals can still imagine that if they can just get 

everything under control, they will feel better, whereas people with burnout feel empty, 

mentally exhausted, devoid of motivation, and beyond caring (Smith et al., 2019). 

The concept of burnout, initially believed to be relevant only to individuals working 

in human services professions, has expanded towards all other professions, with a variety of 

definitions (Taris et al., 1999). Most definitions, however, include high levels of emotional 
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exhaustion, acknowledging the emotive component of the construct, distress, and negative 

attitudes toward an individual’s work (Brand, 2007; Maslach & Schaufeli, 2001). Researchers 

also generally agree that burnout involves an internal psychological process, during which 

feelings, ways of thinking, and hope for the future are experienced as negative due to the 

consequential feelings of discomfort, distress, discomfort, and a sense of failure (Brand, 

2007). 

According to Hollett-Haudebert et al. (2011), employees in the service delivery 

domain experience stress when they believe the organisation will not be able to meet the 

client’s demands and expectations. They must accommodate demanding requests from clients 

whilst trying to balance the client’s needs with the organisation’s priorities, which are often 

in conflict with each other (De Villiers, 2015). 

Internationally coined as a stress phenomenon, burnout has become a major area of 

research and concern in various professional fields that originate in both situational and 

personal factors, with detrimental consequences not only for employees, but organisations in 

their entirety (Leiter & Maslach, 2001; Toppinen-Tanner et al., 2002). 

 

2.1.2.1 Causes and Consequences of Burnout in the Workplace 

Multiple causes have been implicated in the development of burnout among working 

individuals (Finney et al., 2013). It can stem from the individual, organisational stressors, as 

well as a combination of the two (Brand, 2007). Workplace stressors, such as a high volume 

of work, role conflict, a lack of promotion, and autonomy interact with individual factors, 

such as personality, a lack of support, and family problems, to create mental and physical ill 

health in employees (Cooper & Marshall, 1976). This view was supported by Judge and Bono 

(2001), who suggested that personality factors such as core self-evaluations (emotional 

stability, low self-esteem, self-efficacy, and locus of control) are linked to burnout. 
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Burnout, according to the JD-R model and the Comprehensive Burnout and 

Engagement (COBE) model, is mainly predicted by job demands and a lack of job resources 

(Schaufeli & Bakker, 2004). Job demands, according to the JD-R model, include work 

overload (amount of work and emotional demands), job insecurity, role ambiguity, and role 

conflict (Guenette & Smith, 2018), whereas job resources include growth opportunities (to 

learn and be independent), performance feedback, and organisational support (interpersonal 

relations) (Bakker et al., 2014; Rothmannn & Rothmannn, 2010). In the JD-R model’s effort 

to explain burnout, job demands, such as work overload, predict feelings of exhaustion, and a 

lack of job resources, such as social support by colleagues and supervisory coaching, predict 

work engagement (Demerouti et al., 2001). 

It is, however, important to remember that burnout is one of many responses to 

excessive occupational stressors and demands, and that individuals bring a unique quality to 

the workplace (Muldary, 1983). Burnout is not merely the result of too much workplace 

stress, it is also affected by the individual’s need to feel meaningful, maladaptive coping 

strategies, a lack of social support, and strained personal relationships (Judge & Bono, 2001; 

Pines, 1993). According to De Cuyper et al. (2012), well-established personal resources (e.g. 

social support) may protect some employees, and thereby make them less vulnerable to 

burnout. It becomes clear from the reviewed literature that the role of the individual’s 

personal resources should also be considered in the development of burnout. According to 

Brand (2007), it can be presumed that the individual’s level of EI could affect the burnout 

process and subsequently moderate the frequency and level of burnout experienced by the 

individual. 

Burnout is a psychological syndrome that cannot only affect an employee’s mental 

and physical well-being but also their ability to be productive, which could result in 

deleterious ramifications in the workplace (Dix, 2017). According to Van Tonder and 
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Williams (2009), burnout manifests in cognitive, affective, and behavioural symptoms that 

can be potentially severe for the individual and the employer organisation in which they 

interact. It is characterised by emotional fatigue and negative attitudes and behaviours, 

resulting in decreased work performance (Maslach & Schaufeli, 2001), job dissatisfaction, 

family problems, substance abuse, and physical ill health (Finney et al., 2013; Maslach & 

Jackson, 1986). Physical symptoms include headaches, ulcers, muscle tension, flu, sleep 

disturbances, and gastrointestinal disorders (Leiter & Maslach, 2000; Scott, 2020). 

The consequences of burnout are of the utmost concern for employers, since it can 

have severe financial implications for the organisation (Jeung et al., 2018; Jonker & Joubert, 

2009). On the organisational level, burnout is associated with turnover intention, lower 

commitment, absenteeism, decreased productivity, low morale, safety risks, and deterioration 

in the quality of service in the organisation (Fan et al., 2014; Sharma, 2002). Decreased 

efficiency, productivity, and commitment, and higher levels of absenteeism result in a 

financial burden for organisations. Clients are likely to return to a company or service 

provider if they received quality service and products (Lee & Ok, 2012); if not, they may take 

their business elsewhere, which could affect the organisation’s ability to stay relevant in 

today’s highly competitive business environment. The financial implications associated with 

increased absenteeism due to burnout are evident in lost productivity, paid sick leave, and 

costs involved in finding and training replacement labour (Brand, 2007). 

Burnout’s impact on the workplace was depicted in a study conducted by Schaufeli 

and Enzmann (1998), the results of which indicated that individuals reporting higher levels of 

organisational commitment and job satisfaction also reported lower scores on the three 

dimensions of burnout (Emotional Exhaustion, Depersonalisation, and Reduced Personal 

Accomplishment). In a study conducted by Ochoa (2018), Emotional Exhaustion was 

negatively related to quality of work (r = -0.17, p < 0.01), productivity (r = -0.20, p < 0.01), 
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and job performance (r = -0.34, p < 0.01); Depersonalisation (Cynicism) was negatively 

related to quality of work (r = -0.42, p < 0.01), productivity (r = -0.46, p < 0.01), and job 

performance (r = -0.34, p < 0.01); and Efficacy (opposite of reduced personal 

accomplishment) was positively related to quality of work (r = 0.62, p < 0.01), productivity (r 

= 0.63, p < 0.01), and job performance (r = 0.05, p < 0.01). Similarly, the dimensions of 

burnout were also found by Prentice and Thaichon (2019) to be negatively related to job 

performance and employee commitment. 

 

2.2.2 Emotional labour 

Research in the organisational context has highlighted the importance of emotion at 

work as more individuals hold jobs that involve EL, requiring them to regulate their emotions 

(Noor & Zainuddin, 2011). Although EL, also referred to as emotion work, was initially 

believed to be applicable only to jobs that involve services to the public, its significance has 

been acknowledged in a variety of occupations that demand interactions with clients (Morris 

& Feldman, 1996). 

The construct of EL was first defined by Hochschild (1983, p. 7) as the “management 

of feelings to create a publicly observable facial and bodily display”, in exchange for 

remuneration. This definition highlights the importance of both bodily and facial expressions 

because if clients notice a discrepancy between the two, they may experience the employee’s 

behaviour as being fake or insincere (Groth et al., 2009). EL is a multidimensional construct 

with various approaches, such as those of Ashforth and Humphrey (1993), who 

conceptualised EL as a form of impression management, to conform to the image of the 

organisation. These authors, according to Jonker (2012), were more concerned with EL as 

observable behaviour rather than the process of managing one’s emotions and feelings. Other 
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authors refer to emotion work as the process of suppressing or arousing feelings in oneself 

and others, to achieve organisational norms or goals (Groth et al., 2009; Sohn et al., 2016). 

Grandey (2000) argues that EL is a process of modifying emotions and visible 

expression in order to meet the expectations of the organisation, and that there are several 

personal aspects, such as EI, that can influence how employees respond to EL (Jonker, 2012). 

According to Zapf et al. (1999), emotion work includes emotional regulation requirements (to 

show sympathy and consideration toward clients and to display positive and negative 

emotions), possibilities for emotional control, and emotional regulation problems (ED). They 

viewed ED (the expression of emotions which are in contrast with felt emotions) as part of 

EL (Jonker, 2012). Brotheridge and Lee (2003), on the other hand, did not regard ED as part 

of emotion work; their definition focused more on the duration, variety, intensity, frequency 

of service interaction, and surface and deep acting. This study will utilise the 

conceptualisation provided by Zapf et al. (1999). 

In the conceptualisation of EL provided by Brotheridge and Lee (2003), they 

identified two dimensions (strategies) that employees develop to regulate their feelings and 

expressions. These emotion regulation strategies are referred to as surface acting and deep 

acting (Sohn & Lee, 2012). Deep acting, also referred to as emotional effort, involves 

modifying felt emotions so that the required display rule is truly felt, and emotional 

expression is genuine (Groth et al., 2009; Tsang 2011). It is considered an antecedent-focused 

emotional regulation strategy during which emotional signals are perceived and feelings are 

actively induced to express the required feelings (Andela et al., 2015; Mann, 2005).  

Surface acting is considered a response-focused form of emotional regulation where 

an employee regulates their emotional expression in order to act appropriately at work to 

meet organisational expectations, even though their true feelings are inconsistent with their 

displayed feelings (Andela et al., 2015).  
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Although termed differently in the different theoretical models of EL, the constructs 

of surface acting, identified by Brotheridge and Lee (2003), and ED identified by Zapf et al. 

(1999) conceptually measure the same construct (discrepancy between inner feelings and 

outer expression) and will therefore be used interchangeably in this study.  

Most organisations in today’s competitive work environment aim to guide employees’ 

emotions to ensure customer loyalty, client satisfaction, a professional service, and to 

accomplish their financial goals (Jeung et al., 2018). Organisations are prescribing implicit 

and explicit rules for expressing appropriate emotions during face-to-face or voice-to-voice 

interactions with clients (Lee & Ok, 2012; Zapf, 2002). Employees are expected to follow 

these display rules regardless of how they truly feel (Diefendorff et al., 2005). They are, for 

example, required to suppress feelings of anger and irritation and to be friendly and 

professional when dealing with difficult or abusive clients, as acknowledged by Furnell 

(2008). It is important to note that although not all companies have explicit display rules, 

their mission statement may incorporate display rules, and there may be implicit display rules 

taught in an individual’s occupational education or as part of their professional ethos (Zapf et 

al., 1999). For example, in the auditing and accounting environment employees do not have 

the option to opt out of the client relationship during an auditing just because they experience 

an emotionally loaded situation. They are required to remain professional and ethical an act 

with integrity at all times.  

The employee therefore supresses their true feelings by adjusting their expression to 

adhere to the emotional behaviour required by the organisation; they pretend to experience an 

emotion that is not actually felt (Diefendorff et al., 2005; Grandey, 2000). This mismatch 

between genuine emotions and the organisation’s required display rules is referred as ED. 
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2.2.2.1 Emotional Dissonance 

Employees are often required to express emotions in a certain manner whilst 

interacting with clients; however, on many occasions the emotions that are genuinely felt by 

the employee do not match the required emotions (Zapf, 2002). According to Lee and Ok 

(2012), employees who frequently suppress their true feelings, or fake them to adhere to 

expression rules, experience an ongoing discrepancy between their true emotions and 

outward expressions. This discrepancy between felt and displayed emotions is referred to as 

ED (Mann & Cowburn, 2005). 

Emotional Dissonance can be described as a subjective emotional state that represents 

a conflict between authentic emotional display and the emotional expression requirements of 

the organisation (Cheung & Tang, 2012). This discrepancy arises when the emotions an 

employee displays, as part of their work performance, do not match the emotions they feel 

(Pugh et al., 2011). An employee may be obligated to suppress undesired emotions or exhibit 

a positive emotion rather than a negative one, or they might feel nothing when a certain 

emotional display is required (Zapf et al., 1999). 

Emotional Dissonance causes distress for the employee, because it conflicts with the 

employee’s self-concept and produces feelings of inauthenticity (Li et al., 2014; Pugh et al., 

2011). According to Zapf (2002), this emotional conflict results in emotional discomfort and 

occupational stress that in turn can cause burnout. Sustained ED have also been found to 

result in adverse outcomes, such as memory loss, absenteeism, alienation, depersonalisation, 

job dissatisfaction, hypertension, stress, and negative mental outcomes (Jeung et al., 2018; 

Pugh et al., 2011). Employees who are unable to feel what they are required to feel may start 

to feel hypocritical and incompetent, which may result in low self-esteem and they may also 

start to blame the organisation, which could result in decreased job satisfaction (Zapf et al., 

1999). 
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2.2.2.2 Emotional Dissonance and Burnout 

Zapf et al. (2001) found that ED makes a unique contribution to the development of 

burnout; in addition to the contributions made by other workplace stressors (such as 

workload, occupational stress, and role conflict), and social stressors (e.g. interpersonal 

conflicts and lack of social support). This finding was supported by Montgomery et al. 

(2003), who found emotional job demands to be the most significant predictor in work-family 

interference and burnout. 

Emotional Dissonance can be stressful for the individual and cause burnout 

symptoms, especially when employees must frequently display emotions contrary to their 

true feelings (Diestel & Schmidt, 2011). Frequent and long-lasting ED in the emotional 

interactions with clients, according to Jeung et al. (2018), can be regarded as antecedents to 

burnout, where employees begin to experience burnout when their capacity for managing ED 

has been exhausted due to sustained EL (Morris & Feldman, 1996). 

Various studies have identified ED to have a direct influence on burnout symptoms 

(Brotheridge & Grandey, 2002; Diestel & Schmidt, 2011; Indregard et al., 2018). Emotional 

Dissonance has been positively related to the Emotional Exhaustion and Depersonalisation 

components of burnout, and negatively linked to the Personal Accomplishment dimension 

(Andela et al., 2015; Cheung & Tang, 2007; Lee & Ok, 2012). This finding was supported by 

a study conducted by Indregard et al. (2018), who found that ED was significantly positively 

correlated with Emotional Exhaustion (r = 0.23, p < 0.01). Similarly, in a study conducted by 

Mikolajczak et al. (2007), it was also found to be positively associated with Emotional 

Exhaustion (r = .29, p < 0.001) and Depersonalisation (r = .35, p < 0.001). 

According to Simbula et al. (2019), ED drains the employee’s resources, which leaves 

them feeling emotionally exhausted and limits the number of available resources to spend on 
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pleasurable activities to reduce stress. Sustained exposure to excessive emotional demands 

can activate the individual’s stress system (Schaible & Six, 2016), and can contribute to 

substance abuse problems, physical inactivity, depression, and anxiety, as mentioned by 

Jeung et al. (2018). 

In line with the JD-R model’s health impairment process, regulating emotions to 

adhere to a desired display rule is considered an effortful process that can drain psychological 

resources and consequently enhance stress (Indregard et al., 2018). This is supported by prior 

studies that reported that experiencing ED increases Emotional Exhaustion, psychological 

distress, and absenteeism (Diestel & Schmidt, 2011; Indregard et al., 2018; Zapf, 2002). This 

study expects ED to be positively related to the Emotional Exhaustion dimension of burnout. 

In relation to the Depersonalisation (Cynicism) dimension of burnout, Hochschild 

(1983) found that individuals who express inauthentic emotions over time may start to feel 

detached, not only from their own true feelings, but also from the feelings of others. 

Emotional Dissonance causes distress for the individual because it conflicts with the 

employee’s self-concept (Pugh et al., 2011). Reduced personal accomplishment, according to 

Wu and Shie (2017), includes low motivation, negative self-evaluations, diminished view of 

skills, and failure to deal with work requirements, which could result in employees acting 

indifferent or negative toward customers. Employees may also try to reduce the emotional 

stress caused by Emotional Exhaustion by engaging in Depersonalisation (Dick, 2011). 

According to the COR theory, employees feeling exhausted due to frequent ED, might try to 

prevent further loss by staying away from work and detaching themselves from the client 

environment (Indregard et al., 2018). 

Burnout develops when employees can no longer sustain an adequate psychological 

distance between their emotional requirements and their sense of self; they experience 

anxiety and distress due to individual resources being lost or threatened (Celiker et al., 2019; 
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Jeung et al., 2018). This view is linked to the COR theory, which holds that the more 

resources people have, the more likely they will be able to avoid and cope with stress (Wu & 

Shie, 2017). 

Even though ED has been directly linked to increased levels of burnout, other models 

of EL have identified the dimension of deep acting (emotional consonance), as a means of 

reducing the risk of burnout (Lee et al., 2015). Deep acting, also referred to as emotional 

effort, involves modifying felt emotions so that the required display rule is truly felt, and 

emotional expression is genuine (Groth et al., 2009; Tsang, 2011). This finding is supported 

by Schaible and Six (2016), who found that efforts to deeply experience required positive 

emotions can decrease stress. According to Hulsheger et al. (2010), employees who are able 

to genuinely display the required emotional display rules of their organisation are inclined to 

also show enhanced performance at work, and higher levels of job satisfaction and employee 

commitment (Hulsheger et al., 2010). 

According to Lee and Ok (2012), employees who attempt to feel the required 

emotions through emotional effort can experience emotional congruence between their actual 

feelings and emotional expression, which increases their sense of self-efficacy and job 

satisfaction. Employees’ feelings of personal accomplishment can be increased through 

positive feedback received from customers, who appreciate genuine emotional expressions 

during service delivery (Brotheridge & Grandey, 2002). 

It becomes clear that the EL construct cannot in itself be regarded as having positive 

or negative outcomes for the individual or the organisation, it depends heavily on how it is 

conceptualised and the dimensions measured (Rogers et al., 2014).  This study will utilise the 

conceptualisation provided by Zapf et al. (1999) and focus specifically on the relationship 

between ED as a -dimension of EL, and burnout. 
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Individual characteristics, such as the level of EI and person-job fit, also play a role in 

the ED-burnout relationship. Diestel and Schmidt (2011) argue that employees, whose 

personality traits are aligned with their job demands (person-job fit), will experience lower 

levels of ED. Similarly, the ability of an individual to recognise their own emotions and those 

of others, and to regulate these feelings in interpersonal relationships (i.e. EI), was found 

critical in performing EL effectively (Goleman, 2001; Lee & Ok, 2012). 

 

2.2.3 Emotional Intelligence 

The EI construct’s roots lie in the concept of social intelligence, developed by 

Thorndike (1920, p. 228) where he defined it as “… the ability to understand and manage 

men and women, boys and girls – to act wisely in human relations”. According to Bar-On 

(2006), social intelligence is a means of explaining successful outcomes that cannot be 

attributed to IQ (Bar-On, 2006). 

In 1990, Salovey and Mayer coined the term EI, describing it as a form of social 

intelligence, separate from general intelligence. They later expanded their definition, which is 

the definition most widely accepted in EI research (Lee & Ok, 2012): 

Emotional Intelligence is defined as the ability to perceive emotions, to access and 

generate emotions so as to assist thoughts, to understand emotions and emotional knowledge, 

and to reflectively regulate emotions so as to promote emotional and intellectual growth 

(Mayer & Salovey, 1997). 

Even though there are numerous conceptual definitions of EI, they all share some 

theoretical underpinnings, which include the ability to manage one’s own and others’ 

emotions, an awareness of one’s own and others’ emotions, and an understanding of 

emotions (Pillay et al., 2013). It refers to the ability to monitor one's own and others’ 
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emotions, to discriminate among them, and use the information to guide decision-making and 

behaviour, as identified by George (2000). 

According to Goleman (2017), EI consists of five key elements: self-awareness 

(ability to know and recognise how one is feeling and how those feelings are affecting 

others); self-regulation (ability to control emotions and actions); motivation (personal drive to 

improve and achieve); empathy (ability to identify with others and understand their desires 

and perspectives); and social skills (communication). 

Bar-On et al. (2005) refer to EI as a set of capabilities and non-cognitive skills which 

enables individuals to successfully cope with and overcome environmental stress and has 

been identified as an important personal factor in the productivity of organisations (Shkoler 

& Tziner, 2017). According to Hughes et al. (2005), emotionally intelligent people can cope 

better with personal and organisational demands, through their ability to reason with emotion 

and to enhance thought. They can adapt to complex situations and manage tension by 

developing alternative methods, to become more effective and efficient in both their personal 

and work life (Shkoler & Tziner, 2017; Van Jaarsveld, 2003). 

The positive effect of EI in the work environment is best described by the definition 

utilised by Palmer and Stough (2001, p. 1), “EI involves the capacity to effectively perceive, 

express, understand, and manage emotions in a professional and effective manner at work”. 

According to Houston (2019), people with higher EI are better equipped to engage cohesively 

with their colleagues and within teams, and they can manage occupational stress and deal 

with change more effectively. Emotional Intelligence plays a pivotal role in determining 

success in an individual’s work and psychological life (Oginska-Bulik, 2005); it enables 

employees to engage effectively with others and plays a crucial role in enabling them to 

pursue business, relational, and personal objectives efficiently (Dollard, 2018). 
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The awareness of emotions and understanding one’s own and others’ emotions has 

become an important feature in the workplace, where shared emotions and affective 

experiences continuously influence behaviours, perceptions, and attitudes (Hutchinson & 

Hurley, 2013; Salancik & Pfeffer, 2003). It can therefore be assumed that EI, as a personal 

resource, not only has a positive effect on the individual employee’s interactions at work and 

their ability to manage occupational stress, but can also be beneficial for the organisation as a 

whole (Barkley, 2013). 

 

2.2.3.1 Models of Emotional Intelligence 

A number of theories and models of EI have been identified which form the 

foundation of several EI measuring tools, such as the Mayer-Salovey-Caruso Emotional 

Intelligence Test (MSCEIT), Bar-On EI-I, the Swinburne University Emotional Intelligence 

Test (SUEIT), and the Genos Emotional Intelligence Inventory (Görgens-Ekermans & Brand, 

2010). 

In deciding which instrument to use, it is important to consider whether EI will be 

researched from an ability or trait perspective. The trait models utilise self-report 

questionnaires, whereas the ability approach assesses EI through performance measures 

rather than self-report (Brand, 2007; Fiori & Vesley-Maillefer, 2018). 

 

EI as an Ability Model 

The ability model views EI as a form of intelligence, a cognitive ability grounded in 

the processing of emotion information (Fiori & Vesley-Maillefer, 2018). This approach views 

EI as similar to verbal and spatial intelligence (Caruso et al., 2002); just as individuals may 

display aptitude in the understanding and use of word, geometric shapes, and numbers, so 

they may show more or less intelligence in dealing with emotions (McCrae, 2000). It 
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stipulates that EI is linked to general intelligence and that cognitive processing is an 

inevitable part of emotions, and therefore EI should be measured though performance tests 

where respondents have to perform distinct tasks and solve specific challenges (Fiori & 

Vesley-Maillefer, 2018; Mayer et al., 2016). These performance tests, according to the ability 

approach, should measure actual capacity to perform well and not the belief about one’s own 

capacity as is the case in the trait and mixed models, (Mayer et al., 2016). The respondent’s 

answers must therefore be evaluated against set criteria (Roberts et al., 2001). 

Salovey and Mayer’s (1990) definition of EI as an ability to understand feelings in 

one self and others, and to use those feelings as tools in problem solving and behaviour 

regulation, has a strong cognitive emphasis (Furnell, 2008). They defined EI in terms of three 

cognitive processes: (1) the evaluation and expression of emotions in oneself and others, (2) 

the perception of emotion in oneself and others, and (3) the utilisation of emotions to 

facilitate thought processes (Görgens-Ekermans & Brand, 2010; Salovey & Mayer, 1990). 

Salovey and Mayer (1990) also argue that EI can change the way in which an individual 

solves problems, organises thoughts, processes information, and that it enables them to apply 

creative thinking to complete complex tasks (Brand, 2007). 

Advocates of the ability model criticise the trait in that their dimensions largely 

overlap with existing personality traits (Mayer et al., 2000), while those who support these 

models argue that it is expected that EI, as a lower order personality trait, will relate to higher 

order personality traits in hierarchical trait taxonomies (Lee, 2010; Petrides & Furnham, 

2006). 

 

EI as a trait model 

The trait approach to EI describes a person’s perception of their emotional world and 

emotional dispositions, and how confident they are in their ability to perceive, understand, 

manage, and use their own and others’ emotions (Perez-Gonzalez et al., 2020). It includes a 
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wide range of personality traits and is concerned with measuring people’s perceptions of their 

own emotional competencies via self-report assessments (Petrides, 2011). According to 

Petrides and Furnham (2003), trait EI is a construct rooted within the personality framework 

and will therefore naturally have a strong relationship with basic personality traits. 

According to the trait model of EI, it encompasses a collection of skills and non-

cognitive capabilities that influence an employee’s ability to cope successfully with 

workplace pressures and demands (Bar-On, 1997). Goleman’s model of EI (Goleman, 1998) 

is classified as a behavioural approach that conceptualises EI as consisting of five critical 

competencies, namely (1) self-awareness, (2) self-regulation, (3) self-motivation, (4) empathy 

(social awareness), and (5) relationship management (Cherry, 2021). 

Unlike the ability approach, the trait approach does not regard EI as a mental ability 

(IQ) but rather as permutations of personality traits such as self-control, adaptability, 

emotional expression, and empathy (Petrides, 2011). 

 

2.2.4 EI, ED and Burnout 

It becomes clear from the reviewed literature that EI is much more than just emotions; 

it refers to the manner in which people effectively integrate emotions with thoughts and 

actions in order to reduce negative emotional experiences (Mayer et al., 2000). Individuals 

with higher levels of EI, according to Cheung and Tang (2009), are less prone to burnout 

because they tend to have healthier interpersonal skills and possess the ability to tolerate and 

manage emotional pressure (Lee, 2017; Varca, 2004). The ability to understand and regulate 

emotions assists employees in maintaining positive affect (a positive outlook that has a 

positive influence on work behaviour), and to restrain negative affect (Cheung & Tang, 

2012). Through their ability to regulate emotions, they are better equipped to handle intense 

emotions that are typically associated with feelings of emotional exhaustion and stress 
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(Brackett et al., 2010). They experience less occupational stress and experience increased job 

satisfaction, control, and commitment at work (Shkoler & Tziner, 2017). According to 

Magnano et al. (2017), high trait EI not only alleviates the symptoms of burnout, but also 

mediates the relationship between burnout and organisational outcomes, such as work 

performance and turnover intention. 

The existing literature on the ED-burnout relationship has focused primarily on the 

experiences of frontline service workers, like the nursing or call-centre industries. Further 

research is, however, needed in other occupational fields to provide more insight into the ED-

burnout relationship (Mustafa et al., 2016). Even though a study conducted by Furnell (2008) 

on the relationship between burnout, EL, and EI in the call centre environment provided no 

evidence of EI as a moderator in the EL-burnout relationship, it did provide evidence that EI 

was related separately to both EL and burnout. Furnell (2008) also recognised that the 

organisational context could play a role in the EI, EL and burnout relationship, providing 

support for this study to be conducted in an alternative workplace setting, namely auditing 

and accounting firms. Other studies have also provided support for the relationship between 

EI, EL and burnout. This study will focus only on ED as a dimension of EL and not total EL. 

A study conducted by Mustafa et al. (2016) among HR professionals, found that those 

with high EI levels experienced lower levels of burnout in general, and under conditions of 

deep-acting, than those who reported lower levels of EI. Their findings supported the belief 

that individuals with high levels of EI are more skilled at managing EL which leads to less 

ED thereby reducing the negative effects of burnout (Mustafa et al., 2016), thereby 

experiencing less ED. Their finding was also supported by Lee et al. (2019), who argued that 

EI can help minimise the negative outcomes (such as burnout) associated with ED, and 

enhance the positive effects of emotional congruence (deep acting) (e.g. job satisfaction). 
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Furthermore, Lee and Chelladurai (2015) found that EI moderated the relationship between 

ED and Emotional Exhaustion (dimension of burnout). 

Employees who can observe and manage emotions effectively will be able to identify 

the required display rules more easily and adjust their emotions accordingly (Lee, 2010). 

Emotional Intelligence, as a personal resource, affects how an individual perceives situational 

factors and can therefore influence the person’s emotional state prior to engaging in EL 

(Rubin et al., 2005). According to Lee (2010), individuals with high trait EI are more inclined 

to feel positive emotions, which enable them to sincerely feel and express the desired 

emotions, making it likely that trait EI will have an effect on the level of ED experienced by 

the employee. 

According to Greenberg (2002), employees with high levels of EI are more resilient to 

burnout because they can use emotional information effectively to make sense of their 

reactions to workplace stressors and to develop adaptive behaviours. They are less vulnerable 

because they understand the causes of their stress and can develop strategies to address the 

negative consequences of stress effectively (Cooper & Sawaf, 1998, as cited in Lee, 2017). 

Individuals with higher trait EI levels, according to Mikolajczak et al. (2007), use different 

strategies to mediate the negative outcomes, such as burnout, associated with EL. Individuals 

high on EI, according to Lee et al. (2019), are more likely to understand the reason for the 

display rules and therefore adjust their emotional responses to align with the required display 

rules, consequently experiencing less ED. It can therefore be assumed that EI’s effect on the 

manner in which they perceive and experience EL will influence their tendency for burnout. 

This assumption is supported by Lee and Chelladurai (2015), who found a significant 

negative relationship between genuine expression (deep acting) and Emotional Exhaustion 

(as a dimension of burnout), and Jonker (2012), who found that individual factors, such as EI, 

can influence an employee’s experience of emotion work. 
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This finding is also supported by the JD-R model which clearly states that personal 

resources (e.g. EI) can moderate the effect of job demands (e.g. ED) on outcomes (burnout). 

A study conducted by De Moraes et al. (2015) found that EI correlated negatively 

with Emotional Exhaustion (r = -0.685, p < 0.001) and Depersonalisation (r = -0.506, p = 

0.008), whilst correlating positively with professional satisfaction, higher compassion, and 

higher communication skills. 

Emotional Intelligence, according to Druskat and Wolff (2001), also provides an 

understanding of how emotions can affect both individual and organisational outcomes, and 

facilitates processing emotions into effective behaviour patterns (Laborde et al., 2016). 

According to Mikolajczak and Luminet (2008), individuals high on EI are less likely to 

appraise stressful situations as a threat and will tend to be more confident in their ability to 

cope with such a situation, thereby protecting them against the effect of ED on the 

development of burnout. Looking at the relationship between EI, ED and burnout, it could be 

argued that individuals with high EI would be less prone to regard ED as a source of stress or 

a threat to their true self, and more able to modify felt emotions in order to adhere to display 

rules, which could buffer the negative effects of ED which could lead to burnout.  

Mikolajczak et al. (2007) argued that those high on EI showed lower reactivity to stressful 

events (e.g. public speaking or exam sessions) at both the physiological and psychological 

levels. Therefore, it could be argued that employees high on EI can be expected to reduce the 

likelihood of burnout development caused by experienced ED during interactions with clients 

(Szczygiel & Bazinska, 2013). 

The compassion and empathy associated with EI could help employees to understand 

why certain display rules are important for the team and organisation to succeed, and could 

enable employees to better understand the emotions and behaviours of customers. It could 

therefore be argued that EI could have a moderating effect on the ED-burnout relationship, 
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with individuals high on EI presenting with lower levels of burnout, because they are able to 

understand the expected emotions and behaviours of customers during EL. 

 

2.3 Chapter Summary 

In this chapter the literature and research related to the burnout, EL, ED, and EI 

constructs were reviewed and discussed to gain an understanding of the relationships that 

exist between these constructs. In addition, the chapter aimed to provide insight into the 

possible moderating role of EI in the ED-burnout. The next chapter will focus on the research 

methodology utilised in the study. The research hypotheses, sample selection, data collection, 

as well as the measuring instruments will be discussed. 
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Chapter 3: Research Methodology 

 

3.1 Introduction 

The preceding chapter reviewed the literature pertaining to burnout, EL, ED, and EI to 

gain a broader understanding of how these constructs manifest in the workplace. In this 

chapter, based on the research aim and objectives identified in Chapter 1, the respective 

research hypotheses will be highlighted and the research methodology for the study will be 

explained. The research design, sampling design, data collection, data analysis, and ethical 

considerations will also be discussed. 

 

3.2 Research Hypotheses 

The aim of this study, as discussed in Chapter 1, is to investigate the relationship 

between EI, ED (as dimension of EL), and burnout, and to determine if EI acts as a moderator 

in the ED-burnout process within the accounting profession. This study will aim to contribute 

to the accounting profession’s understanding and management of the burnout syndrome and 

to provide useful insights on the role of EI and ED. Knowledge about the role of ED in the 

development of burnout, as well as whether EI moderates the ED-burnout relationship, will 

empower accountants to intervene appropriately to lessen symptoms of burnout. Should the 

research indicate that EI can minimise the development and impact of ED and burnout, it can 

assist accounting firms in developing proper intervention programmes and enhance 

appreciation of the EI construct in the accounting profession. 

The first objective of this study is to determine if ED relates to the experience of 

burnout, by testing the relationships between ED (as a dimension of EL) and the dimensions 

of burnout (as labelled by The Maslach Burnout Inventory – General Survey). Therefore, 

based on the reviewed literature and aim of this study, it is hypothesised that: 
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Hypothesis 1: A significant positive relationship will exist between ED and total burnout. 

Hypothesis 2: A significant positive relationship will exist between ED and Emotional 

Exhaustion. 

Hypothesis 3: A significant positive relationship will exist between ED and Cynicism 

(Depersonalisation). 

Hypothesis 4: A significant negative relationship will exist between ED and Professional 

Efficacy. 

The second objective of this study is to determine if significant relationships exist 

between the dimensions of EI and ED, and the dimensions of EI and the dimensions of 

burnout. Thereafter the objective is to determine if ED and EI might account for variance in 

the burnout dimensions. It is therefore hypothesised that: 

Hypothesis 5: A significant negative relationship will exist between ED and the dimensions 

of EI (Emotional Self-Awareness, Emotional Expression, Emotional Awareness of Others, 

Emotional Reasoning, Emotional Self-management, Emotional Management of Others, and 

Emotional Self-control). 

Hypothesis 6: A significant negative relationship will exist between ED and total EI 

(composite score). 

Hypothesis 7: A significant negative relationship will exist between Emotional Exhaustion 

(as a dimension of burnout) and the dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

management, Emotional Management of Others, and Emotional Self-control). 

Hypothesis 8: A significant negative relationship will exist between Emotional Exhaustion 

(as dimension of burnout) and total EI. 

Hypothesis 9: A significant negative relationship will exist between Cynicism (as a 

dimension of burnout) and the dimensions of EI (Emotional Self-Awareness, Emotional 
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Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

management, Emotional Management of Others, and Emotional Self-control). 

Hypothesis 10: A significant negative relationship will exist between Cynicism (as a 

dimension of burnout) and total EI. 

Hypothesis 11: A significant positive relationship will exist between Professional Efficacy 

(as a dimension of burnout) and the dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

management, Emotional Management of Others, and Emotional Self-control). 

Hypothesis 12: A significant positive relationship will exist between Professional Efficacy 

(as dimension of burnout) and total EI. 

Hypothesis 13: ED can be used to explain variance in Emotional Exhaustion (as a dimension 

of burnout). 

Hypothesis 14: ED can be used to explain variance in Cynicism (as a dimension of burnout). 

Hypothesis 15: ED can be used to explain variance in reduced Professional Efficacy (as a 

dimension of burnout). 

Hypothesis 16: The different dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

management, Emotional Management of Others, and Emotional Self-control) can be used to 

explain variance in ED. 

Hypothesis 17: The different dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

management, Emotional Management of Others, and Emotional Self-control) can be used to 

explain variance in Emotional Exhaustion (as a dimension of burnout). 

Hypothesis 18: The different dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-
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management, Emotional Management of Others, and Emotional Self-control) can be used to 

explain variance in Cynicism (as a dimension of burnout). 

Hypothesis 19: The different dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

management, Emotional Management of Others, and Emotional Self-control) can be used to 

explain variance in Professional Efficacy (as a dimension of burnout). 

The third objective of this study is to determine if EI has a moderating effect on the ED-

burnout relationship. The following is therefore hypothesised: 

Hypothesis 20: The different dimensions of EI (Emotional Self-Awareness, 

Emotional Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional 

Self-management, Emotional Management of Others, and Emotional Self-control) can act as 

a moderator between ED and burnout. 

The proposed theoretical research model and expected relationships between the 

variables are represented graphically in Figure 3.1. 

Figure 3.1 

A Theoretical Model of the Anticipated Relationships between EI, ED (as dimension of EL, 

and burnout 
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3.3. Research Design 

The research design represents the plan or blueprint of how this study was conducted 

(Babbie & Mouton, 2010). To investigate the relationship between EI, ED, and burnout, a 

non-experimental research design was used. In experimental research, a clear distinction is 

made between the controlled and manipulated variables to test the impact of an intervention 

on an outcome (Salkind, 2014). According to Crano et al. (2014), experimental research has 

been found impractical and unethical within social sciences research, such as psychology, 

since many of the research problems within these fields do not lend themselves to 

experimental enquiry. Non-experimental research is therefore appropriate for this study, 

where the researcher wants to observe relationships between variables without controlling or 

manipulating any of the variables (Kerlinger & Lee, 2000). 

This study adopted a relational, descriptive research approach to determine how the 

variables (ED, EI, and burnout) are related to each other. Both correlational and multivariate 

statistical techniques were used to determine the strength and direction of the relationships, 

and interaction effects, between the variables (Furnell, 2008). Correlational research allows 

the researcher to objectively determine which variables influence one another and the degree 

of relationship between them (Salkind, 2014). 

Survey research was utilised as the specific research design. A cross-sectional survey 

design was implemented to achieve the objectives of this study and to describe the 

information collected from the relevant population. According to Babbie and Mouton (2010), 

survey research is the best method for collecting original data from a population that is too 

large to observe directly. Therefore, this design is ideal for this study as the population of 

accountants operating in the South African labour market is too large to be observed directly. 

The use of structured questionnaires enabled the researcher to indirectly gain an overview of 

a sample of the larger population (Babbie & Mouton, 2010). According to Shaugnessy and 
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Zechmeister (1997), this design is less time-consuming and is very well suited to the 

descriptive functions related to correlational research. 

 

3.4 Sampling 

According to Salkind (2014), a sample refers to the subset of the population from 

which data is collected. For this study, the research sample consisted of accountants operating 

in the South African work environment (n = 151). The researcher aimed to reach a sample 

size of n = 350, but only 151 completed surveys were received. An additional 187 surveys 

had to be discarded due to them being incomplete and were therefore not included in the 

research. A questionnaire was deemed incomplete of one or more of the questions were not 

answered. Since the researcher indicated during ethical clearance applications for this study 

that any incomplete questionnaires will be discarded, no scientific methods were utilised to 

harness some of the discarded data. The sample size (n = 151) was, however, still deemed 

appropriate for the current study. 

This sample included professional accountants, chartered accountants, and trainee 

accountants. This aim of the study was to contribute to the accounting profession’s 

understanding of the relationship between EI, ED, and burnout, to equip them to implement 

effective interventions. 

The sampling technique employed for this study was non-probability sampling, more 

specifically purposive sampling and snowball sampling. Purposive sampling was appropriate 

for this study because participants were chosen based on their occupation. The researcher also 

approached the following professional bodies to distribute the survey to their members: the 

South African Institute of Professional Accountants (SAIPA), and the South African Institute 

of Chartered Accountants (SAICA). These regulatory bodies have 10,000 and 36,000 

members respectively. SAICA agreed to include the survey link of this study in their regional 
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newsletter, and after ethical clearance was received, distributed it to SAICA members and 

audit and accounting firms via electronic communication. 

Given the researcher’s current position at an audit and accounting firm based in the 

Western Cape, convenient sampling was appropriate for this study because the researcher has 

access to various audit and accounting firms operating in South Africa. Utilising convenient 

sampling was the most practical and convenient method for the researcher due to accessibility 

to the target audience and in terms of time (Babbie & Mouton, 2010). The researcher 

approached audit and accounting firms to explain the purpose of the study, the sample 

required, and requested their assistance in distributing the survey link to their colleagues and 

employees. After ethical clearance was received, the researcher distributed the link to eight 

(8) audit and accounting firms (convenient sample), who gave their consent to distribute the 

link to their employees and colleagues. Snowball sampling was employed to reach the desired 

sample size (n = 151) by asking the identified firms to distribute the link to the online survey 

to their employees and colleagues. 

According to Babbie and Mouton (2010), snowball sampling is implemented by 

collecting data from the few members of the target population the researcher can locate, and 

then asking those individuals to identify other members of that population whom they know 

or have access to. The use of this method, together with purposive sampling, enabled the 

researcher to gain access to a broader sample of the working population. 

It is anticipated that the fair sample size (n = 151) achieved in this study will produce 

reliable generalisations for the accounting profession in South Africa. 

 

3.5 Data Collection 

Data collection only commenced after ethical clearance was obtained from the 

Stellenbosch University’s Department/Faculty Ethics Screening Committee (DESC/FESC) 
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and the Research Ethics Committee (REC): Social, Behavioural and Education Research 

(refer to Appendix 1). Once ethical clearance was received, an electronic survey link was 

distributed via e-mail to the eight (8) audit and accounting firms who gave their consent to 

participate in the study and to SAICA, who agreed to include the survey link in their regional 

newsletter (see Appendix 2). Since the participating audit and accounting firms requested to 

remain anonymous, their consent forms are not attached in this document. 

Data were collected by means of electronic self-report questionnaires, administered 

via Stellenbosch University’s e-service survey platform, Sun Survey. No physical collections 

of data were required. Three questionnaires (measuring EI, ED, and burnout), and a 

biographic information form were utilised (refer to Appendix 3). The online version of the 

questionnaires allowed for voluntary participation, anonymity, and convenience in the 

completion of the questionnaires. 

Although the questionnaires were anonymous, the biographic questionnaire allowed 

the researcher to gather information pertaining to the respondents’ occupations (professional 

accountant, chartered accountant, or trainee accountant), age, years of service, and gender. 

There were no age criteria for participation. The only criterion for participation in this study 

was that respondents were either qualified chartered or professional accountants, or in the 

process of completing their internships towards one of these qualifications (trainee 

accountants). To allow respondents the freedom to acknowledge their own gender identities, 

the following response options were utilised: female, male, non-binary, and none of the above 

(Grobman, 2017). 

The protection of data was assured by only the researcher, the study leader, and the 

statistical analyst having access to the password-protected web-based survey home page. The 

researcher’s laptop, where data were stored and from which access was gained to the 

password-protected web-based survey home page and Google Drive, was password protected 
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to ensure that only the researcher would be able to log on to the laptop. This protected against 

any person gaining access to the survey home page through the laptop’s auto password 

recovery function. The researcher was the only individual actively involved in the gathering 

of the survey data. Firewall and anti-virus protection were also installed on the researcher’s 

laptop to ensure the security of the data. Regular backups of the data were stored on a 

password protected Google Drive account. 

 

3.6 Measuring Instruments 

The constructs of burnout, ED, and EI were measured by The Maslach Burnout 

Inventory – General Survey (MBI-GS), the ED dimension of The Frankfurt Emotion Work 

Scale, and The Genos Emotional Intelligence Inventory-Concise version (Genos EI) 

respectively. All three instruments are well-validated self-report questionnaires. 

 

3.6.1 Burnout: The Maslach Burnout Inventory – General Survey (MBI-GS) 

The Maslach Burnout Inventory (MBI) continues to dominate as the preferred 

research tool for burnout (Maslach et al., 2009). There are three versions of the MBI, namely 

the MBI-HSS (Human Services Survey), MBI-ES (Educators Survey), and MBI-GS (General 

Survey) (Rothmann, 2003). In the HSS and ES versions, the labels used for the three 

dimensions of burnout were developed to focus on occupations that involve demanding 

interpersonal interactions, namely Emotional Exhaustion, Depersonalisation, and Reduced 

Personal Accomplishment (Maslach et al., 2009). 

MBI-GS is a self-report questionnaire, developed in response to researchers becoming 

more interested in burnout among professional roles that are not so clearly people-orientated 

(Schaufeli et al., 2001). Since the target population of this research was individuals working 
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in the accounting profession, the MBI-GS was used to measure the three dimensions of 

burnout. 

In this general version, the labels for the dimensions of burnout were adapted slightly 

to describe broader occupational contexts, “Cynicism” (measuring indifference or a distant 

attitude towards one’s work) replaced Depersonalisation, and “Professional Efficacy” 

replaced Personal Accomplishment (Maslach & Leiter, 2008). Professional Efficacy 

measures an individual’s satisfaction with past and present achievements, and it explicitly 

assesses their expectations of continued success at work (Maslach & Leiter, 2016). 

The items of the three dimensions were modified slightly to be more generic, without 

direct reference to working with people (Maslach et al., 2009). It is important to note that 

although two of the burnout dimensions were altered for the MBI-GS, it still measures the 

same three dimensions as the original measure, the underlying meaning has not changed, and 

maintains a consistent factor structure across a variety of occupations (Maslach et al., 2009). 

The MBI-GS measures a respondent’s relationship with their work on a continuum 

ranging from work engagement (feelings of self-efficacy and devotion to exceptional work 

performance), to burnout (state of exhaustion in which the employee doubts their ability to 

perform and add value to their organisation) (Furnell, 2008). It has 16 Likert-type items 

within its three subscales: Emotional Exhaustion (five items, e.g. “Working all day is a strain 

for me”), Cynicism (five items, e.g. “I have become less enthusiastic about my work”), and 

Professional Efficacy (six items, e.g. “In my opinion I am good at my job”) (Rothmann, 

2008). All items are scored on a 7-point Likert-type scale, where participants are required to 

indicate how frequently they feel a certain way about their jobs, ranging from “never” (0) to 

“every day” (6) (Maslach et al., 2016). The MBI-GS takes approximately ten to fifteen 

minutes to complete. 
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Studies that used the MBI-GS in South African samples found satisfactory reliability 

(Cronbach’s alphas), ranging from Emotional Exhaustion = .79 to .89; Cynicism = .72 to .84; 

and Professional Efficacy = .69 to .84 (Rothmann, 2003). In a study conducted on 2396 South 

African police officers, Storm and Rothmann (2003) found Cronbach’s alphas of .88 

(Emotional Exhaustion), .78 (Cynicism), and .79 (Professional Efficacy). Another study 

conducted by Choi et al. (2019) reported .92 for Emotional Exhaustion, .87 for Cynicism, and 

.89 for Professional Efficacy. The MBI, in all three forms, is easy to administer and has been 

found to show acceptable reliability and validity (Maslach et al., 2009). 

 

3.6.2 Emotional Dissonance: The Frankfurt Emotion Work Scale (FEWS) 

This FEWS has been applied to various job settings and employee groups, such as call 

centres, hotels, banks, cabin crews, teachers, and travel agents (Al-Serkal, 2006). It comprises 

several scales that measure, among other things, the necessity to display positive or negative 

emotions, sensitivity requirements of the job (e.g. whether empathy toward clients is needed), 

emotion work control (control with regard to the display of emotions), interaction control 

(e.g. control regarding available time and completion of an interaction), and ED (the 

mismatch between genuine emotions and the organisation’s required emotional display rules) 

(Wegge et al., 2009). 

The focus of this study is only on ED as occupation stressor and dimension of EL, and 

therefore only utilised the FEWS items that pertain to ED. Emotional Dissonance was 

measured by four items (α = .89) adapted from the FEWS (Zapf et al., 1999). Responses were 

provided on a 5-point Likert scale where 1=seldom, 2=once per week, 3=once per day, 4= 

several times per day, and 5=several times an hour (Indregard et al., 2018). An example item 

from the ED sub-scale includes: “How often in your job do you have to suppress emotions in 
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order to appear neutral on the outside?” This questionnaire took approximately five minutes 

to complete. 

This questionnaire has also been utilised in the South African context by Jonker 

(2012), who found that the ED sub-scale displayed acceptable reliability (α > .70). 

 

3.6.3 Emotional Intelligence: The Genos Emotional Intelligence Inventory-

Concise (Genos EI) 

In deciding which instrument to use, it is important to consider whether EI will be 

researched from an ability, trait, or mixed-model perspective (as discussed in Chapter 2 of 

this paper). For example, if the research is focused on the ability model of EI, the Mayer 

Salovey Caruso Emotional Intelligence Test (MSCEIT) is preferred, and if the focus is on the 

trait model, the Bar-On Emotional-Quotient Inventory (EQ-i) is the preferred measurement 

tool. 

This study will focus on trait EI, best measured by a self-report measure. Trait 

measures, according to Connor et al. (2019), are best used in situations characterised by 

ongoing stressors, such as the workplace. These measures also tend to provide a good 

prediction of actual behaviours in a range of situations, since they measure typical behaviour 

rather than optimal performance (Connor et al., 2019). A disadvantage of self-report 

measures is that respondents might fake answers in order produce socially desirable results 

(Connor et al., 2019). This is, however, usually only a problem when respondents are trying 

to impress someone of importance (e.g. a potential employer or manager); when it is for 

research purposes participants are more inclined to answer questions truthfully (Connor et al., 

2019; Tett et al., 2012). 

There is, however, still little consensus amongst researchers regarding how best to 

conceptualise and measure the EI construct (Palmer & Stough, 2001). Although research on 
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the conceptualisation of EI have developed into a clear taxonomy for EI, users are still faced 

with various published measuring instruments and complex EI literature a terminology 

(Connor et al., 2019). 

The Genos EI was preceded by the Swinburne University Emotional Intelligence Test 

(SUEIT), created and published by Palmer and Stough (2001). The SUEIT was created in 

response to the many different perspectives of the EI construct, to provide a measure of the 

most definitive dimensions of the EI construct by combining the main models and 

assessments of EI at the time of development (Bailie & Ekermans, 2006). This 

unidimensional model resulted from a large factor-analytic study, involving the factors from 

six other EI scales that extracted five underlying common dimensions that explained 58% of 

the total variance, and thus provided the framework for the SUEIT (Gardner & Stough, 

2002). The five factors identified were (1) emotional recognition and expression (ability to 

recognise and convey feelings), (2) understanding others’ emotions, (3) emotions direct 

cognition (to what extent emotions are used in problem-solving and decision-making), (4) 

emotional regulation (ability to manage both positive and negative emotions in oneself and 

others), and (5) emotional control (ability to manage intense emotions experienced at work) 

(Gardner & Stough, 2002). 

The SUEIT, specifically designed for use in the workplace, consisted of 64 items that 

were scored on a 5-point Likert-type scale (1 = never, 5 = always), where respondents were 

asked to indicate the extent to which each statement is true of the way they typically think, 

feel, and act at work (Gardner & Stough, 2002). The SUEIT technical manual reflected high 

reliability for the instrument (α = .88) while the Cronbach’s alphas for subscales were found 

to be: (1) understanding of emotions: α =.83, (2) emotions direct cognition: α = .63 (although 

less than .7 it is still acceptable), (3) emotional control: α = .72, (4) emotional recognition and 

expression, α = .73, and (5) emotional management: α = .72 (Palmer & Stough, 2001). The 

Stellenbosch University https://scholar.sun.ac.za



67 

instrument proved to possess good internal consistency and test-retest reliability (Gardner & 

Stough, 2002; Klem & Schlecter, 2008). 

In 2006, the Genos EI was created to not only revise the SUEIT but also to create a 

taxonomic model for the EI construct (Palmer et al., 2009). It was designed to measure how 

often an individual believes that they demonstrate EI behaviours at work. It was specifically 

developed for use in the workplace by HR professionals, corporate coaches, and industrial 

and organisational psychologists (Gignac, 2010). The instrument is described in its technical 

manual as follows: 

The Genos EI self-report inventory consists of 70 items designed to measure 

the frequency with which an individual displays emotionally intelligent 

behaviours across seven dimensions. The items are scored on a five-point 

Likert scale, from “Almost Never” to “Almost Always” (Gignac, 2010, pp. 1-

2). 

There are three versions of the Genos EI questionnaires: Genos EI Full Inventory (70 

items), Genos EI Concise Inventory (31 items), and the Genos EI Short Inventory (14 items). 

This study administered the Genos EI Concise version, which yields seven subscale scores 

and one total EI score, and is recommended specifically for research scenarios (Gignac, 

2010). 

The Genos EI comprises a general factor (Overall or Total EI), as well as seven 

subscale scores outlined in Table 3.1. 

 

 

Table 3.1 

The Genos Model of Emotional Intelligence 

Factor Name Description 
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1. Emotional Self-Awareness The skill of perceiving and understanding your 

own emotions 

2. Emotional Expression The skill of effectively expressing your own 

emotions 

3. Emotional Awareness of Others The skill of perceiving and understanding 

others’ emotions 

4. Emotional Reasoning The skill of using emotional information in 

decision-making 

5. Emotional Self-Management The skill of managing your own emotions 

6. Emotional Management of 

Others 

The skill of positively influencing the emotions 

of others 

7. Emotional Self-Control The skill of effectively controlling your own 

strong emotions 

Note. The Genos model of emotional intelligence. Adapted from The Genos Emotional Intelligence 

Inventory: A Measure Designed Specifically for Workplace Applications (p. 108), by B. R. Palmer, C. K. 

K. Stough, R. Harmer, and G. E. Gignac, 2009, Springer. Copyright 2009 by Springer Science and 

Business Media. 

The Genos EI does not measure EI per-se; it rather focuses on the likelihood that an 

individual will exhibit 31 emotionally intelligent workplace behaviours (Palmer et al., 2009). 

According to Gignac (2010), this focus is due to the belief that organisations are more 

interested in how employees normally behave at work rather than a once-off demonstration of 

maximum capacity. The diverse behaviours measured relate to the identification of one’s own 

and others’, the regulation of emotions (of self, others, and emotional control), and emotional 

reasoning (Gignac, 2010). 

The 31-item Genos EI takes approximately five to seven minutes to complete online 

(Gignac, 2010), and is associated with acceptable levels of internal consistency, reliability, 

and test–retest stability (Palmer et al., 2009). 

Gignac (2008) examined the reliability of the Genos-EI across five nationalities 

(Australian, Asian, Indian, American, and South African), and reported mean subscale 

reliabilities ranging from .71 to .85 and a total internal consistency reliability score of .96. 
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Specifically, Gignac (2008) found test–retest correlations of .83 and .72 based on two-month 

and six-month time intervals for Genos EI total scores respectively (Palmer et al., 2009, p. 

110). 

 

3.7 Data Analysis 

The quantitative data collected by the questionnaires were analysed using the 

statistical software package, Statistica. This software enabled the researcher to use descriptive 

statistical techniques (mean, median, mode and standard deviation) to analyse and explore the 

data. According to Salkind (2014), descriptive statistics are so-called because they describe 

the general characteristics of a set or distribution of scores. 

Cronbach’s alpha coefficients were used to assess the reliability of the measuring 

instruments employed in this study. According to Clark and Watson (1995), alpha 

coefficients are reported as a number between 0 and 1, and convey important information 

regarding the amount of variance in a scale. It provides an assessment of the internal 

consistency of a measuring scale, and describes the extent to which all the items in a test 

measure the same construct (Tavakol & Dennick, 2011). 

Partial least squares structural equation modelling (PLS-SEM) was used to firstly 

evaluate the reliability and validity of the measures (outer model), and secondly to evaluate 

the structural (inner) model, which determines the quality of the relationships between the 

proposed latent variables (EI, ED, and burnout). PLS-SEM is a causal-predictive approach 

that is widely used in smaller samples in social sciences research (Hair et al., 2017) and 

enables the researcher to estimate complex models with several indicator variables, 

constructs, and structural paths without imposing distributional assumptions on the data (Hair 

et al., 2019). 
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The hypothesised relationships (as discussed in section 3.2) between the variables 

were explored through the calculation of various Pearson Product Moment Correlation 

coefficients. The correlation coefficient refers to a point on the scale between -1.00 and + 

1.00, and the closer it is to either of those limits, the stronger the relationship is between the 

variables (Howell, 2008). 

The square value of the correlations was obtained to gain information on the amount 

of variance in ED that is explained by the burnout dimensions. Multiple regression analyses 

were conducted to investigate the amount of variance in the burnout dimensions that is 

explained by the various dimensions of EI (as measured by the Genos EI) (Görgens-

Ekermans & Brand, 2010), and to determine if EI acts as a moderator in the ED-burnout 

relationship. Professor Martin Kidd from the University of Stellenbosch assisted in the data 

analysis process. 

 

3.8 Ethical Consideration 

According to Salkind (2014), the most important thing to keep in mind when 

conducting research is that individuals are serving as participants in the research study, and 

must be treated in a way that their dignity is maintained and prevented from any physical or 

psychological harm. The researcher commenced with data collection after permission and 

ethical clearance were granted by the University of Stellenbosch’s Departmental/Faculty 

Ethics Screening Committee (DESC/FESC) and the REC: Social, Behavioural and Education 

Research (SBER), with project number IPSY-2020-17483. 

Permission was granted by the institutions from which research participants were 

sourced and obtained from participants via an online informed consent form (see Appendix 

4). 
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Individuals who received the link to the online survey via e-mail, and who chose to 

participate, gained access to the questionnaires by clicking on the survey link. Upon clicking 

on the link, participants were directed to an online informed consent page, where they had to 

indicate their willingness to participate in the study. The consent form described the 

following: purpose of the research, what would be expected from participants, possible risks 

and discomforts, how their information would be protected, and possible benefits to 

participants and/or society. 

The current study was viewed as a medium-risk study because of two possible risks 

identified by the researcher. These risks, together with how the researcher addressed and 

aimed to avoid them, are discussed in the following paragraph. 

The first possible risk to this study pertained to anonymity, in that participants would 

be afraid that their employers or the relevant professional bodies would have access to their 

results, or that their information would be made available to other parties and platforms. 

Therefore, to protect participants from any harm, anonymity was of the utmost importance. 

Participants were informed that the results would only be used to investigate the 

relationship between burnout, ED (as a dimension of EL), and EI for research purposes, and 

that it would not be used for personal gain by any means. The participants were also informed 

that, if requested by the participating audit and accounting firms, the final research project, 

not the raw data, would be made available to them. 

To ensure anonymity, participants were not required to provide their names, 

surnames, employers, or addresses, and they were assured that the biographical information 

obtained was only for research purposes. The participants’ anonymity was further maintained 

by only the researcher, the study leader, and the statistical analyst having access to the web-

based survey home page, which was protected by a username and password (De Villiers, 

2015). 
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The researcher’s laptop, from which the password-protected web-based survey was 

accessed, was also password protected to ensure that only the researcher would be able to log 

on to the laptop. This protected against any person gaining access to the survey home page 

through the laptop’s auto password recovery function. The researcher was the only individual 

actively involved in the gathering of the survey data, and only the researcher and the 

statistical analyst were involved in analysing the data. Data were further protected by 

installing firewall and anti-virus protection software on the researcher’s laptop. Regular 

backups of the data were made and stored on a password protected Google Drive account. 

The second possible risk identified pertained to individuals who might realise that 

they were experiencing burnout symptoms. The researcher included the following paragraph 

at the end of the survey and on the informed consent form: “If you experience emotional 

distress or burnout symptoms, please consult with your medical practitioner or approach a 

qualified mental health professional. If you need a referral to a psychologist, psychiatrist, or 

support group, please call The South African Depression and Anxiety Group (SADAG) on 

011 234 4837 or 0800 20 50 26 (they are open seven days a week) and speak to a trained 

counsellor who can assist you further in confidence. Although SADAG is the recommended 

support group you may also contact Mrs Marietha de Wet (mdew@sun.ac.za) who is a 

registered Industrial Psychologist with more than ten years of trauma counselling 

experience.” 

Participants were also assured that the research results would remain anonymous and 

confidential, that their names would not appear in the findings, and that the results would be 

used for academic purposes only. The informed consent form also notified participants that 

their participation in the study was voluntary and that they might opt-out of the study at any 

time by closing their browser. Questionnaires that were incomplete or unclear for whatever 

reason were deleted and were not used as part of the study. 
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Furthermore, participants were advised to complete the questionnaire at a time that 

was convenient for them, from a location and under conditions in which they felt comfortable 

and relaxed, for example during their lunch breaks or after work, to ensure that they were not 

influenced by feelings of anxiety or frustration, or felt pressured for time. 

The research process guaranteed internal validity by utilising measuring instruments 

that have been proven to be valid and reliable in previous research. Generalisability was 

ensured by gathering data from a medium-sized sample of 151 participants; according to 

Salkind (2014), the larger the sample the more likely the sample will be representative and 

reliable. 

 

3.9 Chapter Summary 

The aim of this chapter was to review the research methodology utilised in this study. 

The research hypotheses that were investigated, and the research design, data collection, and 

sampling methods used in this study were also discussed. The next chapter will set out the 

results obtained in the research. 
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Chapter 4: Results 

 

4.1 Introduction 

The aim of this study was to investigate the relationship between EI, ED, and burnout, 

and to determine if EI acts as a moderator in the ED-burnout relationship within the 

accounting profession. In addition, a further objective was to gain information on the amount 

of variance in the burnout dimensions explained by ED, and the various dimensions of EI, as 

well as whether the EI dimensions can be used to explain variance in ED. This chapter 

focuses on the results of the research and whether they support the various research 

hypotheses specified in Chapter 3. The results of the data analysis will be reported in the 

following sections. 

 

4.2 Missing Values 

A sample size of 338 respondents attempted to complete the survey, but 187 of the 

respondents did not complete all the items, which led to questionnaires being discarded and 

not included in the data. A final total of 151 completed questionnaires were received and 

included in this study. Missing values were not a problem in this study, since participants 

were not allowed to continue to the next question if the previous question was not answered, 

and only completed questionnaires (where all questions have been answered) were used for 

data analysis. Participants who did not want to complete a question could simply close their 

browser and exit the survey. 

 

4.3 Characteristics of the Sample 

The link to the online survey, containing the questionnaires and biographic 

information form, was distributed to eight (8) audit and accounting firms to share with their 
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employees and colleagues, and to SAICA to be included in their regional newsletter, which 

was distributed to SAICA members and audit firms. A total of 151 completed questionnaires 

were received. It is, however, noteworthy to mention that while the sample size (n = 151) was 

appropriate for the current study, the researcher’s aim was initially to obtain a sample size of 

n = 350.  

The descriptive statistics reflected a mean age (n = 151) of 33 years, with the 

boundaries at 18 years (minimum age) and 65 years (maximum age). The mean for years of 

service was 9 years, with the minimum reported as 0.5 years and the maximum as 22 years of 

service. Analysis of the demographic information revealed that 98 (65%) of the respondents 

were female and 53 (35%) were male. The majority of the participants reported their 

occupations as chartered accountants (62, 41%), followed by SAICA trainee accountants (41, 

27%), professional accountants (32, 21%), and SAIPA trainee accountants (16, 11%). 

The age distribution of the sample revealed that the majority of respondents were in 

the 20-29 age group (70, 46%), followed by 44 respondents in the 30-39 age group (44, 

29%), and 29 in the 40-49 age group (15%). The 60 years and over group comprised eight (8) 

people (5%), and the < 20 and 50-59 groups represented only three (3) participants each 

(2%). The largest portion of the respondents indicated 1-5 years of service (58, 38%), 

followed by 24 people in the 5-10 group (16%), 21 in the 10-15 group (14%), 19 in the more 

than 20 years group (13%), 16 in the 15-20 group (11%), and finally 13 in the less than 1 year 

group (9%). 

The frequency and percentages of the respondents in relation to their biographic 

characteristics (gender, occupation, age, and years of service) are presented in Table 4.1. 

 

Table 4.1 

Biographical Information of Respondents (n = 151) 
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Variable Category Frequency Percentage 

Gender Male 53 35% 

Female 98 65% 

 Occupation Professional Accountant 32 21% 

Chartered Accountant 62 41% 

SAICA Trainee Accountant 41 27% 

SAIPA Trainee Accountant 16 11% 

Age in years < 20 3 2% 

20-29 70 46% 

30-39 44 29% 

40-49 29 15% 

50-59 3 2% 

> 60 8 5% 

Years of service  < 1 13 9 % 

1-5 58 38% 

5-10 24 16% 

10-15 21 14% 

15-20 16 11% 

>20 19 13% 

 

4.4. Item Analysis 

Item analysis was performed on all measurement scales in order to determine internal 

reliability and to detect any items that may not provide a true internal explanation of the 

latent variables. Item analysis, according to Van Staden (2018), is vital to any study because 

it determines if the measuring instrument provides a true reflection of the construct it was 

designed to assess. The Cronbach’s alpha coefficients were used to assess the reliability of 

the measuring instruments and their sub-scales. Cronbach’s alpha provides a measure of 

internal consistency of a test or scale; it describes the extent to which all the items in a test 

measure the same construct and is expressed as a number between 0 and 1 (Tavakol & 
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Dennick, 2011). According to Pallant (2010), the reliability of the scale is confirmed if the 

Cronbach’s alpha values exceed the value of .70. 

There are, however, different reports on the acceptable value of Cronbach’s alpha, 

like Janssens et al. (2008) who argue that values between 0.6 and 0.8 are acceptable. These 

values were also argued as acceptable by Taber (2018) and Robinson et al. (1991). This study 

views Cronbach’s alpha values greater than .60 as acceptable. According to Tavakol and 

Dennick (2011), Cronbach’s alpha values can be higher the more items there are in the 

measuring test, while low Cronbach’s alpha values could be due to a low number of items in 

the test, poor relatedness between items, or heterogeneous constructs. Internal consistency 

was further investigated by measuring the item total correlations, which check for 

inconsistent items and refer to the correlation between the question scores (e.g. 0 or 1 for 

multiple choice) and the overall assessment score (Pope, 2009). The item total correlations 

should be above the recommended value of .20 (Van Staden, 2018; Wang et al., 2017). 

The item analysis for the measuring instruments used in this study is discussed in the 

following section. 

 

4.4.1 Emotional Intelligence: The Genos Emotional Intelligence Inventory-

Concise (Genos EI) 

Based on the results, the Genos EI obtained a Cronbach’s alpha coefficient of .88, 

which showcases a high internal consistent reliability. The inter-item correlation score of .53 

obtained can be regarded as remarkably good and higher than the acceptable .30 (Etikan, 

2016). The item total correlations for each sub-scale (Emotional Reasoning, Emotional Self-

Awareness, Emotional Self-Management, Emotional Expression, Emotional Self-Control, 

Emotional Awareness of Others, and Emotional Management of Others) were all higher than 

the acceptable .20 score, except for one item on the Emotional Self-Awareness scale that 
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indicated a score of .19. The reliability for the sub-scale would, however, not have 

significantly improved if the item was deleted; the item was therefore included in the data 

pool. The reliability statistics for the Genos EI sub-scales in the current study are presented in 

Table 4.2. 

Table 4.2 

The Current Study’s Reliability Statistics for the Genos EI 

Dimensions N of items Cronbach’s alpha 

ER 5 0.71 

ESA 4 0.54 

ESM 5 0.70 

EEXP 5 0.75 

ESC 4 0.78 

EAO 4 0.79 

EMO 4 0.67 

ER = Emotional Reasoning; ESA = Emotional Self-Awareness; ESM = Emotional Self-Management; 

EEXP = Emotional Expression; ESC = Emotional Self-Control; EAO = Emotional Awareness of 

Others; EMO = Emotional Management of Others. 

All sub-scales indicated acceptable Cronbach’s alphas, with the exception of the 

Emotional Self-Awareness scale with a score of .54. Although the score is lower than the 

acceptable .60, the alpha of the measuring tool (α = 88) would have decreased if the scale was 

deleted; the sub-scale was therefore retained. 

 

4.4.2 Burnout: The Maslach Burnout Inventory (MBI-GS) 

The MBI-GS obtained a Cronbach’s alpha coefficient of .63, which showcases an 

acceptable internal consistency reliability. The internal consistency was supported by an 

average inter-item correlation score of 0.38, which is higher than the acceptable .30. 
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Reliability coefficients of the sub-scales were found to be as follows (1) Emotional 

Exhaustion α = .92, (2) Professional Efficacy α = .79, and (3) Cynicism α = .72, therefore 

demonstrating that between 72% – 92% of the variance in the items is true score variance and 

only 8% - 28% is random error variance. The item total correlations for each sub-scale were 

also all higher than the acceptable .20. 

The reliability statistics for the MBI-GS dimensions of burnout (Emotional 

Exhaustion, Cynicism, and Professional Efficacy) are set out in Table 4.3. 

 

Table 4.3 

The Current Study’s Reliability Statistics for the MBI-GS 

Dimensions N of items Cronbach’s alpha 

EE 9 0.92 

PE 8 0.79 

C 5 0.72 

EE = Emotional Exhaustion; PE = Professional Efficacy; C = Cynicism 

 

4.4.3 Emotional Dissonance: The Frankfurt Emotion Work Scale (FEWS) 

The ED sub-scale of the FEWS utilised in this study obtained a Cronbach’s alpha 

coefficient of .88, which showcases a high internal consistent reliability, further supported by 

an average inter-item correlation of .66. The four items in the scale all showed high item total 

correlations, ranging from .68 to .83. 

 

4.4.4 PLS-SEM Analysis 

The PLS-SEM approach aims to maximise the variance showed in the dependent 

variable which is explained by the independent variable. PLS results are calculated by firstly 
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assessing the measurement (outer) model and thereafter the structural (inner) model (Hair et 

al., 2019). 

 

4.4.4.1 Evaluating the Measurement (Outer) Model 

In order to evaluate the internal consistency and validity of the measuring models, the 

following measures were included: (1) composite reliability, (2) convergent validity, (3) outer 

loadings of indicators for the individual indicator’s reliability, and (4) Heterotrait-Monotrait 

(HTMT) ratio to assess discriminant validity (Taylor & Geldenhuys, 2018). 

Composite reliability can be regarded as being equal to the total amount of true score 

variance relative to the total scale score variance (Brunner & Süß, 2005), where scores 

between 0.60 and 0.70 can be regarded as having acceptable reliability, and where values 

between 0.70 and 0.90 and above can be regarded as satisfactory (Hair et al., 2017). The 

measure Average Variance Extracted (AVE) was used to establish convergent validity. Shi, 

Olson and Stam (2007, p.310) define AVE as “the amount of variance that a latent variable component 

captures from its indicators relative to the amount of variance due to measurement error. An AVE 

value of 0.50 and higher indicates that the construct explains at least 50% of the variance of 

its items (Taylor & Geldenhuys, 2018). 

The results presented in Table 4.4 indicate that the measuring instruments all show 

acceptable internal consistency with composite reliability scores above .70 and AVE scores 

above .50. 

  

Table 4.4 

Composite Reliability and AVE Values 

Construct Composite reliability AVE 

ED 0.92 0.74 

Stellenbosch University https://scholar.sun.ac.za



81 

Burnout 0.80 0.59 

EI 0.91 0.59 

 

Table 4.5 indicates the discriminant validity results calculated by the HTMT criterion. 

Discriminant validity indicates the degree to which constructs differ from each other 

(Baumgarten & Wetzel, 2020). HTMT ratios of more than 0.9 indicate a lack of discriminant 

validity, whereas lower HTMT values are indicative of acceptable discriminant validity, 

where the constructs are conceptually different (Hair et al., 2019). The results show that all 

the measuring tools (Genos EI, FEWS, and MBI-GS) achieved discriminant validity in the 

current study. 
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Table 4.5 

Discriminant Validity (HTMT Ratio) 

 Ratio 95% lower 95% upper Discriminate 

Burnout          ED 0.86 0.74 0.74 Yes 

EI          ED 0.41 0.25 0.54 Yes 

EI         Burnout 0.85 0.74 0.95 Yes 

 

PLS-SEM was also used to calculate the outer loadings of each indicator. The outer 

loadings refer to the estimated relationships in measurement models (i.e. arrows from the 

latent variable to its indicators) and determine the item’s absolute contribution to its assigned 

construct (Hair et al., 2019). Table 4.6 represents a matrix of the outer loadings found in this 

study. The results reveal that the various sub-scales (dimensions) each loaded significantly (p 

< 0.01) on their assigned latent variables. 

According to Taylor and Geldenhuys (2018), when analysing outer loadings, each 

sub-scale’s (indicator) loading on its assigned construct should be higher than all its loadings 

with other variables. 

 

 

 

 

 

 

 

 

 

 

Stellenbosch University https://scholar.sun.ac.za



83 

Table 4.6 

PLS-SEM Outer Loadings 

Latent Variable Sub-scale Outer loading 95% lower 95% higher Significant 

Burnout C 0.83 0.75 0.88 Yes 

EE 0.86 0.80 0.91 Yes 

PE 0.58 0.36 0.72 Yes 

ED Item 1 0.88 0.83 0.92 Yes 

Item 2 0.79 0.70 0.86 Yes 

Item 3 0.91 0.87 0.94 Yes 

Item 4 0.86 0.80 0.90 Yes 

EI EAO 0.79 0.71 0.84 Yes 

EEXP 0.84 0.77 0.88 Yes 

EMO 0.82 0.74 0.88 Yes 

ER 0.68 0.53 0.77 Yes 

ESA 0.69 0.60 0.77 Yes 

ESC 0.73 0.63 0.82 Yes 

ESM 0.81 0.75 0.86 Yes 

C = Cynicism; EE = Emotional Exhaustion; PE = Professional Efficacy; EAO = Emotional 

Awareness of Others; EEXP = Emotional Expression; EMO = Emotional Management of Others; ER 

= Emotional Reasoning; ESA = Emotional Self-Awareness; ESC = Emotional Self-Control; ESM = 

Emotional Self-Management 

The evaluation of the outer (measurement) model displayed satisfactory validity and 

reliability, therefore the evaluation of the inner (structural) model could be undertaken. 

 

Stellenbosch University https://scholar.sun.ac.za



84 

4.4.4.2 Evaluating the Structural (Inner) Model 

The following statistics were considered to assess the inner model fit: 

multicollinearity by looking at the variance inflation factors (VIFs), and the path coefficients 

of the hypothesised relationships. 

In order to assess the structural model’s multicollinearity, the VIFs were evaluated. 

When assessing VIFs, the size of the correlation between predictor variables should not fall 

between the range from 5 – 10. The results presented in Table 4.7 indicate low VIF values 

ranging between 1.00 and 1.162, no problems with multicollinearity were therefore found and 

the researcher could proceed to testing the path coefficients. 

 

Table 4.7 

Multicollinearity: VIFs 

 Burnout ED 

Burnout  
 

 

ED  1.162  

EI   1.162 1.00 

 

The hypothesised relationships were found to be statistically significant after 

evaluating the path coefficients of the structural (inner) model. The results are presented in 

Table 4.8 below. 
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Table 4.8 

Path Coefficients 

 Path coefficient 95% lower 95% upper Significant 

ED          Burnout 0.52 0.39 0.64 Yes 

EI          ED -0.37 -0.5 -0.24 Yes 

EI          Burnout  -0.42 -0.54 -0.27 Yes 

 

The structural model is presented in Figure 4.1. 

 

Figure 4.1 

Structural Model 

 

 

 

 

 

 

 

 

 

 

 

 

4.5 Correlation Results 

The first objective of this study was to determine whether relationships exist between 

the three constructs: ED (as dimension of EL, measured by the FEWS), the dimensions of EI 

(as measured by the Genos EI), and the dimensions of burnout (as measured by the MBI-GS). 
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Various Pearson Product-Moment Correlation coefficients (r) were calculated to 

investigate relationships between the constructs. The correlation (or relationship) between the 

variables is denoted by the letter r and quantified with a number, which varies between −1.0 

and +1.0 (Ratner, 2009). A value of zero means there is no relationship between the 

variables, where +1.0 indicates a perfect positive relationship and -1.0 indicates a perfect 

negative relationship (Nickolas, 2021). The sign of the r therefore shows the direction of the 

relationship, where a negative r means that the variables are inversely related. (Akoglu, 

2018). Guidelines for interpreting the correlation coefficients, according to Ratner (2009) and 

Akoglu (2018), are presented in Table 4.9. 

 

Table 4.9 

Guidelines for Interpreting Correlation Coefficients 

Correlation coefficient Positive Negative 

Strong 0.7 to 1.0 -0.7 to -1.0 

Moderate 0.3 to 0.7 -0.3 to -0.7 

Weak 0.1 to 0.3 -0.1 to -0.3 

 

4.5.1 The Relationship between Emotional Dissonance and Burnout 

In order to explore the relationship between ED and burnout it was proposed that: 

Hypothesis 1: A significant positive relationship will exist between ED and total burnout. 

Hypothesis 2: A significant positive relationship will exist between ED and Emotional 

Exhaustion. 

Hypothesis 3: A significant positive relationship will exist between ED and Cynicism. 

Hypothesis 4: A significant negative relationship will exist between ED and Professional 

Efficacy. 
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The relationships between ED and the dimensions of burnout were investigated 

through the calculation of various Pearson Product-Moment Correlation coefficients. The 

correlation between ED and the total burnout score was also calculated. The results are 

presented in Table 4.10, largely confirming the hypotheses. 

 

Table 4.10 

Correlations between ED and the Burnout Dimensions 

Construct Total Burnout EE PE C 

ED 0.67** 0.67** -0.19 0.59** 

N = 151; **Correlation is significant at the 0.01 level; EE = Emotional Exhaustion; PE = Professional 

Efficacy; C = Cynicism 

Hypothesis 1 was supported, with the results showing a moderate but significant 

positive relationship between ED and total burnout (r = 0.67, n = 151, p < 0.01), indicating 

that higher levels of ED are associated with higher levels of reported burnout symptoms. 

Similarly, hypotheses 2 and 3 were also accepted, indicating significant positive 

relationships between ED and Emotional Exhaustion (r = .67, n = 151, p < 0.01), and ED and 

Cynicism (r = 0.59, n = 151, p < 0.01). These results suggest that where respondents report 

higher levels of ED, they are likely to report higher levels of Emotional Exhaustion and 

Cynicism. No significant relationship was found between ED and Professional Efficacy; 

hypothesis 4 is therefore rejected. 

 

4.5.2 The Relationship between Emotional Dissonance and Emotional 

Intelligence 

In this section the results in terms of the relationship between ED and the EI 

dimensions are presented. It was hypothesised that: 
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Hypothesis 5: A significant negative relationship will exist between ED and the dimensions 

of EI (Emotional Self-Awareness, Emotional Expression, Emotional Awareness of Others, 

Emotional Reasoning, Emotional Self-management, Emotional Management of Others, and 

Emotional Self-control). 

Hypothesis 6: A significant negative relationship will exist between ED and total EI 

(composite score). 

In order to investigate the relationships between ED and the seven dimensions of EI, 

Pearson correlation coefficients were calculated. The results presented in Table 4.11 provide 

partial support for hypothesis 5, with no significant relationship found between ED and 

Emotional Reasoning (as dimension of EI). 

Significant negative relationships were found between ED and six of the EI 

dimensions, as well as between ED and total EI. All the relationships, however, were found 

to be weak to moderate in strength. Moderate, significant negative relationships existed 

between ED and Emotional Awareness of Others (r = -0.31, n = 151, p < 0.01), and both 

Emotional Expression (r = -0.35, n = 151, p < 0.01) and Emotional Self-Management (r = -

0.34, n = 151, p <0.01). A moderate, significant negative relationship also existed for ED and 

total EI (r = -0.36, n = 151, p < 0.01), suggesting that individuals higher on EI will 

experience lower levels of ED. Hypothesis 6 is therefore supported. 

These results imply that individuals who report higher levels of Emotional Awareness 

of Others will be less likely to report feelings of ED. It could be argued that an increased 

ability to be aware of the emotions displayed by clients and colleagues, could help employees 

to understand why certain display rules are important for the organisation to succeed, 

resulting in them experiencing less ED. The awareness of emotions and understanding one’s 

own and other’s emotions has become an important feature in the workplace, where shared 

Stellenbosch University https://scholar.sun.ac.za



89 

emotions and affective experiences continuously influence behaviours, perceptions, and 

attitudes (Hutchinson & Hurley, 2013; Salancik & Pfeffer, 2003). 

Furthermore, it can be argued from the results that individuals who experience higher 

levels of Emotional Expression and Emotional Self-Management will be less inclined to 

experience ED. Their ability to modify and express their felt emotions will enable them to 

adhere to prescribed display rules, resulting in emotional congruence where the manner in 

which emotions are expressed is genuine. 

This finding is supported by Palmer and Stough (2001) and Furnell (2008), who 

suggest that employees who have the capacity to perceive, manage, and express emotions 

effectively are more likely to engage in deep acting rather than techniques through which ED 

is experienced. This finding was further supported by Lee (2010), who reported that 

individuals who are able to manage and perceive their emotions effectively are less likely to 

experience ED, because they are able to identify display rules more easily and adapt their 

emotions accordingly. 

 

Table 4.11 

Correlations between ED and the EI Dimensions 

Construct EI Dimensions Total ED  

EI EAO -0.31** 

 EEXP -0.35** 

 EMO -0.24** 

 ER -0.20 

 

ESA -0.22** 

 

 

Table 4.11 Continued  
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Construct EI Dimensions Total ED  

 ESM -0.34** 

 Total EI -0.36** 

EAO = Emotional Awareness of Others; EEXP = Emotional Expression; EMO = Emotional 

Management of Others; ER = Emotional Reasoning; ESA = Emotional Self-Awareness; ESC = 

Emotional Self-Control; ESM = Emotional Self-Management. 

 

4.5.3 The Relationship between Emotional Intelligence and Burnout 

The relationships between the three dimensions of burnout and the seven dimensions 

of EI were investigated through the Pearson correlation coefficients. The results are presented 

in Table 4.12. The following hypotheses were formulated: 

Hypothesis 7: A significant negative relationship will exist between Emotional Exhaustion 

(as a dimension of burnout) and the dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

management, Emotional Management of Others, and Emotional Self-control). 

Hypothesis 8: A significant negative relationship will exist between Emotional Exhaustion 

(as dimension of burnout) and total EI. 

Partial support for hypothesis 7 was found, with Emotional Exhaustion indicating 

significant negative relationships with six of the seven dimensions of EI. No significant 

relationship was found between Emotional Exhaustion and Emotional Reasoning (r = -0.19, n 

= 151, p < 0.01), and a weak but significant negative relationship was found between 

Emotional Exhaustion and Emotional Self-Awareness (r = -0.26, n = 151, p < 0.01). 

The strongest significant negative relationship was found between Emotional 

Exhaustion and Emotional Awareness of Others (r = -0.41, n = 151, p < 0.01). It can be 

reported that moderate, significant negative relationships also existed for Emotional Self-

Management (r = -0.36; n = 151, p < 0.01), and Emotional Management of Others (r = -0.32; 
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n = 151, p < 0.01). These results suggest that employees who report lower levels of 

Emotional Exhaustion would report higher levels of Emotional Awareness of Others, 

Emotional Self-Management, and Emotional Management of Others. It can therefore be 

argued that accountants who report higher levels of these EI dimensions will possess a greater 

ability to acknowledge and manage emotions within themselves and others, which could have 

a positive impact on their ability to deal with aspects related to Emotion Exhaustion (e.g. 

undergoing a depletion of emotional resources) (Görgens-Ekermans & Brand, 2010). 

Similarly, moderate, significant negative relationships were found between Emotional 

Exhaustion and Emotional Expression (r = -0.34, n = 151, p < 0.01), and Emotional Self-

Control (r = -0.33, n = 151, p <0.01). These results suggest that individuals who report higher 

levels of Emotional Control and Emotional Expression, are likely to report lower levels of 

Emotional Exhaustion. Their capacity to control and express strong emotions effectively, 

such as stress and anxiety, could result in lower levels of Emotional Exhaustion (Brand, 

2007). Employees who are able to control their emotions successfully, according to Gignac 

(2010), will not allow intense emotions to overthrow their ability to think and act 

productively, and will therefore experience less Emotional Exhaustion. This finding is 

supported by both the COR theory and JD-R theory (as discussed in Chapter 2), which 

recognise that an imbalance between work demands and available resources can result in 

higher levels of stress and Emotional Exhaustion (Spies, 2006). 

The Pearson correlation results indicated a moderate, significant negative relationship 

between Emotional Exhaustion and total EI (r = -0.42, n = 151, p < 0.01), resulting in support 

for hypothesis 8. This implies that accountants with higher EI will be less likely to experience 

Emotional Exhaustion (as dimension of burnout). 

In terms of investigating the relationship between Cynicism (Depersonalisation) and 

the dimensions of EI, it was hypothesised that: 
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Hypothesis 9: A significant negative relationship will exist between Cynicism (as a 

dimension of burnout) and the dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

management, Emotional Management of Others, and Emotional Self-control). 

Hypothesis 10: A significant negative relationship will exist between Cynicism (as a 

dimension of burnout) and total EI. 

Hypothesis 9 was also partially supported by the results, with Cynicism showing 

significant negative relationships with six of the EI dimensions. No significant relationship 

was found between Cynicism and Emotional Self-Control. The results also showed weak, 

significant negative relationships between Cynicism and Emotional Reasoning (r = -0.28, n = 

151, p < 0.01), and Emotional Self-Awareness (r = -0.28, n = 151, p < 0.01). 

Moderate, significant negative relationships existed between Cynicism and Emotional 

Self-Management (r = -0.3, n = 151, p < 0.01), and Emotional Management of Others (r = -

0.33, n = 151, p < 0.01). These results suggest that employees who have the ability to manage 

their own and others’ emotions are less likely to experience Cynicism, where they become 

detached and impersonal towards clients and colleagues. It can be expected that employees 

with higher scores on the Emotional Management of Others and Emotional Self-Management 

dimensions will be better equipped to prevent feelings of Cynicism and to deal with 

emotionally demanding and stressful situations, resulting in better relationships with their 

clients and colleagues (Görgens-Ekermans & Brand, 2010; Van der Colff & Rothmann, 

2009). 

Similarly, moderate, significant negative relationships were found between Cynicism 

and Emotional Expression (r = -0.33, n = 151, p < 0.01), and Emotional Awareness of Others 

(r = -0.3, n = 151, p < 0.01). Having the skills to express your own emotions effectively, and 

the ability to perceive and understand others’ emotions, will therefore result in a lower 
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prevalence of Cynicism. Hypothesis 10 is also accepted, with a moderate, significant negative 

relationship emerging between Cynicism and total EI, suggesting that accountants with 

higher levels of total EI will report lower levels of Cynicism. 

The relationships between the dimensions of EI and Professional Efficacy (Personal 

Accomplishment) were explored though the following hypotheses: 

Hypothesis 11: A significant positive relationship will exist between Professional Efficacy 

(as a dimension of burnout) and the dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

management, Emotional Management of Others, and Emotional Self-control). 

Hypothesis 12: A significant positive relationship will exist between Professional Efficacy 

(as dimension of burnout) and total EI. 

Professional Efficacy measures an individual’s satisfaction with past and present 

accomplishments, and it explicitly assesses their expectations of continued effectiveness at 

work (Maslach & Leiter, 2016). Hypothesis 11 is supported by the results, with Professional 

Efficacy showing moderate, significant positive relationships with the seven dimensions of 

EI. The results were as follows: Emotional Reasoning (r = 0.52, n = 151, p < 0.01), 

Emotional Self-Awareness (r = 0.4, n = 151, p < 0.01), Emotional Self-Management (r = 

0.54, n = 151, p < 0.01), Emotional Expression (r = 0.54, n = 151, p < 0.01), Emotional Self-

Control (r = 0.5, n = 151, p < 0.01), Emotional Awareness of Others (r = 0.46, n = 151, p < 

0.01), and Emotional Management of Others (r = 0.56, n = 151, p < 0.01). It can therefore be 

argued that accountants with higher levels on the EI dimensions will also experience higher 

levels of Professional Efficacy. 

A strong significant, positive relationship existed between Professional Efficacy and 

total EI (r = 0.66, n = 151, p < 0.01); hypothesis 12 is therefore accepted. The results 

consequently support the notion that high EI can result in positive work-related outcomes, 
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such as an increased sense of accomplishment, work performance, effectiveness, and job 

satisfaction (Lee, 2017; Shkoler & Tziner, 2017). These findings replicate that of Furnell 

(2008), who found that the effective expression and management of emotions in the 

workplace can result in better performance, which in turn can lead to better feedback from 

clients and colleagues, resulting in an increased sense of efficacy and success. In line with the 

JD-R and COR theories, it can be argued that EI as a personal resource will enable employees 

to deal effectively with job demands and retain feelings of personal accomplishment as they 

see an improvement in their performance outcomes. 

 

Table 4.12 

Correlations between EI Dimensions (Genos EI) and the Dimensions of Burnout (MBI-

GS) 

Construct Burnout 

EI EE C PE 

EAO -0.41** -0.30** 0.46** 

EEXP -0.34** -0.33** 0.54** 

EMO -0.32** -0.33** 0.56** 

ER -0.19 -0.28** 0.52** 

ESA -0.26** -0.28** 0.40** 

ESC -0.33** -0.18 0.50** 

ESM -0.36** -0.30** 0.54** 

Total EI -0.42** -0.37** 0.66** 

EE = Emotional Exhaustion; C = Cynicism; PE = Professional Efficacy; EAO = Emotional 

Awareness of Others; EEXP = Emotional Expression; EMO = Emotional Management of Others; ER 
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= Emotional Reasoning; ESA = Emotional Self-Awareness; ESC = Emotional Self-Control; ESM = 

Emotional Self-Management 

 

4.6 Multiple Regression Results 

One of the objectives of this study was to determine if ED (as measured by the 

FEWS) and EI (as measured by the Genos EI) can be used to explain variance in the burnout 

dimensions (as measured by the MBI-GS). In addition, the aim was also to determine the 

amount of variance in ED that is explained by the various EI dimensions. A series of 

regression analyses, reported by the R square value, was conducted to obtain information on 

the amount of variance explained. 

 

4.6.1 Emotional Dissonance and Burnout 

To investigate whether ED can be used to explain variance in the dimensions of 

burnout, it was hypothesised that: 

Hypothesis 13: ED can be used to explain variance in Emotional Exhaustion (as a dimension 

of burnout). 

Hypothesis 14: ED can be used to explain variance in Cynicism (as a dimension of burnout). 

Hypothesis 15: ED can be used to explain variance in Professional Efficacy (as a dimension 

of burnout). 

To calculate the variance in the dimensions of burnout explained by ED, the 

correlation coefficients (discussed in section 4.5.1) were squared to obtain R square and 

multiplied by a 100. A regression analysis was not required to investigate the relationship 

between ED and each of the burnout dimension, because only two variables were assessed in 

relation to each other. The results provided support for hypotheses 13 and 14, with significant 

relationships reported between ED and Emotional Exhaustion (r = 0.67, p < 0.01), and 
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Cynicism (r = 0.59, p < 0.01). It can therefore be argued that 45% of the variance in 

Emotional Exhaustion can be explained by ED, and 35% of the variance in Cynicism can be 

explained by ED. Hypothesis 15 is rejected due to no significant relationship existing 

between ED and Professional Efficacy. 

 

4.6.2 Regression: Emotional Intelligence and Emotional Dissonance 

To determine which of the EI dimensions can explain variance in ED, it was proposed 

that: 

Hypothesis 16: The different dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

management, Emotional Management of Others, and Emotional Self-control) can be used to 

explain variance in ED. 

The regression model included Emotional Self-Awareness, Emotional Expression, 

Emotional Awareness of Others, Emotional Reasoning, Emotional Self-management, 

Emotional Management of Others, and Emotional Self-control as the independent variables, 

and ED as the dependent variable. The results are presented in Tables 4.13 and 4.14. The 

standard regression results indicate that although the model was significant (p < 0.01), 

thereby providing support for Hypothesis 16, it only explained 15% of the variance in ED. 

None of the independent variables, however, made a unique significant contribution. 
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Table 4.13 

Model Summary: EI and ED 

Model Multiple R 
Multiple 

R square 

Adjusted R 

square 

Std Error of the 

estimate 
F Sig. 

1 .393 .154 .113 1.040 3.724 .001 

a. Predictors: (Constant) Emotional Self-Awareness, Emotional Expression, Emotional 

Awareness of Others, Emotional Reasoning, Emotional Self-management, Emotional 

Management of Others, and Emotional Self-control 

b. Dependent Variable: Emotional Dissonance 

 

Table 4.14 

Coefficients obtained from the Regression between ED and Dimensions of EI 

Model  Standardised Coefficients 

  Beta T Sig. 

EI (Constant)  .7.04 <.01 

 ER -.01 -.09 .93 

 ESA  .00 -.03 .98 

 ESM -.10 -.83 .41 

 EEXP -.20 -1.54 .13 

 ESC -.07 -.62 .54 

 EAO -.16 -1.4 .16 

 EMO  .08  .62 .54 

a. Dependent Variable: Emotional Dissonance 

ER = Emotional Reasoning; ESA = Emotional Self-Awareness; ESM = Emotional Self-Management; 

EEXP = Emotional Expression; ESC = Emotional Self-Control; EAO = Emotional Awareness of 

Others; EMO = Emotional Management of Others 
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4.6.3 Regression: Emotional Intelligence and Burnout 

In order to investigate if the EI dimensions can explain variance in each of the 

burnout dimensions (Emotional Exhaustion, Cynicism, and Professional Efficacy), three 

regression models were tested. It was hypothesised that: 

Hypothesis 17: The different dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

management, Emotional Management of Others, and Emotional Self-control) can be used to 

explain variance in Emotional Exhaustion (as a dimension of burnout). 

The first regression model included the dimensions of EI as independent variables and 

Emotional Exhaustion as the dependent variable. The results are presented in Tables 4.15 and 

4.16. Hypothesis 17 can be accepted, with the results of the standard regression indicating 

that the model was significant (p < 0.01) and that it explained 21% of the variance in 

Emotional Exhaustion. Only Emotional Awareness of Others (β = -0.28, p < 0.05), as 

independent variable entered into the regression model, made a significant unique 

contribution to explaining the variance in Emotion Exhaustion scores. This result means that 

for every one standard deviation increase in the individual’s Emotional Awareness of Others 

score, there will be a decrease of .28 standard deviations in their Emotional Exhaustion score. 

 

Table 4.15 

Model Summary: EI and Emotional Exhaustion 

Model Multiple R 
Multiple 

R square 

Adjusted R 

square 

Std Error of the 

estimate 
F Sig. 

1 .452 .206 .167 1.358 5.297 .000 

a. Predictors: (Constant) Emotional Self-Awareness, Emotional Expression, Emotional 

Awareness of Others, Emotional Reasoning, Emotional Self-management, Emotional 

Management of Others, and Emotional Self-control 

b. Dependent Variable: Emotional Exhaustion 

Stellenbosch University https://scholar.sun.ac.za



99 

 

Table 4.16 

Coefficients obtained from the Regression between Emotional Exhaustion and Dimensions 

of EI 

Model  Standardised Coefficients 

  Beta t Sig. 

EI (Constant)  8.53 <.01 

 ER  .07 -72 .47 

 ESA -.03 -.32 .98 

 ESM -.10 -.83 .75 

 EEXP -.10 -.77 .44 

 ESC -.07 -.65 .52 

 EAO -.28 -2.55 .01 

 EMO -.02 -.15 .88 

a. Dependent Variable: Emotional Exhaustion 

ER = Emotional Reasoning; ESA = Emotional Self-Awareness; ESM = Emotional Self-Management; 

EEXP = Emotional Expression; ESC = Emotional Self-Control; EAO = Emotional Awareness of 

Others; EMO = Emotional Management of Others 

The second regression model included the dimensions of EI as independent variables, 

and Cynicism as the dependent variable. The results are presented in Tables 4.17 and 4.18. It 

was proposed that: 

Hypothesis 18: The different dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

management, Emotional Management of Others, and Emotional Self-control) can be used to 

explain variance in Cynicism (as a dimension of burnout). 
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The standard regression results show that the model was significant (p < 0.01) and 

that it accounted for 16% of the variance in Cynicism. Hypothesis 18 is therefore supported 

by the results. None of the independent variables, however, made a unique significant 

contribution to the equation. 

Table 4.17 

Model Summary: EI and Cynicism 

Model Multiple R 
Multiple 

R square 

Adjusted R 

square 

Std Error of the 

estimate 
F Sig. 

2 .399 .160 .118 1.182 3.879 .001 

a. Predictors: (Constant) Emotional Self-Awareness, Emotional Expression, Emotional 

Awareness of Others, Emotional Reasoning, Emotional Self-management, Emotional 

Management of Others, and Emotional Self-control 

b. Dependent Variable: Cynicism 

Table 4.18 

Coefficients obtained from the Regression between Cynicism and Dimensions of EI 

Model  Standardised Coefficients 

  Beta t Sig. 

EI (Constant)  8.53 <.01 

 ER -.06 -.72 .55 

 ESA -.08 -.32 .44 

 ESM -.13 -.83 .31 

 EEXP -.09 -.77 .46 

     

Table 4.18 Continued   

Model  Standardised Coefficients 

Stellenbosch University https://scholar.sun.ac.za



101 

  Beta t Sig. 

 EAO -.09 -2.55 .40 

 EMO -.14 -.15 .25 

a. Dependent Variable: Cynicism 

ER = Emotional Reasoning; ESA = Emotional Self-Awareness; ESM = Emotional Self-Management; 

EEXP = Emotional Expression; ESC = Emotional Self-Control; EAO = Emotional Awareness of 

Others; EMO = Emotional Management of Others 

 

The final regression model included Professional Efficacy as criterion (dependent 

variable) and the EI dimensions as predictors (independent variables). It was hypothesised 

that: 

Hypothesis 19: The different dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

management, Emotional Management of Others, and Emotional Self-control) can be used to 

explain variance in Professional Efficacy (as a dimension of burnout). 

The results presented in Tables 4.19 and 4.20 revealed that the model was statistically 

significant (p < 0.01) and explained 46% of the variance in Professional Efficacy. Three of 

the independent variables entered into the model emerged as significant unique predictors for 

Professional Efficacy. Emotional Reasoning (β = 0.23, p < 0.01) made the strongest 

prediction to the experience of Professional Efficacy. Emotional Self-Control (β = 0.17, p < 

0.05) and Emotional Management of Others (β = 0.20, p < 0.05) also made unique 

contributions to the equation. Hypothesis 19 is therefore supported by the results. 

 

 

Table 4.19 

Model Summary: EI and Professional Efficacy 
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Model Multiple R 
Multiple R 

square 

Adjusted R 

square 

Std Error of 

the estimate 
F Sig. 

3 .679 .461 .434 .790 17.452 .000 

a. Predictors: (Constant) Emotional Self-Awareness, Emotional Expression, Emotional 

Awareness of Others, Emotional Reasoning, Emotional Self-management, Emotional 

Management of Others, and Emotional Self-control 

b. Dependent Variable: Professional Efficacy 

 

Table 4.20 

Coefficients obtained from the Regression between Professional Efficacy and Dimensions 

of EI 

Model  Standardised Coefficients 

  Beta t Sig. 

EI (Constant)  14.96 <.01 

 ER .23 2.95 <.01 

 ESA .01 .12 .91 

 ESM .18 1.83 .07 

 EEXP .10 .93  .35 

 ESC  .17 2.01  .05 

 EAO .03 .34  .04 

 EMO .02 2.08  .25 

a. Dependent Variable: Professional Efficacy 

ER = Emotional Reasoning; ESA = Emotional Self-Awareness; ESM = Emotional Self-Management; 

EEXP = Emotional Expression; ESC = Emotional Self-Control; EAO = Emotional Awareness of 

Others; EMO = Emotional Management of Others 
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4.6.4 Interaction Effect: Emotional Intelligence on Emotional Dissonance and 

Burnout 

A hierarchical multiple regression analysis was conducted to determine whether EI 

might act as a moderator in the ED-burnout relationship. The following hypothesis was 

formulated: 

Hypothesis 20: The different dimensions of EI (Emotional Self-Awareness, Emotional 

Expression, Emotional Awareness of Others, Emotional Reasoning, Emotional Self-

Management, Emotional Management of Others, and Emotional Self-control) can act as a 

moderator between ED and burnout. 

According to Andersson et al. (2014), an interaction effect occurs when the effect of 

an independent variable (ED) on a dependent variable (burnout) varies across levels of a 

moderating variable (EI). A hierarchical multiple regression was conducted to explore the 

interaction effect of the EI dimensions (as measured by the Genos EI), on the ED-burnout 

relationship. 

To test for moderation, regression analyses were conducted with (1) the independent 

variable (IV), and the moderator (M) as predictors in the first model, and (2) the IV, M, and 

the interaction term M*IV (moderator multiplied by the IV) as predictors in the second 

model. The F-to-remove statistic was used to determine if the R square value for the second 

model (including the interaction term M*IV as third predictor) is significantly higher than the 

R square for the regression model without the interaction term. If the R square for the second 

model was significant, a moderation effect existed. 

The results reported only two of the EI dimensions as having a significant moderating 

effect on the ED-burnout relationship. A brief discussion of the regression analyses 

conducted for the EI dimensions that were found to be non-significant moderators will first 

be provided, followed by the results of the significant moderators. 
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Various regression analyses were conducted to determine whether Emotional 

Reasoning, Emotional Self-Awareness, Emotional Expression, Emotional Self-Control, and 

Emotional Awareness (as dimensions of EI), have a significant moderating effect on the ED-

burnout process. The results indicated that none of these regression models was significant (p 

> 0.05), resulting in these dimensions of EI not being regarded as moderators in the ED-

burnout relationship. 

Hypothesis 20 is partially accepted, with two dimensions of EI (Emotional Self-

Management and Emotional Management of Others) having a moderating effect on the ED-

burnout relationship. The interaction coefficients obtained are presented in Table 4.21. 

In the regression analysis conducted to test the effect of Emotional Self-Management, 

burnout was entered as the dependent variable and ED (as measured by the FEWS), EI_Self-

Management (moderator), and EI_Self-Management*ED were entered as independent 

variables (predictors). 

The results indicated a trend that Emotional Self-Management had a moderating 

effect between ED and burnout (F = 3.71, p = 0.06) that leans towards significance (p < 

0.05). The impact of the interaction is more evident in the plot presented in Figure 4.2. From 

Figure 4.2 a trend can be seen with the slope of the lines representing ED and burnout, 

changing after entering the EI interaction. It can therefore be argued that high levels of 

Emotional Self-Management can have a moderating effect on the ED-burnout process, with 

respondents higher in Emotional Self-Management reporting lower levels of burnout as ED 

increases. The results from the regression are depicted in Table 4.21. 

 

Table 4.21 

Model Summary: Interaction effect of Emotional Self-Management 

Model Multiple R Multiple R square Adjusted R F Sig 
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Range Plot of multiple variables
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1 0.73 0.54 0.53 3.71 p = 0.06 

 

Figure 4.2 

Interaction effect of Emotional Self-Management on the ED-burnout relationship 

 

In order to investigate the interaction effect of Emotional Management of Others on 

the ED-burnout relationship, burnout was entered as the dependent variable and ED (as 

measured by the FEWS), EI_Emotional Management of Others (moderator), and 

EI_Emotional Management of Others*ED were entered as independent variables in the 

regression model. 

The results presented in Table 4.22 indicate that Emotional Management of Others (F 

= 9.14, p < 0.01) had a significant moderating effect on the ED-burnout relationship. The 
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impact of this interaction effect is more evident in the plot presented in Figure 4.3. It can be 

seen from the slope of the regression lines that respondents higher in Emotional Management 

of Others experience lower levels of burnout as the experience of ED increases. Conversely, 

those presenting with lower levels of Emotional Management of Others present with higher 

levels of burnout as ED increases. 

 

Table 4.22 

Model Summary: Interaction effect for Emotional Management of Others 

Model Multiple R Multiple R square 
Adjusted R 

square 
F Sig 

2 0.77 0.59 0.57 9.14 p < 0.01 
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Range Plot of multiple variables
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Figure 4.3 

Interaction Effect of Emotional Management of Others on the ED-burnout Relationship 

 

Table 4.23 

Coefficients: Interaction Effect for Burnout and ED 

Independent 

variable 
Moderator Dependent variable Beta Int Coefficient Sig 

ED ESM Burnout -0.31 -0.11 
p = 

0.06 

ED EMO Burnout -0.36 -0.16 
p < 

0.01 

ED = Emotional Dissonance; ESM = Emotional Self-Management; EMO = Emotional Management 

of Others 
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Range Plot of multiple variables
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An additional regression analysis was conducted to explore the possible mediating 

effect of total EI on the ED-burnout relationship. Although the interaction effect was not 

found to be statistically significant, it makes theoretical sense to mention the results found. 

The plot depicted in Figure 4.4 indicates a tendency for total EI to have a buffering 

effect on the ED-burnout relationship. It can be argued from the reported tendency that higher 

levels of total EI can lower the effects of ED on the individual, which could also buffer the 

effect of burnout. This notion is supported by the significant, negative correlations found in 

this study between EI and ED (r = -0.36, p < 0.01), and EI and burnout (r = -0.61, p < 0.01). 

 

Figure 4.4 

Interaction Effect of Total EI on the ED-burnout Relationship 
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The implication of these results is that EI, through the dimensions of Emotional Self-

Management and Emotional Management of Others, can act as a moderator between ED and 

the development of burnout. However, since only two of the seven EI dimensions (as 

measured by the Genos EI) emerged as significant moderators, it becomes evident that more 

research is needed to investigate the moderating effect of the various EI dimensions on the 

ED-burnout relationship. 

From the results obtained from the present sample, it can be expected that accountants 

reporting high scores on these EI dimensions may be better able to regulate their emotions 

during ED, which could buffer the negative effects that may lead to the development of 

burnout. 

Furthermore, it can be argued that respondents with higher Emotional Self-

Management and Emotional Management of Others will be more inclined to adjust their felt 

emotions in order to truly feel the required display rule and therefore experience less ED. 

This notion is supported by Lee (2010), who argued that individuals who are able to manage 

their own and others’ emotions effectively are more likely to engage in deep acting rather 

than surface acting (ED). It can be assumed that the skill of positively influencing the 

emotions of others, and the ability to manage one’s own emotions, will enable accountants to 

engage more effectively and professionally with clients and colleagues. 

 

4.7 Chapter Summary 

In this chapter the research results were reported and interpreted. The characteristics 

of the sample were reported and various item analyses conducted on the measuring tools 

utilised in this study, to establish the reliability of the items included in the questionnaires. 

PLS-SEM was also utilised to assess the reliability and validity of the measurement (outer) 

model and to evaluate the structural (inner) model which represents the relationships between 
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the latent constructs (ED, EI, and burnout). The results obtained through the various data 

analyses were also discussed in relation to the research hypotheses. The following chapter 

will focus on a discussion of the reported results, with reference to the relevant literature and 

the implications for the accounting profession. The limitations of this study will also be noted 

and recommendations for future research will be provided. 
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Chapter 5: Discussion of Results, Limitations of the Study, and Suggestions for Future 

Research 

 

5.1 Introduction 

Global competitiveness, according to Bard (2015), has resulted in a demand for 

diverse skills, experience, flexibility, adaptive responses, and innovation, to manage rapid 

change effectively. The 21st century world of work is characterised by an increasing number 

of jobs now also including more mental and emotional effort rather than just physical effort. 

Employees, according to Chu and Murrmann (2006), are no longer hired only for their 

intellect and technical skill, but also for their ability to show concern and authenticity toward 

clients. Employees have therefore emerged as an important source of competitive advantage 

in organisations delivering services to clients (such as audit and accounting firm 

environments) (Slåtten et al., 2011). 

The objective of this study was firstly to explore the relationships between EI, ED (as 

a dimension of EL), and burnout. The second objective was to determine if ED and the 

dimensions of EI can be used to explain the development of burnout, as well as to investigate 

the amount of variance in ED that is explained by the various EI dimensions. Finally, the 

study aimed to determine if the dimensions of EI can act as moderators in the ED-burnout 

relationship within the accounting profession. Furthermore, the study aimed to contribute to 

audit and accounting firms’ understanding about the effect of EI on ED and burnout 

experienced by chartered, professional, and trainee accountants, to encourage these firms to 

concentrate on the development of their employees’ EI. 

This chapter provides an overview of the empirical evidence obtained through the 

various data analysis procedures, aimed at meeting the objectives of the study, as well as the 
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implications of the findings for the accounting profession. A discussion is also provided 

regarding the present study’s limitations, as well as recommendations for future research. 

 

5.2 Findings: The Relationships between Emotional Dissonance, Burnout, and 

Emotional Intelligence 

5.2.1 Emotional Dissonance and Burnout 

Research on the impact of ED has consistently found it to be negatively related to 

employee well-being, attitudes, performance, and increased emotional exhaustion (Grandey 

et al., 2012; Zhang et al., 2018). The results obtained from the data analysis revealed a 

statistically significant positive relationship between total burnout and ED, indicating that 

higher levels of ED are associated with higher levels of reported burnout symptoms. 

Similarly, significant positive relationships were also found between ED and two of the three 

burnout dimensions, namely Emotional Exhaustion and Cynicism. No significant relationship 

was found between ED and Professional Efficacy. 

The results of this study suggest that where respondents report higher levels of ED, 

they are likely to report higher levels of Emotional Exhaustion and Cynicism. This is in line 

with the JD-R model (which proposes that burnout develops when high job demands and 

limited resources co-exist), where ED is an effortful process that produces a significant daily 

resource depletion at work, which results in higher levels of Emotional Exhaustion (Simbula 

et al., 2019). 

These findings mirror those reported by Mikolajczak et al. (2007), who found surface 

ED to be positively associated with Emotional Exhaustion (r = .29, p < 0.001) and 

Depersonalisation (Cynicism) (r = .35, p < 0.001). Similarly, the results also confirmed the 

significant relationships reported between ED and both Emotional Exhaustion and Cynicism 

in other studies (Andela et al., 2015; Brotheridge & Grandey, 2002; Indregard et al., 2018).  
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The results produced through the calculation of variance between ED and the 

dimensions of burnout provided support for the predictive value of ED in the development of 

Emotional Exhaustion (45% of the variance), and Cynicism (35% of the variance). The 

predictive value of ED in the development of Professional Efficacy (as a dimension of 

burnout) was not supported, due to no significant relationship being found between the two 

constructs. 

It can therefore be argued that accountants who experience sustained ED could have a 

tendency to become increasingly emotionally exhausted and, in an effort to try and mitigate 

the effects of ED, be at risk to become cold and impersonal toward clients and colleagues 

(Cynicism). According to the COR theory, employees who experience a loss of personal 

resources (feeling exhausted) due to frequent ED, might try to prevent further loss by staying 

away from work and detaching themselves from the work environment (Indregard et al., 

2018). 

 

5.2.2 Emotional Intelligence and Emotional Dissonance 

The correlation results presented in Chapter 4 revealed significant negative 

relationships between ED and total EI, as well as six of the EI dimensions (as measured by 

the Genos EI). The strongest negative relationship was found between total EI and ED (r = -

0.36, p < 0.01). Significant negative relationships were found between ED and the following 

EI dimensions: (1) Emotional Awareness of Others, (2) Emotional Expression, (3) Emotional 

Management of Others, (4) Emotional Self-Awareness, (5) Emotional Self-Control, and (6) 

Emotional Self-Management. The only EI dimension that did not produce a significant 

relationship with ED was Emotional Reasoning. The Genos EI Concise version was 

appropriate for this study because it was specifically designed for use in the workplace as a 

learning and development aid (Palmer et al., 2009). The objective of this test supported two 
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of the aims of this study: (1) to make a valuable contribution to audit and accounting firms’ 

understanding of EI and to encourage these firms to focus on the development of their 

employees EI, and (2) to encourage professional bodies (e.g. SAICA and SAIPA) and 

universities to focus on developing EI in competency frameworks. 

From the results it can be argued that higher levels of Emotional Awareness of Others 

can provide accountants with insight into how emotions can affect both individual and 

organisational outcomes, and thereby enable them to process emotions into effective work 

behaviour (Druskat & Wolff, 2001; Laborde et al., 2016). Similarly, Emotional Self-

Awareness will enable them to identify their own feelings and responses to work situations 

(e.g. required display rules) and recognise how these emotions drive their behaviour and 

decisions in the workplace. 

It could therefore be assumed that accountants with high EI will be more prone to 

engage in deep acting (where felt emotions are modified so that the required display rule is 

truly felt and emotional expression is genuine) rather than ED. This assumption is supported 

by Lee (2010), who argues that employees who can recognise and manage emotions 

successfully will be able to identify display rules more easily and adapt their emotions 

accordingly.  

Furthermore, employees with high trait EI, according to Mikolajczak et al. (2007), do 

not feel the need to fake emotions during EL because they are able to naturally feel the 

required emotions. These employees would therefore have the ability to identify the way 

clients and colleagues respond to them during interactions and understand what makes them 

feel valued, motivated, and frustrated. This could lead to more authentic interactions), which 

could increase trust with and service delivery to clients. Arguably, it can also play a valuable 

role in the development of trainee accountants, earmarked for managerial positions, where 

they will need to possess the ability to motivate and manage their team effectively. 
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Similarly, accountants high on Emotional Self-Control and Emotional Expression will 

be able to express their true feelings and frustrations effectively and still think clearly when 

they become upset (e.g. reporting concerns to their line manager instead of to a colleague or 

client in the heat of the moment), thereby reducing the level of ED experienced. According to 

Lee and Ok (2012), ED arises when employees frequently have to suppress their true 

feelings, in order to adhere to the organisation’s display rules. It could be argued that high 

Emotional Self-Control can have an effect on an employee’s perceptions of the variety and 

frequency of intense emotional displays, thereby decreasing the negative outcomes associated 

with ED (Furnell, 2008). 

Emotional Dissonance, as described by Zapf (2002), is an emotion regulation problem 

that requires extra mental effort and drains emotional resources over time. The current study 

revealed that respondents who reported higher levels of Emotional Management of Others 

(the skill of positively influencing the emotions of others) and Emotional Self-Management, 

also reported lower levels of ED. Emotional Self-Management involves having the ability to 

be flexible and adapt behaviours in order to facilitate the desired outcomes (Serrat, 2017, and 

measures the relative frequency with which an individual manages their own emotions at 

work, successfully (Gignac, 2010).  

It can therefore be argued that accountants who possess the ability to manage both 

positive and negative emotions in themselves and others could have a tendency to engage in 

deep acting (related to emotional consonance) rather than experiencing ED. They will be 

skilled in effectively helping others to feel positive at work and to deal with issues that 

frustrate them. Emotional consonance is the opposite of ED, where employees do not 

experience a discrepancy between their true emotions and the display rules required in the 

workplace (Ashforth & Humphrey, 1993; Rubin et al., 2005). It can be assumed that through 

the management of their own and others’ emotions, accountants will adapt their mindsets and 
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emotions to the situation at hand in order to create an environment of professionalism and 

trust (Gill, 2009). Emotional Intelligence will therefore enable accountants to adhere to the 

rules and regulations of their respective firms and professional bodies that govern appropriate 

behaviour in the workplace. 

According to Görgens-Ekermans and Brand (2010) high scores on Emotional 

Management will enable employees to remain positive during emotionally demanding and 

stressful situations, resulting in positive work performance in terms of their interaction with 

clients and colleagues. Accountants who are able to understand the emotions of clients will 

be able to build effective rapport and regulate their emotions, in order to meet organisational 

needs. 

These findings are supported by the COR theory, which argues that the more 

resources people possess, the more productive coping strategies they will employ when faced 

with demands, while conversely, the less resources they have, the more maladaptive coping 

strategies will be employed, leading to fewer resources (Alarcon et al., 2011). 

The regression analysis conducted to determine the predictive value EI in the 

experience of ED revealed that EI (comprising the seven dimensions as measured by Genos 

EI) significantly explained 15% of the variance in ED. However, none of the dimensions 

entered into the regression model made a significant unique contribution to the equation. 

 

5.2.3 Emotional Intelligence and Burnout 

The results obtained in this study revealed significant relationships between the EI 

dimensions (as measured by Genos EI) and the dimensions of burnout. The findings for each 

dimension of burnout are discussed in the following section. 
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5.2.3.1 Emotional Intelligence and Emotional Exhaustion 

Significant negative relationships existed between Emotional Exhaustion and six of 

the seven EI dimensions. The relationship between Emotional Exhaustion and total EI 

emerged as the strongest significant negative relationship (r = -0.42, n = 151, p < 0.01). 

Moderate, significant negative relationships were reported between Emotional Exhaustion 

and (1) Emotional Self-Management, (2) Emotional Management of Others, (3) Emotional 

Expression, and (4) Emotional Self-Control. A weak but significant negative relationship was 

found for Emotional Self-Awareness, but no significant relationship was revealed for 

Emotional Reasoning. 

As measured by the MBI-GS, respondents in this study who reported higher levels of 

EI, also reported feeling less emotionally drained, burned out, and fatigued by their work. 

These findings suggest that, through their ability to perceive and regulate emotions, 

employees are better equipped to deal with strong emotions that are usually associated with 

Emotional Exhaustion and stress (Brackett et al., 2010). It can be argued that accountants 

who are able to control and manage their emotions effectively will experience less Emotional 

Exhaustion because they will not allow strong emotions and impulses to affect their ability to 

think and act effectively (Palmer & Stough, 2001). This finding is supported by both the 

COR theory and JD-R theory (as discussed in Chapter 2), which recognise that an imbalance 

between work demands and available resources can result in higher levels of stress and 

Emotional Exhaustion (Spies, 2006). 

Through the regression analysis, EI (all dimensions) emerged as a significant 

predictor, accounting for 21% of the variance in Emotional Exhaustion. Only Emotional 

Awareness of Others, as independent variable, made a significant unique contribution in 

explaining this dimension of burnout. 
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According to Cordes and Dougherty (1993), Emotional Exhaustion can be seen as the 

first sign of burnout development and therefore it would be useful to employ preventative 

measures to avoid or mitigate its development. With the accounting environment 

characterised by strict legislation, heavy workloads, and exposure to stressful situations, it 

becomes clear that EI can act as a source of competitive advantage for audit and accounting 

firms. By developing the personal resources of employees (EI), they will arguably experience 

less occupational stress because they will be better able to manage their own and others’ 

emotions, leading to them feeling more in control of their environment and job demands. 

 

5.2.3.2 Emotional Intelligence and Cynicism 

Cynicism (as a dimension of burnout) was significantly related to total EI and all but 

one of the EI dimensions (as measured by Genos EI). Only Emotional Self-Control was 

found not to be significantly correlated with this dimension. Cynicism (or Depersonalisation) 

is associated with poor work performance, anti-social behaviour, conflicts among employees, 

increased turnover intention, and absenteeism (Bang & Reio, 2017). According to Gong et al. 

(2019), it refers to an attempt by the employee to distance themselves from the service 

recipient by actively neglecting the prosocial behaviours that make the client interaction 

unique. 

The results revealed that accountants who reported higher levels of EI also reported 

lower levels of feelings callous and alienated toward clients and colleagues. Similarly, they 

reported fewer instances where they feel they treat others as impersonal objects, and 

expressed less concerns about becoming emotionally hardened at work. It can therefore be 

argued that accountants higher on EI will tend to have healthier interpersonal relationships 

with clients and colleagues, and possess the ability to tolerate and manage emotional pressure 

effectively (Lee, 2017; Varca, 2004). Accountants who are able to identify and manage their 
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own and others’ emotions would therefore be less likely to feel detached or uncaring toward 

their clients and colleagues, resulting in the development of more lucrative relationships. 

Consequently, this will have a positive impact on service delivery and teamwork, with 

employees feeling more connected and in tune with clients and colleagues. 

The results from the regression analyses showed that EI (all dimensions), as predictor 

of change in Cynicism, was significant and accounted for 16% of the variance in this 

dimension of burnout. 

It is evident from the findings that audit and accounting firms should invest in 

developing their professional employees’ ability to perceive, manage, and express their 

emotions in order to minimise the development of burnout symptoms and to improve service 

delivery. This finding is supported by Bay and McKeage (2006), who argue that an 

employee’s ability to perceive and manage emotions allows them to become better decision-

makers and leaders, and to perform during client interactions. 

 

5.2.3.3 Emotional Intelligence and Professional Efficacy 

The results found a strong, significant positive relationship between Professional 

Efficacy and total EI (r = 0.66, n = 151, p < 0.01). Furthermore, moderate, significant 

positive relationships were also reported for all seven of the EI dimensions (as measured by 

the Genos EI). Therefore, accountants reporting higher levels of EI also reported higher 

feelings of Professional Efficacy. Similar results were found by Devi (2011), who found 

Personal Accomplishment to be significantly positively related to EI. The respondents in the 

present study who reported higher levels of EI also indicated (via the MBI-GS measurement 

tool) that they feel energetic, that they enjoy working with clients and colleagues, and that 

they are making a valuable contribution through their work. 

Stellenbosch University https://scholar.sun.ac.za



120 

Individuals with higher emotional management and awareness capabilities, according 

to Lee (2017), are sensitive to their clients’ and colleagues’ emotions and can therefore 

support the organisation by helping to create a positive environment. This could, in turn, lead 

to increased feelings of Professional Efficacy, with the employee seeing positive interaction 

outcomes and receiving positive feedback from colleagues and clients. 

According to Gong et al. (2019), individuals with higher EI can find solutions to work 

problems more easily, apply emotional resources reasonably, and can often quickly gain 

social support during social interactions, thus reducing the possibility of failure (and feelings 

of cynicism) and increasing feelings of self-efficacy and success. In line with the COR 

theory, this implies that the better accountants understand the emotions within their 

immediate surroundings, the more they will feel efficient and confident in their ability to 

perform well.  

The regression results revealed EI (all dimensions) as a strong predictor, explaining 

46% of the variance in Professional Efficacy. Three of the EI dimensions, entered as 

independent variables in the equation, emerged as unique significant predictors; these were 

(1) Emotional Reasoning, (2) Emotional Self-Control, and (3) Emotional Management of 

Others. The results suggest that the higher an individual’s level of EI is, the higher their 

feelings of personal accomplishment and competence will be, thereby buffering the 

development of burnout. 

The results obtained in this study on the relationship between EI and the dimensions 

of burnout were consistent with previous research that found total EI to be significantly 

negatively related to both Emotional Exhaustion and Cynicism, and significantly positively 

related to Professional Efficacy (Barkley, 2013; Furnell, 2008; Noor, 2011). 
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5.3 Emotional Intelligence as a Moderator 

Even though total EI did not emerge as a moderator in die ED-burnout relationship, 

two of the EI dimensions (Emotional Management of Others and Emotional Self-

Management) did display a tendency to have a moderating effect on the ED-burnout process. 

This suggests that higher levels of Emotional Self-Management and Emotional Management 

of Others can have a moderating effect on the ED-burnout relationship, with individuals 

higher on these EI dimensions reporting lower levels of burnout as ED increases. From the 

results obtained in this study, it can therefore be expected that accountants reporting high 

scores on these EI dimensions may be better able to regulate their emotions during ED, which 

could buffer the negative effects that may lead to the development of burnout. 

This finding contradicts that found by Furnell (2008), who reported no moderation of 

EI on the ED-burnout process. This could be attributed to the present study’s focus on ED as 

a dimension of EL, rather than total EL, as well as the multiple regression analyses that were 

conducted for each of the EI dimensions in order to determine if an interaction effect exists. 

The data collected in this study supports that of previous research, conducted by Mikolajczak 

et al. (2007), who found that individuals higher on EI would be more likely to employ deep 

acting strategies in dealing with EL, rather than surface acting, which consequently protects 

against the negative outcomes associated with ED, such as burnout. 

The skill to manage emotions effectively in yourself and others can assist employees 

in dealing with emotional and relational demands, and enable them to find the emotions 

required to meet emotional obligations, which could mediate the development of burnout 

(Brackett et al., 2010; Zhao et al., 2019). Emotional Self-Management (as measured by the 

Genos EI) can act as a buffer that reduces burnout in die ED-burnout process, through 

responding to feelings of incongruence and frustration appropriately, managing stress 

effectively, and not taking criticism from annoyed clients personally. It can be argued that 

Stellenbosch University https://scholar.sun.ac.za



122 

accountants higher on these EI dimensions will have the ability to cope more effectively 

during experiences of ED, thereby reducing the level of emotional distress and subsequently 

also reduce the likelihood of burnout. 

The implication of these results is that EI, through the dimensions of Emotional Self-

Management and Emotional Management of Others, can act as a moderator between ED and 

the development of burnout. 

Whilst a significant moderating effect of total EI between ED and burnout did not 

emerge, the results did indicate a strong tendency for total EI to buffer the effects of ED on 

the employee, which could also buffer the effects of burnout. It is noteworthy to acknowledge 

the significant relationships found between (1) ED and burnout (Emotional Exhaustion and 

Cynicism), (2) ED and total EI, (3) ED and six of the seven EI dimensions as measured by 

the Genos EI (except for Emotional Reasoning), (4) EI and total burnout, and (5) between the 

various dimensions of EI and the dimensions of burnout (as discussed in Chapter 4). 

Providing employees with EI training can increase their awareness of emotions and 

improve their ability to interact with others effectively, expressing their emotions in a suitable 

manner, resolving conflict, and coping with emotional pressured in the workplace, which 

subsequently reduces the risk of burnout (Barkley, 2013). Research has shown that EI can be 

taught and developed via training programs that target the core emotional competencies 

(awareness, understanding, expression, regulation, and use of emotions) (Serrat, 2017). 

According to Carter (2015), students can be mentally and emotionally prepared for the 

workplace through the incorporation of EI training in their university’s curriculum. Relatively 

short training interventions (e.g. 15 to 18 hours) have shown to produce a significant 

reduction in psychological distress with a resulting significant improvement in health and 

well-being (Kotsou et al., 2011; Nelis et al., 2011). However, it is important to note that for 

this to happen, EI training should be followed by participation in team meetings where 
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employees can practice their EI skills, receive feedback, and reinforce their new skills (Janse 

van Rensburg, 2018). To ensure the sustainability of the new EI skills, the support and 

participation of management becomes critical, by setting the tone for appropriate behaviour 

and investing in regular training interventions to reinforce and develop the newly acquired EI 

skills. 

 

5.4 Limitations of the Study 

The first limitation of this study relates to the sample size. Although the sample size 

(n = 151) was appropriate for the current study, the researcher originally planned to collect 

data from 350 chartered, professional and trainee accountants, but only 151 completed 

surveys were received. An additional 187 incomplete surveys were received and therefore 

had to be discarded and not included in the research. The reason for this could be the nature 

of the accounting profession, where employees have to account for every 15-minute intervals 

of their day, via the completion of time sheets that are used to monitor productivity, and for 

billing purposes. Although respondents could access the survey from any location and at a 

time that was convenient for them, the assumption for the 187 incomplete surveys is that the 

respondents commenced the survey during their work hours, resulting in the respondents not 

completing the survey due to them not wanting to spend 15-20 unproductive minutes. 

Another restriction placed on the sample size achieved was the failure to include 

management accountants in the sample. Although this was due to a lack of permission 

received from the Chartered Institute of Management Accountants (CIMA) to distribute the 

survey to their database, the researcher could have included the following labels in the 

occupation section of the biographic form to achieve a larger sample size: (1) Management 

Accountant, and (2) CIMA trainee accountant. This is due to many audit and accounting 

firms now also employing CIMA trainee accountants, rather than just the conventional 
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SAICA and SAIPA trainee accountant. The researcher was also unable to get the cooperation 

of SAIPA to distribute the link to the online survey to their members; although they did 

display interest in the research project, there was not enough time to gain the proper consent. 

Consent from these professional bodies would have contributed significantly to the sample 

size, as was evident from the number of responses received after SAICA distributed the link 

to the online survey in their regional newsletter. 

The second limitation of this study pertains to the measurement instruments utilised in 

this study. Data were collected using three self-report measures; (1) the MBI-GS (measuring 

burnout), (2) the Genos EI (measuring EI), (3) and the FEWS (measuring ED). While this 

manner of data collection is appropriate for research in the social sciences, it is generally 

criticised for the risk of social desirability, where respondents attempt to create a more 

favourable impression of themselves by responding in what they deem to be a socially 

desirable way (Görgens-Ekermans & Brand, 2010). It is, however, important to note that 

response bias is typically only an issue when participants believe that someone in authority 

(e.g. a recruiter or supervisor) will be examining their results; when it is for research 

purposes, test-takers are less likely to fake their responses (Connor et al., 2019; Tett et al., 

2012). In the present study data collection was completely anonymous and participants were 

assured in the informed consent section (see Appendix 4), that the collected data will only be 

used for research and academic purposes, and that only the researcher, the study leader, and 

the statistical analyst will have access to the raw data. 

Thirdly, it is possible that participants who perceive burnout as a sensitive issue or 

who might not be comfortable answering questions that pertain to their emotional well-being, 

and their ability to deal with emotions, may have decided not to partake in this study. This 

could offer an additional explanation for the large number of incomplete surveys received 

during data collection. 
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Finally, and possibly the biggest limitation of this study was the lack of focus on 

structural equation modelling (SEM) and the failure to continue with the moderation analyses 

with PLS-SEM. Although, the development of a structural model was never an objective of 

this study it should have been included to provide more meaningful interpretation of results. 

 

5.5 Recommendations for Future Research 

In an attempt to overcome the limitations and inconsistent findings of previous 

studies, this study focused only on the dimension of EL (ED) that was found in previous 

research to be related to burnout and EI, rather than total EL. The results obtained confirmed 

that significant, negative relationships exist between ED and total EI, as well as six of the EI 

dimensions (as measured by the Genos EI). 

However, since only two of the seven EI dimensions (as measured by the Genos EI) 

emerged as significant moderators in the ED-burnout relationship, it becomes evident that 

more research is needed to investigate the moderating effect of the various EI dimensions on 

the ED-burnout process. It is recommended that future research focuses on the unique 

contribution of the EI dimensions in the ED-burnout process, in order to assist the 

development of focused EI training interventions. Future research should also consider 

conducting multiple regression analyses between ED, the dimensions of EI, and the 

dimensions of burnout (as opposed to total burnout) to investigate the possible moderating 

effect of the EI dimensions on ED and each of the burnout dimensions. 

Additionally, it is suggested that future research on this topic include a replication of 

this study conducted with a larger sample size that also includes management and CIMA 

trainee accountants. It is recommended that permission should be obtained from the 

professional bodies SAIPA and CIMA to collect data from their members (rather than just 
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SAICA) in order to achieve a larger sample size. This will also enable the researcher to 

conduct meaningful between-group analyses. 

It is also recommended that future research continue with a structural model and the 

moderation analyses with PLS-SEM. 

There is a serious lack of research done in the South African work environment 

regarding the role of emotions and soft skills in the accounting profession. This could be 

ascribed to the profession still being regarded as one that involves merely number crunching, 

thereby ignoring the fact that their role has evolved into one focused on service delivery, 

business management, and consulting. More research needs to be conducted in the South 

African audit and accounting firm environment to shed light on the emotional aspects of 

accounting work that may impact on employee well-being and performance. 

 

5.6 Conclusion 

The results of this study highlight the importance of EI in the workplace and the effect 

it can have on job performance and employees’ ability to deal effectively with EL. It was 

found that EI has a significant negative effect on the experience of ED, implying that 

employees higher on EI will experience less ED. It was suggested that through their ability to 

perceive and manage emotions, these individuals are able to understand why certain display 

rules are important in the workplace, thereby resulting in them being more inclined to engage 

in deep acting rather than surface acting (which leads to ED). 

It also became clear that employees’ level of EI negatively explain the development 

of burnout, which is valuable information for audit and accounting firms to reduce the effects 

of burnout in the workplace. Similar results were reported by Gong et al. (2019), who found 

that lower EI levels were associated with higher levels of burnout, and higher EI levels 

resulted in lower levels of reported burnout. In earlier research conducted by Sharma (2007), 
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it was suggested that burnout could be prevented with early detection and the enhancement of 

EI through training. 

Looking at the consistency of research results indicating the relationship between trait 

EI and burnout (Gong et al., 2019), accountants should be assisted in the development of EI 

to enhance their self-efficacy and ability to manage and perceive emotions. This will promote 

empathy and protect them from burnout symptoms (e.g. Emotional Exhaustion) (Szczygiel & 

Mikolajczak, 2018). Increased EI in accountants will also enable them to adopt more 

productive coping strategies when faced with EL, by identifying display rules more easily 

and adapting their emotions accordingly. By investing in the development of employees’ EI, 

they can become more productive and successful in what they do and consequently also help 

colleagues to increase their performance, and reach organisational goals (Serrat, 2017). 

 

  

Stellenbosch University https://scholar.sun.ac.za



128 

List of References 

 

Abdulrahman, A., & Ali, W. (2016). The notion of work-life balance, determining factors, 

antecedents and consequences: A comprehensive literature survey. International 

Journal of Academic Research and Reflection, 4(8), 74-85. 

Akers, M. D., & Porter, G. L. (2003). Your EQ skills: Got what it takes? Journal of 

Accountancy, 195(3), 65-69. 

Akkermans, J., Schaufeli, W. B., Brenninkmeijer, V., & Blonk, R. W. (2013). The role of 

career competencies in the Job Demands-Resources model. Journal of Vocational 

Behavior, 83(3), 356-366. 

Akoglu, H. (2018). User’s guide to correlation coefficients. Turkish Journal of Emergency 

Medicine, 18, 91-93. https:doi.org/10.1016/j.tjem.2018.08.001 

Alarcon, G. M. (2011) A meta-analysis of burnout with job demands, resources, and 

attitudes. Journal of Vocational Behaviour, 79, 549-562. 

Alarcon, G. M., Edwards, J. M., & Menke, L. E. (2011). Student burnout and engagement: A 

test of the Conservation of Resources Theory. The Journal of Psychology, 145(3), 

211-227. https://doi.org/10.1080/00223980.2011.555432 

Aldana, S. G., Sutton, L. D., Jacobson, B. H., & Quirk, M. G. (1996). Relationships between 

leisure time physical activity and perceived stress. Perceptual and Motor Skills, 82(1), 

315-321. 

Al-Serkal, A. (2006). Does emotional labour influence the well-being and retention of cabin 

crew? [Unpublished doctorate thesis]. The University of Leeds. 

Amatulli, J. (2019, May). Burnout is now a legitimate diagnosis, says World Health 

Organization. Huffington Post. https://www.huffingtonpost.co.uk/entry/burnout-who-

medical-diagnosis 

Stellenbosch University https://scholar.sun.ac.za



129 

Andela, M., Truchot, D., & Borteyrou, X. (2015). Emotional labour and burnout: Some 

methodological considerations and refinements. Canadian Journal of Behavioural 

Science, 47(4), 321-332. 

Andersson, U., Cuervo-Cazurra, A., & Nielsen, B. B. (2014). From the Editors: Explaining 

interaction effects within and across levels of analysis. Journal of International 

Business Studies, 45, 1063-1071. https://doi.org/10.1057/jibs.2014.50 

Ashforth, B. E., & Humphrey, R. H. (1993). Emotional labour in service roles: The influence 

of identity. Academic Management Review, 18, 88-115. 

Babbie, E., & Mouton, J. (2010). The practice of social research (10th Ed.). Oxford 

University Press. 

Bailie, K., & Ekermans, G. (2006). An exploration of the utility of a self-report emotional 

intelligence measure. E-Journal of Applied Psychology: Emotional Intelligence, 2(2), 

3-11. 

Bakker, A. B., & Demerouti, E. (2007). The job demands–resources model: State of the art. 

Journal of Managerial Psychology, 22(3), 309-328. 

Bakker, A. B., Demerouti, E., & Euwema, M. C. (2005). Job resources buffer the impact of 

job demands on burnout. Journal of Occupational Health Psychology, 10, 170-180. 

Bakker, A. B., Demerouti, E., & Sanz-Vergel, I. A. (2014). Burnout and work engagement: 

The JD-R approach. Annual Review of Organizational Psychology and 

Organizational Behavior, 1, 389-411. https://doi.org/10.1146/annurev-orgpsych-

031413-091235 

Bang, H., & Reio, T. G. (2017). Examining the role of cynicism in the relationships between 

burnout and employee behavior. Journal of Work and Organizational Psychology, 33, 

217-277. http://dx.doi.org/10.1016/j.rpto.2017.07.002 

Stellenbosch University https://scholar.sun.ac.za

https://doi.org/10.1057/jibs.2014.50
https://doi.org/10.1146/annurev-orgpsych-031413-091235
https://doi.org/10.1146/annurev-orgpsych-031413-091235


130 

Bard, R. (2015). Strategies to achieve high performance in hybrid project groups. 

[Unpublished Master’s thesis]. Chalmers University of Technology. 

Barkley, E. (2013). The relationship between emotional intelligence and burnout amongst 

social workers in the north and south regions of the Western Cape. [Unpublished 

Master’s thesis]. University of the Western Cape. 

Bar-On, R. (1996). A brief description of Reuven Bar-On's EQ Inventory. Multi-Health 

Systems. 

Bar-On, R. (1997). Emotional Quotient Inventory: Technical Manual. Multi-Health Systems. 

Bar-On, R. (2006). The Bar-On model of emotional-social intelligence (ESI). Psicothema, 

18, 13-25. 

Bar-On, R., Handley, R., & Fund, S. (2005). The impact of emotional and social intelligence 

on performance. In V. Druskat, F. Sala, & G. Mount (Eds.), Linking emotional 

intelligence and performance at work: Current research evidence. Lawrence 

Erlbaum. 

Baumgarten, M., & Wetzel, E. (2020). Discriminant validity. Springer. 

https://doi.org/10.1007/978-3-319-24612-3 

Bay, D., & McKeage, K. (2006). Emotional intelligence in undergraduate accounting 

students: Preliminary assessment. Accounting Education: An International Journal, 

15(4), 439-454. 

Bosman, J., Buitendach, J. H., & Laba, K. (2005). Job insecurity, burnout and organisational

 commitment among employees of a financial institution in Gauteng. SA Journal of 

Industrial Psychology, 31(4), 32-40. 

Brackett, M. A., Palomera, R., Mojsa‐Kaja, J., Reyes, M. R., & Salovey, P. (2010). Emotion-

regulation ability, burnout, and job satisfaction among British secondary-school 

teachers. Psychology in the School, 47(4), 406-417. 

Stellenbosch University https://scholar.sun.ac.za



131 

Brand, T. (2007). An exploration of the relationship between burnout, occupational stress 

and emotional intelligence in the nursing industry. [Unpublished Master’s thesis]. 

University of Stellenbosch. 

Brotheridge, C. M., & Grandey, A. (2002). Emotional labour and burnout: Comparing two 

perspectives of people work. Journal of Vocational Behaviour, 60, 17-39. 

Brotheridge, C. M., & Lee, R. T. (2002). Testing a Conservation of Resources Model of the 

Dynamics of Emotional Labour. Journal of Occupational Health Psychology, 7(1), 

57-67. 

Brotheridge, C. M., & Lee, R. T. (2003). Development and validation of the Emotional 

Labour Scale. Journal of Occupational and Organizational Psychology, 76(3), 365-

379. https://doi.org/10.1348/096317903769647229 

Brunner, M., & Süß, H.-M. (2005). Analyzing the reliability of multidimensional measures: 

An example from intelligence research. Educational and Psychological Measurement, 

65(2), 227-240. https://doi.org/10.1177/0013164404268669 

Carter, S. B. (2013). The tell-tale signs of burnout: Recognizing the signs of burnout before 

it’s too late. https://www.psychologytoday.com/blog/high-octane- 

women/201311/the-tell-tale-signs-burnout-do-you-have-them. 

Carter, S. D. (2015). Emotional intelligence: A qualitative study of the development of 

emotional intelligence of community college students enrolled in a leadership 

development program. [Unpublished doctoral dissertation]. Colorado State 

University. 

Caruso, D. R, Mayer, J. D., & Salovey, P. (2002). Relation of an Ability Measure of 

Emotional Intelligence to Personality. Journal of Personality Assessment, 79 (2), 306-

320. 

Stellenbosch University https://scholar.sun.ac.za

https://psycnet.apa.org/doi/10.1177/0013164404268669
https://www.psychologytoday.com/blog/high-octane-women/201311/the-tell-tale-signs-burnout-do-you-have-them
https://www.psychologytoday.com/blog/high-octane-women/201311/the-tell-tale-signs-burnout-do-you-have-them


132 

Castrillon, C. (2020). This is the future of remote work in 2021. 

https://www.forbes.com/sites/carolinecastrillon/2021/12/27/this-is-the-future-of-

remote-work-in-2021/?sh=5bcf90c21e1d  

Ceasar, D., Frink, D. D., & Ferris, G. R. (2004). Emotional intelligence as a moderator of the 

relationship between conscientiousness and performance. Journal of Leadership and 

Organizational Studies, 10(3), 2-13. 

Celik, M., Tabak, A., Uysal, M. P., Sigri, U., & Turunc, O. (2010). The relationship between 

burnout and emotional labour of the employees in hospital sector. International 

Journal of Business and Management Studies, 2(1), 47-54. 

Celiker, N., Ustunel, M. F., & Guzeller, C. O. (2019). The relationship between emotional 

labour and burnout: A meta-analysis. Anatonia, 30(3), 328-345. 

Cheung, F. T., & Tang, C. S. (2009). Quality of work life as mediator between emotional 

labour and work family interference. Journal of Business and Psychology, 24, 245-

255. 

Cheung, F. Y., & Tang, C. S. (2007). The influence of emotional dissonance and resources at 

work on job burnout among Chinese human service employees. International Journal 

of Stress Management, 14, 72–87. 

Cheung, F. Y., & Tang, C. S. (2012). The effect of emotional dissonance and emotional 

intelligence on work-family interference. Canadian Journal of Behavioural Science, 

44(1), 50-58. 

Choi, Y. G., Choi, B. J., Park, T. H., Uhm, J. Y., Lee, D. B., Chang, S. S., & Kim, S. Y. 

(2019). A study on the characteristics of Maslach Burnout Inventory-General Survey 

(MBI-GS) of workers in one electronics company. Annals of Occupational 

Environmental Medicine, 31(1). https://doi.org/10.35371/aoem.2019.31.e29 

Stellenbosch University https://scholar.sun.ac.za

https://doi.org/10.35371/aoem.2019.31.e29


133 

Chu, K. H.-L., & Murrmann, S. K. (2006). Development and validation of the hospitality 

emotional labor scale. Tourism Management, 27(6), 1181-1191. 

Clark, L. A., & Watson, D. (1995). Construct validity: Basic issues in objective scale 

development. Psychological Measurement, 28, 61-75. 

Coetzee, S.E., & Rothmann, S. (2004). An adapted model of burnout for employees at a 

higher education institution in South Africa. SA Journal of Industrial Psychology, 

30(3), 29-40. https://doi.org/10.4102/sajip.v30i3.157 

Connor, P. J. O., Hill, A., Kaya, M., & Martin, B. (2019). The Measurement of Emotional 

Intelligence: A critical review of the literature and recommendations for researchers 

and practitioners. Frontiers in Psychology, 10. 

https://doi.org/10.3389/fpsyg.2019.01116 

Cooper, C. L., & Marshall, J. (1976). Occupational sources of stress: A review of the 

literature relating to coronary heart disease and mental ill health. Journal of 

Occupational Psychology, 49, 11-28. 

Cooper, C. L., Dew, P. J., & O'Driscoll, M. (2001). Organisational stress: A review and 

critique of theory, research and applications. Sage Publications. 

Cooper, R. (1997). Applying emotional intelligence in the workplace. Training and 

Development, 51(12), 31-38. 

Cordes, C. L. & Dougherty, T. W. (1993). A review and an integration of research on job 

burnout. The Academy of Management Review, 18(4), 621-656. 

Crano, W. D., Brewer, M. B., & Lac, A. (2014). Principles and methods of social research. 

Routledge. 

Cummings, T. G. & Worley, C. G. (2019). Organization development and change (10th Ed.). 

Cengage Learning. 

Stellenbosch University https://scholar.sun.ac.za

https://doi.org/10.4102/sajip.v30i3.157
https://dx.doi.org/10.3389%2Ffpsyg.2019.01116


134 

Dal Santo, L., Pohl, S., & Battistelli, A. (2013). Emotional dissonance and job satisfaction: 

The moderating role of organisation commitment and task significance. 

Mediterranean Journal of Social Sciences, 4(13), 691-698. 

De Cuyper, N., Raeder, S., Van der Heijden, B. I. J. M., & Wittekind, A. (2012). The 

association between workers’ employability and burnout in a reorganization context: 

Longitudinal evidence building upon the conservation of resources theory. Journal of 

Occupational Health Psychology, 17(2), 162-174. https://doi.org/10.1037/a0027348 

De Moraes, A. G., Wilson, M. E., Gajic, O., & Benzo, R. (2015). The impact of emotional 

intelligence on Burnout, Job CSI, Self-Compassion, and communication skills in 

critical care trainees. American Journal of Respiratory and Critical Care Medicine, 

191(1). 

De Villiers, C. (2015). The relationships between emotional labour, the HEXACO personality 

traits, work engagement and burnout in the hospitality industry. [Unpublished 

Master’s thesis]. University of Stellenbosch. 

Demerouti, E., Bakker, A. B., Nachreiner, F., & Schaufeli, W. B. (2001). The job demands-

resources model of burnout. Journal of Applied Psychology, 86, 499-512. 

Devi, M. (2011). Burnout in relation to emotional intelligence of regular and special school 

teachers. Indian Streams Research Journal, 1(5), 1-11. 

Dick, A. D. (2011). An investigation into the consequences of performing emotional labour in 

mental health care. [Unpublished Master’s thesis]. University of Waterloo. 

Diefendorff, J. M., & Richard, E. M. (2003). Antecedents and consequences of emotional 

display rule perceptions. Journal of Applied Psychology, 88(2), 284-294. 

Diefendorff, J. M., Croyle, M. H., & Gosserand, R. H. (2005). The dimensionality and 

antecedents of emotional labor strategies. Journal of Vocational Behavior, 66(2), 339-

357. 

Stellenbosch University https://scholar.sun.ac.za



135 

Diestel, S., & Schmidt, K. H. (2011). The moderating role of cognitive control deficits in the 

link from emotional dissonance to burnout symptoms and absenteeism. Journal of 

Occupational Health Psychology, 16(3), 313-330. 

Dix, D. M. (2017). The relationship between coping strategies and burnout for caregivers of 

adjudicated youth. [Unpublished doctoral thesis]. Walden University. 

Dollard, C. (2018, 19 July). Emotional intelligence is key to successful leadership. Gottman. 

https://www.gottman.com/blog/emotional-intelligence-key-successful-leadership/ 

Dreison, K. C., White, D. A., Bauer, S. M., Salyers, M. P., & McGuier, A. B. (2018). 

Integrating Self-Determination and Job Demands-Resources Theory in predicting 

mental health provider burnout. Administration and Policy in Mental Health, 45, 121-

130. https://doi.org/10.1007/s10488-016- 0772-z 

Druskat, V. U., & Wolff, S. B. (2001). Building the emotional intelligence of groups. 

Harvard Business Review, 79(3), 80-90. 

Du Plooy, J., & Roodt, G. (2010). Work engagement, burnout and related constructs as 

predictors of turnover intentions. SA Journal of Industrial Psychology, 36(1). 

https://doi.org/10.4102/sajip.v36i1.910 

Etikan, I. (2016). Comparison of Convenience Sampling and Purposive Sampling. American 

Journal of Theoretical and Applied Statistics, 5(1). 

Fan, D., Cui, L., Zhang, M. M., & Zhu, C. J. (2014). Influence of high-performance work 

systems on employee subjective well-being and job burnout: Empirical evidence from 

the Chinese healthcare sector. The International Journal of Human Resource 

Management, 25(7), 931-950. 

Finney, C., Stergiopoulos, E., Hensel, J., Bonato, S., & Dew, C. S. (2013). Organizational 

stressors associated with job stress and burnout in correctional officers: A systematic 

review. BMC Public Health, 13(82). https://doi.org/10.1186/1471-2458-13-82 

Stellenbosch University https://scholar.sun.ac.za

https://www.gottman.com/blog/emotional-intelligence-key-successful-leadership/
https://doi.org/10.4102/sajip.v36i1.910


136 

Fiori, M., & Vesely-Maillefer, A .K. (2018). Emotional intelligence as an ability: Theory, 

challenges, and new directions. In K. V. Keefer, J. D. A. Parker, & D. H. Saklofske 

(Eds.), Emotional intelligence in education (pp. 23-47). The Springer Series on 

Human Exceptionality. Springer. https://doi.org/10.1007/978-3-319-90633-1_2 

Foley, B. (2007). From overhead to asset: The importance of people skills. Accountancy 

Ireland, 39(5), 52–53. 

Francis, D., Valodia, I., & Webster, E. (2020). Politics, policy, and inequality in South Africa 

under COVID-19. Agrarian South: Journal of Political Economy, 9(3), 342-355. 

Freudenberger, H. J. (1974). Staff burnout. Journal of Social Issues, 30, 159-165. 

Furnell, B. A. (2008). Exploring the relationship between burnout, emotional labour and 

emotional intelligence: A study on call centre representatives. [Unpublished Master’s 

thesis]. University of Stellenbosch. 

Gardner, L., & Stough, C. (2002). Examining the relationship between leadership and 

emotional intelligence in senior level managers. Leadership & Organisation 

Development Journal, 23(2), 68-78. 

George, J. M. (2000). Emotions and leadership: The role of emotional intelligence. Human 

Relations, 53(8), 1027-1055. 

Gerber, P. D., Nel, P. S., & Van Dyk, P. S. (1999). Human resources management. (4th Ed.). 

Oxford University Press. 

Gignac, G. E. (2008). Genos Emotional Intelligence Inventory Technical Manual. Genos 

Press. 

Gignac, G. E. (2010). Genos Emotional Intelligence Inventory Technical Manual (2nd Ed.). 

Genos Pty Ltd. 

Gill, M. (2009). Accountants’ truth: Knowledge and ethics in the financial world. Oxford 

University Press. 

Stellenbosch University https://scholar.sun.ac.za



137 

Goleman, D. (1998). Working with Emotional Intelligence. Bantam Books. 

Goleman, D. (2000). An EI-based theory of performance. In D. Goleman, & C. Cherniss 

(eds.), The Emotionally Intelligent Workplace: How to Select for, Measure, and 

Improve Emotional Intelligence in Individuals, Groups, and Organizations. Jossey-

Bass. 

Goleman, D. (2001). An EI-based theory of performance. In C. Cherniss, & D. Goleman 

(Eds.), The emotionally intelligent workplace (pp. 27-44). Jossey Bass. 

Goleman, D. (2017). What makes a leader? Harvard Business School Publishing. 

Gong, Z., Chen, Y., & Wang, Y. (2019). The influence of emotional intelligence on job 

burnout and job performance: Mediating effect of psychological capital. Frontiers in 

Psychology, 10(2707). https://doi.org/10.3389/fpsyg.2019.02707 

Görgens-Ekermans, G., & Brand, T. (2012). Emotional Intelligence as a moderator in the 

stress-burnout relationships: A questionnaire study on nurses. Journal of Clinical 

Nursing, 21(15-16), 2275-2285. 

Görgens-Ekermans, G., & Kotzé, C. (2020). Insights into the burnout development process: 

A study of call centre representatives. Management Dynamics, 29(2), 19-35. 

Grandey, A. (2000). Emotion regulation in the workplace: A new way to conceptualize 

emotional labour. Journal of Occupational Health Psychology, 5, 95-110. 

Grandey, A., Foo, S. C., Groth, M., & Goodwin, R. E. (2012). Free to be you and me: a 

climate of authenticity alleviates burnout from emotional labor. Journal of 

Occupational Health and Psychology, 17, 1-14. https://doi.org/10.1037/a0025102 

Greenberg, L. S. (2002). Emotion-focused therapy. American Psychological Association. 

Grobman, K. (2017, 6 June). Best practices for survey question about gender? Message 

posted to 

https://www.researchgate.net/post/Best_practices_for_survey_question_about_gender 

Stellenbosch University https://scholar.sun.ac.za

https://doi.org/10.3389/fpsyg.2019.02707
https://www.researchgate.net/post/Best_practices_for_survey_question_about_gender


138 

Groth, M., Henning-Thurau, T., & Walsh, G. (2009). Customer reactions to emotional labour: 

The roles of employee acting strategies and customer detection accuracy. Academy of 

Management Journal, 52(5), 958-971. 

Guenette, J. P., & Smith, S. E. (2018). Burnout: Job resources and job demands associated 

with low personal accomplishment in United States radiology residents. Academic 

Radiology, 25(6), 739-743. 

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2017). A Primer on Partial Least 

Squares Structural Equation Modeling (PLS-SEM). (2nd Ed.). Sage. 

Hair, J. F., Risher, J. J., Sarstedt, M., & Ringle, C. M. (2019). When to use and how to report 

the results of PLS-SEM. European Business Review, 31(1), 2-24. 

https://doi.org/10.1108/EBR-11-2018-0203 

Hobfoll, S., Halbesleben, J., Neveu, J-P., & Westman, M. (2018). Conservation of resources 

in the organizational context: The reality of resources and their consequences. Annual 

Review of Organizational Psychology and Organizational Behavior. 5. 

https://doi.org10.1146/annurev-orgpsych-032117-104640 

Hochschild, A. R. (1983). The managed heart: Commercialization of human feeling. 

University of California Press. 

Hollett-Haudebert, S., Mulki, J. P., & Fournier, C. (2011). Neglected burnout dimensions: 

Effect of depersonalization and personal non accomplishment on organizational 

commitment of salespeople. Journal of Personal Selling & Sales Management, 31(4), 

411-428. 

Houston, E. (2019, 1 August). The importance of emotional intelligence. Positive 

Psychology. https://positivepsychology.com/importance-of-emotional-intelligence/ 

Howell, D. C. (2008). Fundamental statistics for the behavioural sciences. (6th Ed.). Cengage 

Learning. 

Stellenbosch University https://scholar.sun.ac.za

https://positivepsychology.com/importance-of-emotional-intelligence/


139 

Hughes, M., Patterson, L. B., & Terrell, B. (2005). Emotional intelligence in action. Wiley. 

Hulsheger, U., Lang, J., & Maier, G. (2010). Emotional labour, strain and performance: 

Testing reciprocal relationships in a longitudinal panel study. Journal of Occupational 

Health Psychology, 15(4), 505-521. 

Hutchinson, M., & Hurley, J. (2013). Exploring leadership capability and emotional 

intelligence as moderators of workplace bullying. Journal of Nursing Management, 

21, 553-562. 

Indregard, A. R., Knardahl, S., & Nielsen, M. B. (2018). Emotional dissonance, mental health 

complaints, and sickness absence among health- and social workers. The moderating 

role of self-efficacy. Frontiers in Psychology, 9(252), 1-9. 

https://doi.org/10.3389/fpsyg.2018.00592 

Internal Labour Organization (ILO). (2016, 28 April). Workplace stress a collective 

challenge: World day for safety and health at work. ILO. 

https://www.ilo.org/wcmsp5/groups/public/---ed_protect/---protrav/---

safework/documents/publication/wcms_473267.pdf 

International Trade Union Confederation (ITUC). (2017). International Trade Union 

Confederation 2017 Global Poll. ITUC. https://www.ituc-

csi.org/IMG/pdf/global_poll_en_print.pdf 

Janse van Rensburg, A. S. (2018). Exploring the impact of emotional intelligence training in 

the workplace. [Unpublished Master’s thesis]. University of South Africa. 

Janssens, W., Wijnen, K., De Pelsmacker, P., & Van Kenhove, P. (2008). Marketing 

Research with SPSS. Prentice Hall: Pearson Education. 

Jeung, D., Kim, C., & Chang, S. (2018). Emotional labour and burnout: A review of the 

literature. Yonsei Medical Journal, 59(2), 187-193. 

Stellenbosch University https://scholar.sun.ac.za

https://www.ilo.org/wcmsp5/groups/public/---ed_protect/---protrav/---safework/documents/publication/wcms_473267.pdf
https://www.ilo.org/wcmsp5/groups/public/---ed_protect/---protrav/---safework/documents/publication/wcms_473267.pdf
https://www.ituc-csi.org/IMG/pdf/global_poll_en_print.pdf
https://www.ituc-csi.org/IMG/pdf/global_poll_en_print.pdf


140 

Jonker, C. (2012). Measures of emotion work: Factor structure and group differences in care-

giving population in South Africa. Journal of WEI Business and Economic, 1(1), 39-

58. 

Jonker, C. S., & Joubert, S. (2009). Emotion work and well-being of client service workers 

within small and medium sized enterprises. Management Dynamics, 18(2), 35-48. 

Judge, T. A., & Bono, J. E. (2001). Relationship of core self-evaluations traits—Self-esteem, 

generalized self-efficacy, locus of control, and emotional stability—With job 

satisfaction and job performance: A meta-analysis. Journal of Applied Psychology, 

86(1), 80-92. 

Kahla, C. (2019, March). Standard Bank to close 91 branches and cut 1200 jobs. The South 

African. https://www.thesouthafrican.com/business- finance/standard-bank- close-

branches-cut-jobs/ 

Kerlinger, F. N. & Lee, H. B. (2000). Foundations of behavioural research. Harcourt 

Publishers. 

Kim, S., & Wang, J. (2018). The role of Job Demands–Resources (JDR) between service 

workers’ emotional labor and burnout: New Directions for Labor Policy at local 

government. International Journal of Environmental Research and Public Health, 15, 

1-31. 

Kirch, D. P., Tucker, M. L., & Kirch, C. F. (2001). The benefits of emotional intelligence in 

accounting firms. The CPA Journal, 71(8), 60-64. 

Klem, C., & Schlecter, A. F. (2008). The relationship between leader emotional intelligence 

and psychological climate: An exploratory study. South African Journal of Business 

Management, 39(2), 9-23. 

Stellenbosch University https://scholar.sun.ac.za

https://www.thesouthafrican.com/business-%09finance/standard-bank-%09close-branches-cut-jobs/
https://www.thesouthafrican.com/business-%09finance/standard-bank-%09close-branches-cut-jobs/


141 

Koekemoer, E. (2020). Taking a new approach to work-life balance amid COVID-19- UP 

prof offers employees and employers pointers. https://www.up.ac.za/coronavirus-

updates/news/post_2914362-taking-a-new-approach-to-work-life-balance-amid-

covid-19-up-prof-offers-employees-and-employers-pointers 

Kotsou, I., Nelis, D., Grégoire, J., & Mikolajczak, M. (2011). Emotional plasticity: 

Conditions and effects of improving emotional competence in adulthood. Journal of 

Applied Psychology, 96(4), 827-839. https://doi.org/10.1037/a0023047 

Krabbe, P. F. M. (2017). The measurements of health and health status. Elsevier Academic 

Press. 

Laborde, S., Dosseville, F., & Allen, M. S. (2016). Emotional intelligence in sport and 

exercise: A systematic review. Scandinavian Journal of Medicine and Science in 

Sports, 26, 862-874. 

Langenhoven, A. (2015). How job demands and resources predict burnout, engagement and 

intention to quit in call centres. [Unpublished Master’s thesis]. University of 

Stellenbosch. 

Leblond, N. (2019). Your office is losing 100’s of days a year to absenteeism: What can you 

do about it? https://blog.initial.co.za/blog/your-office-is-losing-100s-of- days-a-year-

to-absenteeism-what-can-you-do-about-it 

Lee, C., An, M., & Noh, Y. (2015). The effects of emotional display rules on flight 

attendants’ emotional labour strategy, job burnout and performance. Service Business, 

9(3), 409-425. 

Lee, H. (2010). The relationship between emotional intelligence and emotional labor and its 

effect on job burnout in Korean organizations. [Unpublished doctoral thesis]. Walden 

University. 

Stellenbosch University https://scholar.sun.ac.za

https://pubmed.ncbi.nlm.nih.gov/?term=Mikolajczak+M&cauthor_id=21443316
https://blog.initial.co.za/blog/your-office-is-losing-100s-of-days-a-year-to-absenteeism-what-can-you-do-about-it
https://blog.initial.co.za/blog/your-office-is-losing-100s-of-days-a-year-to-absenteeism-what-can-you-do-about-it
https://blog.initial.co.za/blog/your-office-is-losing-100s-of-days-a-year-to-absenteeism-what-can-you-do-about-it
https://blog.initial.co.za/blog/your-office-is-losing-100s-of-days-a-year-to-absenteeism-what-can-you-do-about-it


142 

Lee, H. J. (2017). How emotional intelligence relates to job satisfaction and burnout in public 

service jobs. International Review of Administrative Sciences, 0(0), 1-17. 

Lee, J., & Ok, C. (2012). Reducing burnout and enhancing job satisfaction: Critical role of 

hotel employees’ emotional intelligence and emotional labour. International Journal 

of Hospitality Management, 31, 1101-1112. 

Lee, J., & Ok, C. M. (2014). Understanding hotel employees’ service sabotage: Emotional 

labour perspective based on conservation of resources theory. International Journal of 

Hospitality Management, 36, 176-187. 

Lee, L. (2016). Customer to customer roles and impacts in service encounters. [Unpublished 

doctoral thesis]. KTH Royal Institute of Technology. 

Lee, Y. H., & Chelladurai, P. (2015). Affectivity, emotional labor, emotional exhaustion, and 

emotional intelligence in coaching. Journal of Applied Sport Psychology, 28(2), 170-

184. https://doi.org/10.1080/10413200.2015.1092481 

Lee, Y. H., Lee, S. H. B., & Chung, J. Y. (2019). Research on how emotional expressions of 

emotional labor workers and perception of customer feedbacks affect turnover 

intentions: Emphasis on moderating effects of emotional intelligence. Frontiers in 

Psychology, 9. https://doi.org/10.3389/fpsyg.2018.02526 

Leiter, M. P., & Maslach, C. (2000). Burnout and health. In A. Baum, T. Revenson, & J. 

Singer (Eds.), Handbook of health psychology (pp. 415-426). Erlbaum. 

Leiter, M. P., & Maslach, C. (2001). Burnout and quality in a sped-up world. The Journal for 

Quality and Participation, 24(2), 48–51. 

Li, J. H., Gao, P., Shen, X. Y., & Liu, X. (2014). A process model of emotional labour of 

nursing: Case study of two Chinese public hospitals. International Journal of Public 

Administration, 37(10), 695-707. 

Stellenbosch University https://scholar.sun.ac.za



143 

Litchfield, P., Cooper, C., Hancock, C., & Watt, P. (2016). Work and wellbeing in the 21st 

Century. International Journal of Environmental Research and Public Health, 13(11), 

1065. https://doi.org/10.3390/ijerph13111065 

Magnano, P., Giuseppe, S., & Platania, S. (2017). Emotional intelligence as mediator 

between burnout and organisational outcomes. International Journal of Work 

Organisation and Emotion, 8(4). https://doi.org/10.1504/IJWOE.2017.089295 

Magwentshu, N., Rajagopaul, A., Chui, M., & Singh, A. (2019, September). Report: The 

future of work in South Africa Digitisation, productivity and job creation. McKinney 

& Company. 

https://www.mckinsey.com/~/media/mckinsey/featured%20insights/middle%20east%

20and%20africa/the%20future%20of%20work%20in%20south%20africa%20digitisat

ion%20productivity%20and%20job%20creation/the-future-of-work-in-south-

africa.ashx 

Mahlaka, R. (2021, February). More damage to South Africa’s labour market as 

unemployment hits new high. Business Maverick. 

https://www.dailymaverick.co.za/article/2021-02-23-more-damage-to-south-africas-

labour-market-as-unemployment-hits-new-high/ 

Mann, S. (2005). A health-care model of emotional labour: An evaluation of the literature 

and development of a model. Journal of Health Organisation and Management, 

19(4/5), 304-317. 

Mann, S., & Cowburn, J. (2005). Emotional labour and stress within mental health nursing. 

Journal of Psychiatric and Mental Health Nursing, 12, 154-162. 

Martins, N. (2000). Developing a trust model for assisting during change. Journal of 

Industrial Psychology, 26(3), 27-31. 

Stellenbosch University https://scholar.sun.ac.za

https://dx.doi.org/10.3390%2Fijerph13111065
https://doi.org/10.1504/IJWOE.2017.089295
https://www.mckinsey.com/~/media/mckinsey/featured%20insights/middle%20east%20and%20africa/the%20future%20of%20work%20in%20south%20africa%20digitisation%20productivity%20and%20job%20creation/the-future-of-work-in-south-africa.ashx
https://www.mckinsey.com/~/media/mckinsey/featured%20insights/middle%20east%20and%20africa/the%20future%20of%20work%20in%20south%20africa%20digitisation%20productivity%20and%20job%20creation/the-future-of-work-in-south-africa.ashx
https://www.mckinsey.com/~/media/mckinsey/featured%20insights/middle%20east%20and%20africa/the%20future%20of%20work%20in%20south%20africa%20digitisation%20productivity%20and%20job%20creation/the-future-of-work-in-south-africa.ashx
https://www.mckinsey.com/~/media/mckinsey/featured%20insights/middle%20east%20and%20africa/the%20future%20of%20work%20in%20south%20africa%20digitisation%20productivity%20and%20job%20creation/the-future-of-work-in-south-africa.ashx


144 

Maslach, C., & Jackson, S. E. (1986). Maslach Burnout Inventory. (2nd Ed.). Consulting 

Psychologist Press. 

Maslach, C., & Leiter, M. P. (2008). Early predictors of job burnout and engagement. Journal 

of Applied Psychology, 93(3), 498-512. 

Maslach, C., & Leiter, M. P. (2016). Understanding the burnout experience: recent research 

and its implications for psychiatry. World Psychiatry, 15(2), 103-111. 

Maslach, C., & Schaufeli, W. B. (2001). Job burnout. Annual Review Psychology, 52, 397-

422. 

Maslach, C., Leiter, M. P., & Schaufeli, W. B. (2009). Measuring burnout. In S. Cartwright & 

C. L. Cooper (Eds.), The Oxford handbook of organizational well-being (pp. 86-108). 

Oxford University Press. 

Mayer, J. D., & Salovey, P. (1995). Emotional intelligence and the construction and 

regulation of feelings. Applied and Preventive Psychology, 4, 197-208. 

Mayer, J. D., & Salovey, P. (1997). What is emotional intelligence? In P. Salovey, & D. J. 

Sluyter (Eds.), Emotional Development and Emotional Intelligence: Educational 

Implications (pp. 3-34). Basic Books. 

Mayer, J. D., Caruso, D. R., & Salovey, P. (2000). Emotional Intelligence meets traditional 

standards for an intelligence. Intelligence, 27, 267-298. 

Mayer, J. D., Caruso, D. R., & Salovey, P. (2016). The ability model of emotional 

intelligence: Principles and updates. Emotion Review, 8(4), 290-300. 

McCrae, R. R. (2000). Emotional intelligence from the perspective of the five-factor model 

of personality. In R. Bar-On & J. D. A. Parker (Eds.), The Handbook of Emotional 

Intelligence: The theory of practice of development, evaluation, education, and 

application--at home, school, and in the workplace (pp. 263–276). Wiley. 

Stellenbosch University https://scholar.sun.ac.za



145 

Mearns, J., & Cain, J. E. (2003). Relationships between teacher occupational stress and their 

burnout and distress: Roles of coping and negative mood regulation expectancies. 

Anxiety, Stress and Coping, 16, 71-82. 

Mikolajczak, M., & Luminet, O. (2008). Trait emotional intelligence and the cognitive 

appraisal of stressful events: An exploratory study. Personality and Individual 

Differences, 44(7), 1445–1453. 

Mikolajczak, M., Menil, C., & Luminet, O. (2007). Explaining the protective effect of trait 

emotional intelligence regarding occupational stress: Exploration of emotional labour 

processes. Journal of Research in Personality, 41, 1107-1117. 

Miya, N. (2018, December). Four SA companies that faced job cuts - and closure - in 2018. 

Times Live. https://www.timeslive.co.za/news/south-africa/2018-12-18-four-sa-

companies-that-faced-job-cuts-and-closure-in-2018/ 

Montgomery, A. J., Peeters, M. C. W., Schaufeli, W. B., & Den Ouden, M. (2003). Work-

home interference among newspaper managers: Its relationship with burnout and 

engagement. Anxiety, Stress & Coping, 16, 195-211. 

Moon, T. W., & Hur, W. (2011). Emotional intelligence, emotional exhaustion, and job 

performance. Social Behavior and Personality, 39(8), 1087-1096. 

Morimoto, H., & Shimada, H. (2015). The relationship between psychological distress and 

coping strategies: The perceived acceptability within a socio-cultural context of 

employment, and the motivation behind their choices. International Journal of Stress 

Management, 22, 159-182. 

Morris, A. (n.d.). Burnout: The problem of overworked employees in a country with 

unemployment crisis. Retrieved from https://www.siopsa.org.za/burnout/ 

Morris, J. A., & Feldman, D. C. (1996). The dimensions, antecedents, and consequences of 

emotional labour. The Academy of Management Review, 21(4), 986-1010. 

Stellenbosch University https://scholar.sun.ac.za

https://www.siopsa.org.za/burnout/


146 

Mosadeghrad, A. M. (2014). Occupational stress and its consequences: Implications for 

health policy and management. Leadership in Health Services, 27(3), 224-239. 

Mostert, K. (2009). The balance between work and home: The relationship between work and 

home demands and ill health of employed females. SA Journal of Industrial 

Psychology, 35(1), 1-8. 

Muldary, T. W. (1983). Burnout and health professionals: Manifestations and management. 

Capistrano Press. 

Mustafa, M., Santos, A., & Chern, G. T. (2016). Emotional intelligence as a moderator in the 

emotional labour-burnout relationship: Evidence from Malaysian HR professionals. 

International Journal Work Organisation and Emotion, 7(2), 143-164. 

Nelis, D., Kotsou, I., Quoidbach, J., Hansenne, M., Weytens, F., Dupuis, P., & Mikolajczak, 

M. (2011). Increasing emotional competence improves psychological and physical 

well-being, social relationships, and employability. Emotion, 11(2), 354-366. 

https://doi.org/.10.1037/a0021554. 

Newton, C., Teo, S. T. T., Pick, D., Ho, M., & Thomas, D. (2014). Emotional intelligence 

and job-demands resources model. In Hermens, A. (Ed.). Proceedings of the 28th 

Australian and New Zealand Academy of Management (ANZAM) Conference: 

Reshaping Management for Impact. Australian and New Zealand Academy of 

Management (ANZAM), Australia, pp. 1-23. 

Newton, C., Teo, S. T. T., Pick, D., Ho, M., & Thomas, D. (2016). Emotional intelligence as 

a buffer of occupational stress. Personnel Review, 45(5), 1010-1028. 

Nghondzweni, F. (2016). Minimising voluntary turnover post employee downsizing in South 

Africa. [Unpublished Master’s thesis]. University of Pretoria. 

Stellenbosch University https://scholar.sun.ac.za

https://www.emeraldinsight.com/author/Mohammad+Mosadeghrad%2C+Ali


147 

Ngo, H., Foley, S., & Loi, R. (2005). Work role stressors and turnover intentions: a study of 

professional clergy in Hong Kong. The International Journal of Human Resource 

Management, 16(11), 2133-2146. 

Nickolas, S. (2021, 30 January). What do correlation coefficients positive, negative, and xero 

mean? Investopedia. https://www.investopedia.com/ask/answers/032515/what-does-

it- mean-if-correlation-coefficient-positive-negative-or-zero.asp 

Noor, N. M., & Zainuddin, M. (2011). Emotional labor and burnout among female teachers: 

Work-family conflict as mediator. Asian Journal of Social Psychology, 14, 283-293. 

Noor, R. (2011). Emotional intelligence and burnout among special educators in services 

with children with disabilities. [Unpublished Master’s thesis]. Allama Iqbal Open 

University. 

O’Boyle, E. H., Humphrey, R. H., Pollack, J. M., Hawver, T. H., & Story, P. A. (2011). The 

relation between emotional intelligence and job performance: A meta-analysis. 

Journal of Organizational Behavior, 32(5), 788-818. 

Ochoa, P. (2018). Impact of burnout on organizational outcomes, the influence of legal 

demands: The case of Ecuadorian physicians. Frontiers of Psychology, 9(662). 

https://doi.org/10.3389/fpsyg.2018.00662 

Oginska-Bulik, N. (2005). Emotional intelligence in the workplace: Exploring its effects on 

occupational stress and health outcomes in human service workers. International 

Journal of Occupational Medicine and Environmental Health, 18(2), 167-175. 

Omarjee, L. (2019, July). SA unemployment rate jumps to 29%, the worst since 2008. Fin24. 

https://www.fin24.com/Economy/just-in-sa-unemployment-rate-jumps-to-29-the-

worst-since-2008-20190730 

Stellenbosch University https://scholar.sun.ac.za

https://www.investopedia.com/ask/answers/032515/what-does-it-mean-if-correlation-coefficient-positive-negative-or-zero.asp
https://www.investopedia.com/ask/answers/032515/what-does-it-mean-if-correlation-coefficient-positive-negative-or-zero.asp
https://www.fin24.com/Economy/just-in-sa-unemployment-rate-jumps-to-29-the-worst-since-2008-20190730
https://www.fin24.com/Economy/just-in-sa-unemployment-rate-jumps-to-29-the-worst-since-2008-20190730


148 

Oser, C. B., Biebel, E. P., Pullen, E., & Harp, K. L. H. (2013). Causes, consequences, and 

prevention of burnout among substance abuse treatment counsellors: A rural versus 

urban comparison. Journal of Psychoactive Drugs, 45(1), 17-27. 

https://doi.org/10.1080/02791072.2013.763558 

Ozkan, A., & Ozdevecioglu, M. (2013). The effects of occupational stress on burnout and life 

satisfaction: A study in accountants. Quality and Quantity: International Journal of 

Mythology, 47(5), 2785-2798. https://doi.org/10.1007/s11135-012-9688-1 

Pallant, J. (2010). SPSS survival manual: A step by step guide to data analysis using SPSS. 

(4th Ed.). McGraw-Hill. 

Palmer, B. R., & Stough, C. (2001). Workplace SUEIT: Swinburne University Emotional 

Intelligence Test: Technical Manual. Organisational Psychology Research Unit, 

Swinburn University. 

Palmer, B. R., Stough, C. K. K., Harmer, R., & Gignac, G. E. (2009). The Genos Emotional 

Intelligence Inventory: A measure designed specifically for workplace applications. In 

J. Parker, D. Saklofske, & C. Stough (Eds.), Assessing Emotional Intelligence: 

Theory, Research, and Applications (pp. 103-117). Springer. 

Papathanasiou, I. V. (2015). Work-related mental health consequences: Implications of 

burnout on mental health status among health care providers. Acta Informatica 

Medica, 23(1), 22-28. 

Perez-Gonzales, J., Saklofske, D. H., & Mavroveli, S. (2020). Editorial: Trait emotional 

intelligence: Foundations, assessment, and education. Frontier Psychology, 11 (608). 

https://doi.org/10.3389/fpsyg.2020.00608 

Stellenbosch University https://scholar.sun.ac.za

https://doi.org/10.3389/fpsyg.2020.00608


149 

Petrides, K. V. (2011). Ability and trait emotional intelligence. In T. Chamorro-Premuzic, S. 

von Stumm, & A. Furnham (Eds.), The Wiley-Blackwell handbooks of personality and 

individual differences. The Wiley-Blackwell handbook of individual differences (pp. 

656–678). Wiley Blackwell. 

Petrides, K. V., & Furnham, A. (2003). Trait emotional intelligence: Behavioural validation 

in two studies of emotion recognition and reactivity to mood induction. European 

Journal of Personality, 17, 39-57. 

Petrides, K. V., & Furnham, A. (2006). The role of trait emotional intelligence in a gender-

specific model of organizational variables. Journal of Applied Social Psychology, 

36(2), 552-569. 

Phillips, M. (2017, 8 September). Accounting for EQ: Why emotional intelligence matters for 

accountants. In the Black. https://www.accountingweb.com/practice/team/why-

emotional-intelligence-matters-for-accountants 

Pienaar, J., & Rothmann, S. (2006). Occupational stress in the South African police service. 

SA Journal of Industrial Psychology, 32(3), 72-78. 

Pillay, M., Viviers, R., & Mayer, C. (2013). The relationship between emotional intelligence 

and leadership styles in the South African petrochemical industry. SA Journal of 

Industrial Psychology, 38(1). https://doi.org/10.4102/ sajip.v39i1.1109. 

Pines, A. M. (1993). Burnout. In L. Goldberger & S. Breznits (Eds.), Handbook of stress: 

Theoretical and clinical aspects (2nd ed., pp. 386-402). Free Press. 

Pope, G. (2009). Psychometrics 101: Item total correlation. 

https://www.questionmark.com/item-total-correlation/ 

Prapanjaroensin, A., Patrician, P. A., & Vance, D. E. (2017). Conservation of resources 

theory in nurse burnout and patient safety. Journal of Advanced Nursing, 73, 2558-

2565. https://doi.org/10.1111/jan.13348 

Stellenbosch University https://scholar.sun.ac.za

https://www.questionmark.com/item-total-correlation/


150 

Prentice, C., & Thaichon, P. (2019). Revisiting the job performance-burnout relationship. 

Journal of Hospitality Marketing and Management, 28(7), 807-832. 

https://doi.org/ez.sun.ac.za/10.1080/19368623.2019.1568340 

PricewaterhouseCoopers (PwC). (2019). Workforce of the future 2030: Global trend 

challenged by African realities. https://www.pwc.co.za/en/assets/pdf/workforce-for-

the-future-2030.pdf 

Pugh, S., Groth, M., & Hennig-Thurau, T. (2011). Willing and able to fake emotions: A 

closer examination of the link between emotional dissonance and employee well-

being. Journal of Applied Psychology, 96(2), 377-390. 

Rainie, L., & Anderson, J. (2017). The future of jobs and jobs training. 

https://www.pewresearch.org/internet/2017/05/03/the-future-of-jobs-and-jobs-

training/ 

Ranchhod, V., & Daniels, R. C. (2021). Labour market dynamics in South Africa at the onset 

of the COVID‐19 pandemic. South African Journal of Economics, 89(1), 44-32. 

https://doi.org/10.1111/saje.12283 

Ratner, B. (2009). The correlation coefficient: Its values range between +1/−1, or do they? 

Journal of Targeting, Measurement and Analysis for Marketing, 17, 139-142. 

https://doi.org/10.1057/jt.2009.5 

Roberts, R. D., Zeidner, M., & Matthews, G. (2001). Does emotional intelligence meet 

traditional standards for an intelligence? Some new data and conclusions. Emotion, 

1(3), 196-231. https://doi.org/10.1037/1528-3542.1.3.196 

Robinson, J. P., Shaver, P. R., & Wrightsman, L. S. (1991). Criteria for scale selection and 

evaluation. In J. P. Robinson, P. R. Shaver, & L. S Wrightsman (Eds.), Measures of 

personality and social psychological attitudes. Academic Press. 

Stellenbosch University https://scholar.sun.ac.za

https://doi-org.ez.sun.ac.za/10.1080/19368623.2019.1568340
https://www.pwc.co.za/en/assets/pdf/workforce-for-the-future-2030.pdf
https://www.pwc.co.za/en/assets/pdf/workforce-for-the-future-2030.pdf
https://doi.org/10.1111/saje.12283


151 

Rogers, M. E., Creed, P. A., & Searle, J. (2014). Emotional labour, training stress, burnout, 

and depressive symptoms in junior doctors. Journal of Vocational Education & 

Training, 66(2), 232-248. 

Rothmannn, S. (2003). Burnout and engagement: A South African perspective. SA Journal of 

Industrial Psychology, 29(4), 16-25. 

Rothmann, S. (2008). Job satisfaction, occupational stress, burnout and work engagement as 

components of work-related wellbeing. SA Journal of Industrial Psychology, 34(3), 

11-16. 

Rothmann, S., Jackson, L. T. B., & Kruger, M. M. (2003). Burnout and job stress in a local 

government: The moderating effect of sense of coherence. SA Journal of Industrial 

Psychology, 29(4), 52-60. 

Rothmannn, S., & Rothmannn, S. (2010). Factors associated with employee engagement in 

South Africa. SA Journal of Industrial Psychology, 36(2), 1-12. 

https://doi.org/10.4102/sajip.v36i2.925 

Rubin, R. S., Tardino, V. S., Daus, C. S., & Munz, D. C. (2005). A reconceptualization of the 

emotional labor construct. In C. Hartel, W. J. Zerbe, & N. Ashkanasy (Eds.), 

Emotions in organizational behavior. Lawrence Erlbaum Associates. 

Salancik, G. R., & Pfeffer, J. (2003). The organisation as a political arena. In S. Clegg (Ed.), 

Central Currents in Organization Studies (pp. 20-42). Sage Publications. 

Salkind, N. J. (2014). Exploring research (8th Ed.). Pearson Education. 

Salovey, P., & Mayer, J. D. (1990). Emotional quotient (EQ). Noble House of Australia. 

Santos, A., Mustafa, M. J., & Gwi, T. C. (2015). Trait emotional intelligence, emotional 

labour, and burnout among Malaysian HR professionals. Management Research 

Review, 38(1), 67-88. 

Stellenbosch University https://scholar.sun.ac.za

https://doi.org/10.4102/sajip.v36i2.925


152 

Sarkar, S., & Suresh, A. (2018). Emotion work and its effect on employees’ wellbeing. 

Indian Journal of Health and Wellbeing, 4(4), 795-798. 

Schaible, L. M., & Six, M. (2016). Emotional strategies of police and their varying 

consequences for burnout. Police Quarterly, 19(1), 3-31. 

Schaufeli, W. B. (2003). Past performance and future perspectives of Burnout Research. SA 

Journal of Industrial Psychology, 29(4), 1-15. 

Schaufeli, W. B., & Bakker, A. (2004). Job demands, job resources, and their relationship 

with burnout and engagement: A multi-study sample. Journal of Organizational 

Behaviour, 25, 293-315. 

Schaufeli, W. B., & Enzmann, D. (1998). The burnout companion to study and practice: A 

clinical analysis. Taylor and Francis. 

Schaufeli, W. B., Bakker, A. B., Hoogduin, K., Schaap, C., & Kladler, A. (2001). On the 

clinical validity of the Maslach Burnout Inventory and the burnout measure. 

Psychology and Health, 16, 565-583. 

Schneider, T. R., Lyons, J. B., & Khazon, S. (2013). Emotional intelligence and resilience. 

Personality and Individual Differences, 55, 909-914. 

Scott, E. (2020, 20 March) Burnout symptoms and treatment. Verywell Mind. 

https://www.verywellmind.com/stress-and-burnout-symptoms-and-causes-3144516 

Serrat, O. (2017). Understanding and developing emotional intelligence. In Knowledge 

Solutions. Springer. https://doi.org/10.1007/978-981-10-0983-9_37 

Sharma, R. R. (2002). Burnout: Contribution of role related factors. Indian Journal of 

Industrial Relations, 38(1), 81-95. 

Sharma, R. R. (2007). Indian model of executive burnout. VIKALPA, 32(2), 23-38. 

Shaugnessy, J. J., & Zechmeister, E. B. (1997). Research methods in psychology (4th Ed.). 

McGraw Hill. 

Stellenbosch University https://scholar.sun.ac.za



153 

Shirom, A. (2003). Job related burnout: A review. In J. C. Quick & L. E. Tetrick (Eds.), 

Handbook of Occupational Health and Psychology (pp. 245-265). American 

Psychological Association. 

Shi, Y., Olson, D.L., & Stam, A. (2007). Advances in multiple criteria decisions making and 

human systems management: Knowledge and wisdom. IOS Press. 

Shkoler, O., & Tziner, A. (2017). The mediating and moderating role of burnout and 

emotional intelligence in the relationship between organizational justice and work 

misbehaviour. Journal of Work and Organizational Psychology, 33, 157-164. 

Simbula, S., Mazzetti, G., & Guglielmi, D. (2019). A three-wave study on the reciprocal 

relationships between emotional dissonance, need for recovery, and exhaustion. 

Sustainability, 11(5183), 1-16. https://doi.org/10.3390/su11195183 

Slate, R. N., Johnson, W. W., & Wells, T. L. (2000). Probation officer stress: Is there an 

organizational solution? Federal Probation, 64, 56-59. 

Slåtten, T., Svensson, T., & Sværi, G. (2011). Service quality and turnover intentions as 

perceived by employees: Antecedents and consequences. Personnel Review, 40(2), 

205-221. 

Smith, M., Segal, J., Robinson, L., & Segal, R. (2019). Burnout prevention and treatment. 

https://www.helpguide.org/articles/stress/burnout-prevention-and-recovery.htm 

Sohn, H. K., & Lee, T. J. (2012). Relationship between HEXACO Personality Factors and 

Emotional Labour of Service Providers in the Tourism Industry. Tourism 

Management, 33, 116-125. 

Sohn, H., Lee, T. J., & Yoon, Y. (2016). Emotional labor and burnout: Comparison between 

the countries of Japan and Korea. Journal of Travel and Tourism Marketing, 33, 597-

612. 

Stellenbosch University https://scholar.sun.ac.za



154 

Spies, M. (2006). Emotional labour and the experience of emotional exhaustion amongst 

customer service representatives in a call centre. [Unpublished Master’s thesis]. 

University of Stellenbosch. 

Stokdyk, J. (2015, 14 July). Why emotional intelligence matters for accountants. 

AccountingWeb. https://www.accountingweb.com/practice/team/why-emotional-

intelligence-matters-for-accountants 

Storm, K., & Rothmann, S. (2003). A psychometric analysis of the Maslach Burnout 

Inventory-General Survey in the South African police service. South African Journal 

of Psychology, 33(4), 219-226. https://doi.org/10.1177/008124630303300404 

Szczygiel, D. D., & Bzinska, R. (2013). Emotional intelligence as a moderator in the 

relationship between negative emotions and emotional exhaustion among employees 

in service sector occupations. Polish Psychological Bulletin, 44(2), 201-212. 

Szczygiel, D. D., & Mikolajczak, M. (2018). Emotional intelligence buffers the effects of 

negative emotions on job burnout in nursing. Frontiers in Psychology, 9 (2649), 

https://doi.org/10.3389/fpsyg.2018.02649 

Taber, K. (2018). The use of Cronbach’s alpha when developing and reporting research 

instruments in science education. Research in Science Education, 48(1), 1-24. 

https://doi.org/10.1007/s11165-016-9602-2 

Takawira, N., Coetzee, M., & Schreuder, D. (2014). Job embeddedness, work engagement 

and turnover intention of staff in a higher education institution: An exploratory study. 

SA Journal of Human Resource Management, 12(1), 1-10. 

https://doi.org/10.4102/sajhrm.v12i1.524 

Taris, T. W., Schreurs, P. J., & Schaufeli, W. B. (1999). Construct validity of the Maslach 

burnout, inventory - General survey: A two-sample examination of its factor structure 

and correlates. Work Stress, 13, 223-237. 

Stellenbosch University https://scholar.sun.ac.za

https://psycnet.apa.org/doi/10.1177/008124630303300404
https://link.springer.com/article/10.1007/s11165-016-9602-2
https://doi.org/10.4102/sajhrm.v12i1.524


155 

Tavakol, M., & Dennick, R. (2011). Making sense of Cronbach’s alpha. International 

Journal of Medical Education, 2, 53-55. 

Taylor, T., & Geldenhuys, S. (2018, 10 July). Using partial least squares to measure tourism 

students’ satisfaction with work-integrated learning. IntechOpen. 

https://www.intechopen.com/books/tourism-perspectives-and-practices/using-partial- 

least-squares-to-measure-tourism-students-satisfaction-with-work-integrated-learning 

Tett, R. P., Freund, K. A., Christiansen, N. D., Fox, K. E., & Coaster, J. (2012). Faking on 

self-report emotional intelligence and personality tests: Effects of faking opportunity, 

cognitive ability, and job type. Personality and Individual Differences, 52(2), 195-

201. 

Thorndike, E. L. (1920). Intelligence and its uses. Harper’s Magazine, 140, 227-235. 

Toppinen-Tanner, S., Kalimo, R., & Mutanen, P. (2002). The process of burnout in white 

collar and blue-collar jobs: Eight-year prospective study of exhaustion. Journal of 

Organizational Behaviour, 23, 555-570. 

Tsang, K. K. (2011). Emotional labor of teaching. Educational Research, 2(8), 1312-1316. 

Uen, J. F., Chen, S. Y., Chen, H. C., & Lin, C. T. (2016). The effect of employer’s moral 

obligation violation on survivor’s commitment. Personnel Review, 4(2), 214-231. 

Utami, I. & Nahartyo, E. (2013). The effect of type a personality on auditor burnout: 

Evidence from Indonesia. Accounting and Taxation, 5(2), 89-101. 

Van der Colff, J. J., & Rothmann, S. (2009). Occupational stress, sense of coherence, coping, 

burnout and work engagement of registered nurses in South Africa. South African 

Journal of Industrial Psychology, 35(1), 1-10. 

http://www.scielo.org.za/scielo.php?script=sci_arttext&pid=S2071- 

07632009000100001&lng=en&tlng=en 

Stellenbosch University https://scholar.sun.ac.za

https://www.intechopen.com/books/tourism-perspectives-and-practices/using-partial-%09least-squares-to-measure-tourism-students-satisfaction-with-work-integrated-learning
https://www.intechopen.com/books/tourism-perspectives-and-practices/using-partial-%09least-squares-to-measure-tourism-students-satisfaction-with-work-integrated-learning
http://www.scielo.org.za/scielo.php?script=sci_arttext&pid=S2071-%0907632009000100001&lng=en&tlng=en
http://www.scielo.org.za/scielo.php?script=sci_arttext&pid=S2071-%0907632009000100001&lng=en&tlng=en


156 

Van Jaarsveld, P. (2003). The heart of a winner: Developing your Emotional Intelligence. 

Lux Verbi. 

Van Staden, O. S. (2018). Relationship between personality, integrity and counterproductive 

work behaviour: A Namibian study. [Unpublished Master’s thesis]. Stellenbosch 

University. 

Van Tonder, C. L., & Williams, C. (2009). Exploring the origins of burnout among secondary 

educators. South African Journal of Industrial Psychology, 35(1), 1-15. 

Varca, P. E. (2004). Service skills for service workers: Emotional intelligence and beyond. 

Managing Service Quality, 14, 457-467. 

Wang., M., Batt, K., Kessler, C., Neff., A., Iyer., N. N., Cooper, D. L., & Kempton, C. 

(2017). Internal consistency and item-total correlation of patient-reported outcome 

instruments and hemophilia joint health score v2.1 in US adult people with 

hemophilia: Results from the Pain, Functional Impairment, and Quality of life (P-FiQ) 

study. Patient Prefer Adherence, 11, 1831-1839. 

Wegge, J., Van Dick, R., & Von Bernstorff, C. (2009). Emotional dissonance in call centre 

work. Journal of Managerial Psychology, 25(6), 596-619. 

https://doi.org/10.1108/02683941011056950 

Woods, S. A. & West, M. A. (2010). The psychology of work and organizations. Cengage 

Learning. 

World Health Organization (WHO). (2019, 28 May). Burn-out an "occupational 

phenomenon": International Classification of Diseases. WHO. 

https://www.who.int/mental_health/evidence/burn-out/en/ 

Wu, X., & Shie, A. (2017). The relationship between customer orientation, emotional labour 

and job burnout. Journal of Chinese Human Resource Management, 8(2), 54-76. 

Stellenbosch University https://scholar.sun.ac.za

https://www.ncbi.nlm.nih.gov/pubmed/?term=Wang%20M%5BAuthor%5D&cauthor=true&cauthor_uid=29123383
https://www.who.int/mental_health/evidence/burn-out/en/


157 

Zapf, D. (2002). Emotion work and psychological well-being. A review of literature and 

some conceptual considerations. Human Resources Management Review, 12, 237-

268. 

Zapf, D., Seifert, C., Mertini, H., & Isic, A. (1999). Emotion work as a source of stress: The 

concept and development of an instrument. European Journal of Work and 

Organizational Psychology, 83, 371-400. 

Zapf, D., Seifert, C., Schmutte, B., Mertini, H., & Holz, M. (2001). Emotion work and job 

stressors and their effects on burnout. Psychology Health, 16(5), 527-545. 

https://doi.org/10.1080/08870440108405525. PMID: 22804497. 

Zhang, H., Zhou, Z. E., Zhan, Y., Liu, C., & Zhang, L. (2018). Surface acting, emotional 

exhaustion, and employee sabotage to customers: Moderating roles of quality of 

social exchanges. Frontier Psychology. 

https://www.frontiersin.org/articles/10.3389/fpsyg.2018.02197/full 

Zhao, J., Li, X., & Shields, J. (2019). Managing job burnout: The effects of emotion-

regulation ability, emotional labor, and positive and negative affect at work. 

International Journal of Stress Management, 26(3), 315-320. 

Zysberg, L., Orenshtein, C., & Gimmon, E. (2017). Emotional intelligence, personality, 

stress, and burnout among educators. International Journal of Stress Management, 

24(1), 122-136. 

 

  

Stellenbosch University https://scholar.sun.ac.za

https://doi/
https://www.frontiersin.org/articles/10.3389/fpsyg.2018.02197/full


158 

Appendix 1: Ethical Clearance 

 

  

Stellenbosch University https://scholar.sun.ac.za



159 

 

  

Stellenbosch University https://scholar.sun.ac.za



160 

 

  

Stellenbosch University https://scholar.sun.ac.za



161 

Appendix 2: SAICA Newsletter 

 

 

Stellenbosch University https://scholar.sun.ac.za



162 

 

  

Stellenbosch University https://scholar.sun.ac.za



163 

Appendix 3: Online Survey 

  

  

Stellenbosch University https://scholar.sun.ac.za



164 

 

  

Stellenbosch University https://scholar.sun.ac.za



165 

 

  

Stellenbosch University https://scholar.sun.ac.za



166 

 

  

Stellenbosch University https://scholar.sun.ac.za



167 

 

  

Stellenbosch University https://scholar.sun.ac.za



168 

 

  

Stellenbosch University https://scholar.sun.ac.za



169 

 

  

Stellenbosch University https://scholar.sun.ac.za



170 

 

  

Stellenbosch University https://scholar.sun.ac.za



171 

 

  

Stellenbosch University https://scholar.sun.ac.za



172 

 

  

Stellenbosch University https://scholar.sun.ac.za



173 

 

  

Stellenbosch University https://scholar.sun.ac.za



174 

 

  

Stellenbosch University https://scholar.sun.ac.za



175 

 

  

Stellenbosch University https://scholar.sun.ac.za



176 

 

  

Stellenbosch University https://scholar.sun.ac.za



177 

 

  

Stellenbosch University https://scholar.sun.ac.za



178 

 

  

Stellenbosch University https://scholar.sun.ac.za



179 

 

  

Stellenbosch University https://scholar.sun.ac.za



180 

Appendix 4: Informed Consent Form 

 

  

Stellenbosch University https://scholar.sun.ac.za



181 

 

  

Stellenbosch University https://scholar.sun.ac.za



182 

 

Stellenbosch University https://scholar.sun.ac.za




