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The present study examined the impact of gender, display rule
demands, and affective personality traits on emotional exhaustion
in a sample of 232 Pakistani customer services representatives of
cellular companies and banks. Emotion Work Requirements Scale
(Best, Downey, & Jones, 1997) was used to measure display rule
demands; emotional exhaustion was measured using Erickson and
Ritter's (2001) Emotional Exhaustion Scale; while affectivity was
measured through Positive and Negative Affect Schedule (Watson,
Clark, & Tellegen, 1988) and Emotional Intelligence Scale (Wong
& Law, 2002). Analysis revealed that women employees were
significantly higher on emotional exhaustion and hiding negative
emotions as compared to their men counterparts. The final
hierarchical regression model demonstrated that display rule
demands, i.e. hiding negative emotions, negative affectivity, and
emotional intelligence were positive predictors of emotional
exhaustion whereas positive affectivity turned out to be a negative
predictor of emotional exhaustion. Furthermore, Sobel test (Sobel,
1982) indicated that negative affectivity fully mediated the relation
between display rule demands of hiding negative emotions and
emotional exhaustion. Limitations and suggestions for future
studies have been discussed.
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(Goddard, Patton, & Creed, 2001), where employee skills become the
technology (Burke, Greenglass, & Schwarzer, 1996). In their efforts at
managing personal issues, human service professionals frequently
share close emotional experiences with clients (Burke et al., 1996),
which can be emotionally taxing (Moore & Cooper, 1996). Employers
and clients often unrealistic expectations constitute additional
challenges for human service employees (Um & Harrison, 1998). A
growing body of research has reported negative consequences of such
work demands in a significant proportion of human service workers
including social workers and counselors (Burke et al.), teachers
(Greenglass, Burke, & Ondrack, 1990), employees in nursing homes
or similar facilities (Shaddock, Hill, & Van Limbeek, 1998),
psychologists (Kramen-Kahn & Hansen, 1998), and psychiatrists
(Thomsen, Soares, Nolan, Dallender, & Arnetz, 1999). One of the
most significant and frequent negative outcome of customer services
jobs is reportedly emotional exhaustion.

According to Brand (2007), an emotionally exhausted person is
characterized by a depletion of emotional energy and a feeling that
one’s emotional resources are inadequate to deal with the situation at
hand. This “compassion fatigue” as Cordes and Dougherty (1993) put
it, may coexist with feelings of frustration and tension as workers
realize that they cannot continue to give of themselves or be as
responsible to their clients as they have been in the past. Given that
employees in customer services constitute a risk group for emotional
exhaustion, the current study investigated the relationship of display
rule demands, affective dispositions, and emotional intelligence (EI)
with emotional exhaustion and highlighted the role of gender in
these variables.

Display rules demands refer to the degree to which showing and
hiding emotions is seen as an expected part of employee performance
(Wharton & Erickson, 1995) and this deprives the employees of their
emotional autonomy. Diefendorff and Richard (2003) found
significant and positive relationships for demands for both expressing
positive and suppressing negative emotions across variety of jobs and
organizations. Best et al. (1997) found that hiding negative emotions
was positively associated with emotional exhaustion. Similarly, the
requirement to express positive emotions and hide negative emotions
was related positively to physical symptoms for employees in one
organization (Schaubroeck & Jones, 2000). In line with these
empirical findings, Grandey (2000) argued that emotional demands
and display rules are stressful because they create the need to manage
emotional states for the organizational goals, and this emotion work is
the more proximal predictor of stress. In this context, the present study
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hypothesizes that display rule demands of hiding/suppressing negative
emotions would lead to more emotional exhaustion as compared to
display rule demands of expressing positive emotions. The rationale of
this hypothesis comes from the mode of emotional regulation required
to meet the display rule demands. In hiding/suppressing negative
emotions, employees are more likely to undertake surface acting
(Brotheridge & Grandey, 2002; Diefendorff, Croyle, & Gosserand,
2005) which in turn may make them more prone to emotional
exhaustion (Brotheridge & Grandey, 2002) in contrast with deep
acting that is often employed in meeting the display rule demands of
expressing positive emotions. These empirical evidences lead to the
formulation of the first hypothesis of this study.

Affectivity has been defined as a general tendency to experience
a particular mood or to react to objects in a particular way or with
certain emotions (Abraham, 1998). Research has identified two basic
types of affectivity: Positive Affectivity (PA) and Negative Affectivity
(NA). NA is a negative predisposition which is associated with a type
of negative cognitive bias that includes both an affective tendency and
a cognitive style through which individuals interpret their experiences.

In general, most studies considering the effects of NA present a
somewhat dim outlook for high-NA individuals, including the
likelihood of experiencing more frequent episodes of stress and
frustration and lower levels of job satisfaction (Levin & Stokes, 1989).
Because emotional exhaustion is defined as a specific type of stress
reaction, one can expect that high-NA employees will report higher
levels of job related emotional exhaustion than will low-NA
employees. This has further been empirically supported by Parkes
(1990) who found that although NA was not strongly associated with
perceptions of high job demands, when high-NA individuals did
perceive high demands, they responded with higher levels of affective
distress, while low-NA individuals did not exhibit this reactivity.

It must be noted that NA did not predict perception of high job
demands; rather it is the perception of high job demands that make
individuals high on NA more vulnerable to emotional distress. A
person who is constantly required to hide/suppress negative emotions
at job may become more reactive and irritable and this reactivity may
get itself established as a relatively stable part of his/her dispositional
repertoire. Thus perception of high job demands may lead to
emotional distress via NA suggesting its meditational role. This
evidence is evocative of second hypotheses of the present research.

In most of the studies on the relationship between affectivity and
emotional exhaustion, PA has often been a negative correlate of
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emotional exhaustion. Zellars, Perrewé, and Hochwarter (2000) found
that it was neuroticism (which is equated with NA) that predicted
exhaustion and depersonalization component of emotional exhaustion
whereas extraversion (equated with the PA) predicted diminished
accomplishment component of the same.

The correspondence between NA and neuroticism, and PA and
extraversion has been empirically supported (Brief, 1998). Individuals
high on PA may respond more positively to all situations, including
ones in which negative affective events occur. Therefore, these
individuals may have to put less effort to display organizationally
desired emotions. Accordingly, the third hypothesis of the research
was generated.

An individual’s ability to appraise, express, and regulate emotion
in oneself and in others and to utilize these emotions in the thought
processes characterize his or her EI (Salovey & Mayer, 1990).
Oginska-Bulik (2005) postulated that individuals with high level of EI
will perceive their work environment as less stressful and that they
will experience less negative health consequences. In a study by Chan
(2006), results suggested that emotional exhaustion could be
positively influenced by emotional appraisal and positive recognition
and that personal accomplishment could be developed independently
from other dimensions of emotional exhaustion, through the positive
utilization of emotions.

In addition, Gerits, Derksen, Verbruggen, and Katzko (2005)
reported that female nurses with reasonably high level of EI, reported
the smallest number of emotional exhaustion symptoms and that their
male counterparts with higher problem solving and stress-tolerance
skills also reported lower levels of emotional exhaustion. Mikolajczak,
Menil, and Luminet (2007) reported that when confronted with
emotional labor, high trait EI individuals experience lower levels of
emotional exhaustion and somatic complaints. In the light of these
findings, the fourth hypothesis was generated.

Literature on gender differences in emotional exhaustion has
yielded mixed result. Various studies have reported greater emotional
exhaustion (Griffith, Steptoe, & Cropley, 1999), work exhaustion
(Thomsen et al., 1999), and stress (Ptacek, Smith, & Zanas, 1992) in
women. On the contrary, Goddard and Patton (1998) found no gender
differences in emotional exhaustion whereas Burke et al. reported
greater emotional exhaustion in men.

One plausible explanation for gender differences in emotional
exhaustion can be offered in the reasoning that men and women may
experience emotions similarly but express them differently. This has
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empirically been supported by Plant, Hyde, Keltner, and Devine
(2000) who found that women experienced and expressed the majority
of 19 emotions studied more often than men, except anger and pride,
which were thought to be experienced and expressed more often by
men.

Male anger is often thought of as acceptable in organizations and
its direct expression is typically characterized by shouting and yelling,
that becomes the basis for organizational folklore and storytelling
(Aaltio-Marjosola, 1994). Female anger, on the other hand, is often
expressed in more subtle ways, and often results in tears which are
typically seen as an inappropriate response to interpersonal
interactions in organizational situations (Hoover-Dempsey, Plas, &
Wallston, 1986). Thus suppression of negative emotions on the part of
women may increase their vulnerability to emotional exhaustion as
compared to men who may have more opportunities to express their
negative emotions in work settings. Accordingly, the present study
postulated hypotheses on gender differences in emotional exhaustion
and display rule demands. The hypotheses of the study were:

Hypothesis 1: The display rule demands of hiding/suppressing the
negative emotions would lead to more emotional exhaustion as
compared to the display rule demands of expressing positive
emotions.

Hypothesis 2: Negative affectivity would mediate the relationship
between display rule demands of hiding negative emotions and
emotional exhaustion.

Hypothesis 3: Positive affectivity would be the significant and
negative predictor of emotional exhaustion.

Hypothesis 4: Emotional Intelligence would be the significant
and negative predictor of emotional exhaustion.

Hypothesis 5: Women would be significantly higher on emotional
exhaustion as compared to men.

Hypothesis 6: Perception of display rule demands of suppressing
negative emotions at the job would be significantly higher in
women employees as compared to their male counterparts.

Method

Participants

A purposive sample of 232 customer services representatives
(CSRs) from various cellular service providers and private banks of
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Islamabad and Rawalpindi, Pakistan, was drawn. Equal number of
CSRs from both the professions were included. Furthermore, 58 men
and 58 women were chosen from each occupational category. The
minimum academic qualification of the sample was graduation. The
age range of the sample was 19 to 57 years (M = 26.36, SD = 5.37).
Participants’ job experience ranged from 1 to 30 years (M = 4.18,
SD = 4.26). Data was collected at the offices of cellular services
providers and banks.

Measures

Emotional Exhaustion Scale. Emotional exhaustion was measured
through a seven-item, summated rating scale developed by Erickson
and Ritter (2001). It was a 7-point scale ranging from 0 = “never felt
this way while at work” to 6 ="felt this way every day”; where
respondents were asked to indicate how often they had experienced
each of the enlisted situations during the previous six months period.
High scores corresponded to higher level of emotional exhaustion and
vice versa. The scale had been found to be a consistent and reliable
measure of emotional exhaustion with a reported alpha of .90
(Erickson & Ritter, 2001). This was supported by the present study;
the researchers found an internal reliability of .81.

Emotion Work Requirements Scale. Display rule demands were
measured by seven-item Emotion Work Requirements Scale (EWRS;
Best et al. 1997). The EWRS comprised two subscales which included
the subscale of display rule demands of expressing positive emotions
(four items) and the subscale of display rule demands of hiding
negative emotions (three items); it was a 5-point scale (ranging from
1 = never required to 5 = always required) and tapped the level to
which employees reported that their emotional displays were
controlled by their jobs. The respondents were asked to indicate how
often they were required to show (or hide) emotion during their job
while interacting with the customers. High scores indicated more
stringent display rule demands and vice versa. Brotheridge and
Grandey (2002) reported an alpha of .78 for display of positive
emotions subscale, and an alpha of .77 for hiding negative emotions
subscale. For the present study, display rule demands of expressing
positive emotions yielded an internal consistency of .70 and display
rule demands of hiding negative emotions were found to have an
alpha of .71.
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Positive and Negative Affect Schedule.  Positive and negative
affectivity were measured through Positive and Negative Affect
Schedule (PANAS) developed by Watson et al. (1988). Responses
were recoded on a 5-point Likert scale ranging from 1 = “very slightly
or not at all” to 5 = “extremely” regarding the degree to which the
respondents generally felt the enlisted emotions in their lives. Watson
et al. (1988) conceptualized PA and NA as two separate constructs.
Accordingly, the scale comprised two subscales, each consisting of 10
emotions. In the present study, the scale operationalized PA and NA
as traits. Cronbach’s alphas of .86 and .91 for PA and .85 and .83 for
NA have been reported in successive studies (Schaubroeck & Jones,
2000); the current study reported an internal consistency of .76 for PA
and .81 for NA, which demonstrate sound internal consistency of the
scale.

Emotional Intelligence Scale. Emotional intelligence was measured
through 16 item Emotional Intelligence Scale (Wong & Law, 2002). It
was a 6-point Likert scale ranging from 1 “strongly disagree” to 6
“strongly agree”. High scores corresponded to high levels of
emotional intelligence. Wong and Law (2002) demonstrated sound
psychometric properties of their measure with an alpha coefficient of
.94, Its convergence validity with measures of emotional intelligence,
the Trait Meta-Mood Scale (TMMS; Salovey, Mayer, Goldman,
Turvey, & Palfai, 1995) and the EQ-i (Bar On, 1997) and discriminant
validity with Big Five personality dimensions and a measure of IQ by
Eysenck (1979) is reported. The alpha coefficient for the present study
was found to be .89.

Procedure

The administrative officials of various cellular providers and
banks in Islamabad and Rawalpindi, Pakistan, were personally
contacted and after their final approval employees in customer
services were personally approached by the researcher.

Those customer services representatives who consented for
participation in the study were given the booklets containing study
scales. All the scales were in English language and were administered
in the work settings of the participants. They were informed about the
objectives of the study and were told how to respond to items of
different scales contained in the booklets; written instructions also
accompanied each booklet. The employees were assured of the
confidentiality of the information they provided and were heartily
thanked for their cooperation and support.
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Results

Table 1 shows the zero-order correlations among the variables
included in this study and descriptive statistics.

Table 1

Means, Standard Deviations, and Correlations between Gender,
Display Rule Demands, Affective Traits, and Emotional Exhaustion
(N =232)

Variables M SD 12 3 4 5 6 7
1.Gender” - .06 .17** 10 -08 .04 .19%*
2.DR positive emotions 14.51 3.06 - A1FE A3Fx 3TEX (03 ]9**
3.DR negative emotions 9.66 2.87 - 17* 5% 17 23%*
4.Emotional intelligence 72.36 11.77 - ASFE _14% 13%*
5. Positive affectivity =~ 33.92 6.48 - -.13* -.06
6. Negative affectivity 23.68 7.22 - 3%

7. Emotional exhaustion 16.93 9.28 -

Note. Read DR positive emotions as display rule demands of expressing positive emotions and
DR negative emotions as display rule demands of hiding negative emotions.

?Gender was coded as Male = 1, Female = 2.
*p <.05, **p < .01

All measures have obtained satisfactory internal consistency over
.70. To examine the incremental validity of personality factors over
the situational characteristics in accounting for variance in emotional
exhaustion, hierarchical regression analysis was conducted. Gender
was entered as covariable at step one. Display rule demands of
expressing positive emotions and hiding negative emotions were
entered on the second step. Next, personality factors including
affectivity and emotional intelligence were included on the third step.

The results of the regression analysis revealed that at step I
gender constituted a statistically significant model explaining 3.5% of
the variance in emotional exhaustion. At step II, the display rule
demands explained a significant additional variance of 5.4% in
emotional exhaustion. The model identified display rule demands of
hiding negative emotions as positive predictor of emotional
exhaustion whereas display rule demands of expressing positive
emotions was not a significant predictor. At step III, personality
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factors contributed with statistically significant R* changes to the
variances of emotional exhaustion. NA was found to be the positive
predictors of emotional exhaustion whereas PA turned out to be the
significant and negative predictor of emotional exhaustion. Emotional
intelligence was also found to be the significant and positive predictor
of emotional exhaustion. Display rule demands of hiding negative
emotions was no more a significant predictor of emotional exhaustion
in the final model whereas display rule demands of expressing
positive emotions turned out to be the significant predictor of the
same. This provided a clue for the potential mediational effect of NA
on the relationship between display rule demands of hiding negative
emotions and emotional exhaustion (see Table 2).

Table 2

Hierarchical Regression Analysis Predicting Emotional Exhaustion
from Display Rule Demands and Affective Traits (N = 232)

Predictor AR’ p
Step 1 044
Gender 9%
Step 2 5%
DR positive emotions 12
DR negative emotions 16*
Step 3 J1EEE
Emotional intelligence 14*
Positive affectivity -.14*
Negative affectivity S
Total R’ 20%%*

Note. Read DR positive emotions as display rule demands of expressing positive
emotions and DR negative emotions as display rule demands of hiding negative
emotions.

*p <.05, **p < .01, ***p <.001

This mediational potential of NA was further ascertained
according to the guidelines of Baron and Kenny (1986) who argued
that three conditions are necessary in order to test a mediating
relationship. First, the independent variable (display rule demands of
hiding negative emotions) must predict the dependent variable
(emotional exhaustion). Second, mediator (NA) must predict the
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dependent variable (emotional exhaustion). Finally, the independent
variable (display rule demands of hiding negative emotions) must
predict the mediator (NA). When these three conditions are met,
mediation is suggested if the effect of independent variable is reduced
(partial mediation) or become nonsignificant (full mediation) after
entering the mediator into the model. The first condition for testing the
mediation has been demonstrated in Table 2 (Step 1I) where display
rule demands of hiding negative emotions significantly predicted
emotional exhaustion. The second condition is evident in Table 2
(Step IIT) where NA significantly predicted emotional exhaustion. The
third condition is made evident in Table 3 (Step Il and III) where only
display rule demands of hiding negative emotions significantly
predicted NA.

Table 3

Hierarchical Regression Analysis Predicting Negative Affectivity from
Display Rule Demand, Emotional Intelligence, and Positive Affectivity
(N=232)

Predictors AR’ B
Step 1 .001

Gender .04
Step 2 04%%*

DR positive emotions -.12

DR negative emotions 22 %%
Step 3 .03*

Emotional intelligence -12

Positive affectivity -.10
Total R’ 07%*

Note. Read DR positive emotions as display rule demands of expressing positive
emotions and DR negative emotions as display rule demands of hiding negative
emotions.

*p <.05, **p <.01

The final evidence of mediation is evident as the effect of display
rule demands of hiding negative emotions on emotional exhaustion
became nonsignificant when NA was entered into the model in the
third step of Table 2. Therefore, the results indicated that NA fully
mediated the relationship between display rule demands of hiding
negative emotions and emotional exhaustion.
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The mediational analysis of the current study was further
supplemented by Sobel (1982) test. The test statistic determines the
indirect effect of the independent variable on the dependent variable
trough the mediator. Reported p values are acquired from the unit
normal distribution under the assumption of a two-tailed test of the
hypothesis that the mediated effect is zero in the population using
+1.96 as the critical values (Preacher & Hayes, 2004). A significant
p value signifies mediation. Results of the Sobel test indicate that NA
fully mediated the relationship between display rule demands of
hiding negative emotions and emotional exhaustion (z = 2.61, p <.01).
The test further elucidated that 41.2% of the total variance explained
by display rule demands of hiding negative emotions in the emotional
exhaustion was attributable to the mediational effect of NA.

Table 4

Means, Standard Deviations, and t-test analysis for Gender
differences on Display Rule Demands, Affective Traits, and Emotional
Exhaustion (N = 232)

Men Women
(n=116) (n=116) Cohen's  95% CI
Variables M SO M SD t230) d LL UL

DR positive emotions 14.32 3.05 14.69 3.07 .90 .12 -0.27 0.51

DR negative emotions 9.17 2.87 10.15 2.80 2.62** 35 -0.02 0.71
Emotional intelligence 71.16 11.99 73.56 11.45 1.56 .21 -1.29 1.71
Positive affectivity ~ 34.43 6.49 33.41 445 1.19 .18 -0.53 0.89
Negative affectivity  23.41 6.97 2393 749 55 .07 -0.86 0.99
Emotional exhaustion 15.21 8.79 18.64 9.46 2.87** 38 -0.79 1.55

Note. Read DR positive emotions as display rule demands of expressing positive
emotions and DR negative emotions as display rule demands of hiding negative
emotions; CI = Confidence Interval; LL = Lower Limit; UL = Upper Limit.

#35p < 01

Table 4 presents independent sample ¢-tests for exploring gender
differences in emotional exhaustion, affectivity, emotional
intelligence, and display rule demands. Significant gender differences
were evident on emotional exhaustion and display rule demands of
hiding negative emotions.
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Discussion

The current study has integrated both job and personal factors
that may have a significant contribution in emotional exhaustion
among customer services representatives. The significant effect of
display rule demands of hiding negative emotions on emotional
exhaustion provides an empirical support for our first hypothesis (see
Table 2, Step II). In the context of customer services, negative
emotions may arise as a consequence of interaction with difficult
customers. In such a situation, customer service representatives have
to comply with the display rule demands of hiding negative emotions
that reduces their display rule latitude, which in turn may lead them to
experience emotional dissonance (Kruml & Geddes, 2000a). The
inauthenticity of this surface-level process, showing expressions
discrepant from feelings, is related to stress outcomes (Abraham,
1998; Erickson & Wharton, 1997) and emotional exhaustion (Kruml
& Geddes, 2000b) due to the internal tension and the physiological
effort of suppressing true feelings (Pugliesi, 1999).

Among the personality factors, NA turned out to be the most
important predictor of emotional exhaustion and it fully mediated the
relationship between display rule demands of hiding negative
emotions and emotional exhaustion. Hence the second hypothesis was
also supported (Soble’s Z = 2.61, p < .01). While complying with the
display rule demands of suppressing negative emotions, employees
are more likely to become emotionally dissonant (Morris & Feldman,
1996) and this dissonance may lead them to experience negative
emotions. Since compliance with the display rule demands is an
important and ongoing facet of customer services jobs, the negative
emotions and emotional dissonance spawned by employees’ efforts at
suppressing/hiding negative emotions would continue to accumulate
over time. This cyclic process may lead customer services
representatives to internalize negative emotions and this may get
transformed to relatively stable personality trait; thus making them
more prone to evaluate their situational cues more negatively and
come up with such coping mechanisms as can be ineffective in coping
with the situational demands. When such an individual is to observe
the display rule demands of hiding the negative emotions, s/he is to
undertake more and more emotional regulation via surface acting
(Gross, 1998) resulting in more emotional dissonance which would
exacerbate his/her emotional exhaustion.

As discussed earlier, affective dispositions of individuals
influence the intensity of their emotional responses to work events
(Weiss & Cropanzano, 1996). PA turned out to be the significant and
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negative predictor of emotional exhaustion providing support for the
third hypothesis (see Table 2, Step III). This has been further
augmented by Schaubroek and Jones (2000) who found that
employees with different affective styles evaluate and perceive the
same display rules differently; the acting mechanisms they choose to
engage in also vary. When a high PA employee is asked to display
positive emotions during a service transaction, this individual may
perform such emotional labor with very little degree of “acting” and
hardly recognize the effort of “acting cheerful.” Consequently, such
an individual is unlikely to be a prey to emotional exhaustion as s/he
has exerted little effort in adhering to display rules.

The significance of EI as the positive predictor of emotional
exhaustion was contrary to the fourth hypothesis (see Table 2, Step
IIT) and appears to be contradictory with the pertinent literature.
Various recent researches that have studied the relationship between
emotional intelligence and emotional exhaustion have hypothesized
the negative relationship between EI and emotional exhaustion. For
instance, Duran, Extremera, Rey, Fernandez-Berrocal, and Montalban
(2006) reported that perceived EI accounted for non overlapping
variance on academic emotional exhaustion and engagement above
and beyond classic constructs predicting these criterion measures such
as perceived stress and general self-efficacy among college students.
On a close scrutiny of their article, these researchers, however, appear
to be over optimistic regarding the potentials of EI in predicting
emotional exhaustion. The zero order correlations reported by these
authors revealed that among various subscales of TMMS (Salovey et
al., 1995) and emotional exhaustion, only mood repair was the
significant negative correlate of emotional exhaustion whereas there
was virtually no relationship between attention to feelings subscale
and emotional exhaustion (» = .00) and a negligible magnitude of
negative relationship between mood clarity and emotional exhaustion
(r = -.08). In their regression analysis, none of the component of EI
was a significant predictor of emotional exhaustion. In another recent
study of nurses, Brand (2007) measured EI through Swinburne
University Emotional Intelligence Test (SUEIT; Palmer & Stough,
2001) and found that understanding emotions external was a positive
predictor of emotional exhaustion (B = .39, p = .00), while emotional
management turned out to be negative predictor of the same (f = -.46,
p = .000). None of the other dimensions of EI turned out to be the
significant predictor of emotional exhaustion. In the same vein, Duran,
Extremera, and Rey (2004) reported nonsignificant positive
correlation between emotional exhaustion and attention to feelings
subscale of TMMS (Salovey et al.), whereas nonsignificant negative
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relationships between the other two subscales of TMMS and
emotional exhaustion.

Emotional intelligence in relation to emotional exhaustion has
been a relatively less explored area and the aforementioned few
studies present mixed findings regarding the nature of relationship
between EI and emotional exhaustion. A limitation of the current
investigation in this regard is that it did not study EI on facet level
despite the fact that the constructs is multidimensional. Another
potent reason for the mixed results pertaining to EI and emotional
exhaustion lies in the fact that all of the studies examining the two
constructs have used self report measures of emotional intelligence.

The fifth hypothesis of the study was supported as women were
found to be significantly higher on emotional exhaustion as compared
to men (see Table 4). Women might become more prone to emotional
exhaustion because they generally employ emotion-focused coping to
regulate the corresponding emotional response (Ptacek et al., 1992) in
contrast with men who are more likely to use more problem-focused
methods aimed directly at the stressor (Skues & Kirby, 1995).

The sixth hypothesis of this study was also supported as women
were found to be significantly higher on hiding the negative emotions
(see Table 4). Women’s higher score on display rule demands of
hiding negative emotions can be explained in terms of their very
socialization in Pakistani culture. Women are brought up to express all
feelings openly except anger, while men are socialized to suppress
most feelings, but to express anger freely (Sharkin, 1993). This
differential pattern of emotional expression and suppression may
explain why women, in contrast with men, were more prone to
perceive that their jobs require them to hide negative emotions.

Limitations and Suggestions for Future Research

The reliance on self-report, cross-sectional, perceptual measures
constitutes perhaps the most serious limitation of the present study as
it increases the likelihood of inflating the observed relationships
spuriously on account of common method variance. However, the
range of correlations in the present study is .03 to .45 (see Table 1)
and, despite the fact that many of the correlations were significant,
none were aberrantly high. Moreover the cross-sectional design of this
study did not allow casual interpretation of the findings.

The present study has focused on the personal and job variables
that have relevance with emotional exhaustion. There are certain other
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affective variables which are exogenous to job or personality factors.
Positive and negative affective events at work are example of such
factors which must be studied in relation to emotional exhaustion. It
could be that positive and negative emotional events may influence
the commitment to display rules and people with various affective
dispositions may react differently to these events resulting in
differential patterns of emotional exhaustion. Furthermore, the future
studies should incorporate newer ability measures of EI such as the
Mayer-Salovey-Caruso Emotional Intelligence Test (MSCEIT; Mayer,
Salovey, & Caruso, 2002).

Despite these limitations, the present study corroborates the
relative contribution of situational demands and personality factors for
predicting emotional exhaustion in customer services. The insight
provided by the present study offers certain implications for customer
services as per their selection practices and job demands. The
employees hired in customer services should be screened for NA and
the management should arrange for the positive emotional events at
work through recreational activities, better psychological work
environment, social and organizational support to shield this most
vulnerable occupational category from burnout.

Implications

The present study elucidates certain implications in customer
services. Firstly, the role of affectivity in emotional exhaustion makes
the construct very pertinent to recruitment and selection procedures in
customer services. It follows from the findings of this study that
selection devices used in customer services must incorporate
assessment of affectivity, since employees with higher levels of PA
and lower levels of NA are significantly less prone to emotional
exhaustion. Particularly, the meditational role of NA in display rule
demands and emotional exhaustion among customer services signify
the importance of NA as a pertinent personal trait in the selection
criteria. Secondly, the findings suggest that women are significantly
higher in complying with the display rule demands of hiding negative
emotions and this may justify why women are better candidates of
customer service jobs. However, hiding or suppressing negative
emotions on the job may enhance female employees' vulnerability to
emotional exhaustion. Customer service organizations, therefore, must
provide a facilitative work environment replete with positive emotions
and organizational support to buffer the impact of suppressing
negative emotions on the job.
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Conclusion

Overall the study has demonstrated that NA is not only a
significant predictor of emotional exhaustion in customer services but
it also plays a meditational role in display rule demands and emotional
exhaustion. The study has provided evidence for gender differences in
emotional exhaustion and display rule demands and suggested a more
vulnerable status of female customer service representatives to
emotional exhaustion since they are found to be significantly higher
on hiding negative emotions on their job. Finally, this research also
suggests a shielding role of PA from getting emotionally exhausted as
it turned out to be a significant and negative predictor of emotional
exhaustion.
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