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Abstract

Objectives: Although there have been studies linking personality to selected aspects of functioning at work, Polish literature
reports a shortage of detailed analyses considering, e.g., specific professional groups or certain variables. The aim of our
study was to explore the links between personality traits and emotional labor, work engagement and job satisfaction among
service workers. Material and Methods: The study was based on a cross-sectional, self-report survey of 137 workers rep-
resenting different service industries in Poland. Each participant received a demographic data sheet and a set of question-
naires: NEO Five-Factor Inventory, the Deep Acting and Surface Acting Scale, the Job Satisfaction Scale and the Utrecht
Work Engagement Scale — all in their Polish versions. Results: A correlation analysis revealed numerous relationships
between the examined variables. However, results of the regression analysis showed that only some personality traits were
related with individual aspects of functioning at work. Neuroticism accounted for the phenomenon of faking emotions.
Conscientiousness was significantly related to general work engagement, vigor and dedication. Agreeableness and neuroti-
cism significantly predicted job satisfaction. Conclusions: Individual personality traits account for various aspects of work

functioning. Int J Occup Med Environ Health 2016;29(5):767-782
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INTRODUCTION

The roots and outcomes of functioning at work have been
addressed by a number of studies. While looking for vari-
ables accounting for an individual’s successful functioning
at work, researchers have referred to factors related to
job characteristics and to an employee’s personality traits.
One of the frequently considered variables is personality
defined as a constant pattern of traits, tendencies or char-
acteristics that make an individual’s behavior stable [1].
Costa and McCrae [2,3] have presented a famous mod-
el of personality known as the Five-Factor Model, often

Received: January 20, 2015. Accepted: October 5, 2015.

referred to as the big five. The model includes such fea-
tures as neuroticism, extraversion, openness to experience,
agreeableness and conscientiousness. Neurotic individuals
are characterized as vulnerable and inclined to experience
negative emotions. Extraverted people are energetic, as-
sertive, active and sociable, and they tend to experience
positive emotions. Openness to experience is defined by
such qualities as open-mindedness, divergent thinking
and artistic creativity. Agreeableness implies such traits as
warmth, trust and cooperativeness. Finally, conscientious-
ness, which describes individuals who are well-organized,
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responsible, reliable, thorough and hardworking [3-5].
Using these personality traits, researchers have explained
various aspects of work functioning, e.g., job perfor-
mance [6], organizational behavior [7] or workaholism [§].
A large variety of existing professions includes those in
the case of which successful performance depends specifi-
cally on an individual’s interpersonal predispositions. This
relates, for instance, to social service professions, which
involve working directly with people and thus, particu-
larly frequent and close contacts with clients. Apart from
professional competencies, such professions require more
emotional engagement in interactions with clients than
other jobs [9].

Therefore, an important aspect of functioning at work is
emotional labor, which can have either positive or nega-
tive consequences for an employee. What is interesting
though, is that contemporary studies concerning func-
tioning in service occupations have excessively focused on
negative outcomes, such as stress [10] or burnout [11]. As
a result of taking efficient actions with regard to those is-
sues, researchers tend to turn their attention to work en-
gagement [12] and job satisfaction. They describe those
aspects of direct interactions with people which are in
demand. Emotional labor, work engagement and job sat-
isfaction are correlated with job-describing variables [13-
15], but also with non-work relations [16] and a worker’s
personality [17-20]. The purpose of the present study was
to analyze the relationships between personality traits dis-
tinguished in the Five-Factor Model and emotional labor,
work engagement and satisfaction derived from the work
in services.

Another argument which should be taken into consid-
eration, is the fact that studies focusing on the above
variables, and especially on emotional labor, have been
rarely conducted in cultural zones outside the United
States [21,22], whereas cross-national research has shown
interesting differences between Western and Eastern ser-
vice workers. For instance, display rules related to anger,
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fear and sadness experienced at work are more restrictive
in Singapore when compared to the United States, al-
though display rules for happiness, disgust and contempt
are equivalent across these 2 nations [23].

Moreover, studies conducted by Klassen, Uher, and
Bong [24] have shown differences in job satisfaction
among teachers in North America (USA, Canada) and
Korea. Teachers in Korea were less satisfied with their job
than those in America. Additionally, job satisfaction was
associated with job stress only among North American
teachers. Results of the study by Hu et al. [25] have also re-
vealed differences in the levels of work engagement across
employees of Eastern and Western cultures. Employees
in countries such as the Netherlands, Spain, and Finland
show higher levels of work engagement than employees in
China and Japan. These findings suggest that Polish popu-
lation may also differ from other nations as it incorporates
elements of both Western and Eastern culture [26,27].

Emotional labor

Emotional labor is a specific aspect of functioning in an oc-
cupation involving service, which is likely to be correlated
with personality traits. The term “emotional labor,” intro-
duced by Hochschild [28], refers to expressing emotions
expected to be shown during professional interactions in
occupations involving providing services. Emotional labor
is an indispensable component of a professional role and it
is continually performed during doing professional duties.
It requires control of one’s emotions, so as to, during in-
teractions with clients (patients, students, guests), display
emotional states that meet the demands determined by an
employer and job characteristics. Its purpose is to evoke
specific emotions in clients, most often positive ones, and
consequently, to achieve objectives set out by an organiza-
tion or company.

In this context, emotion control increases effectiveness
and constitutes an element of the performed profes-
sion, for which a worker is remunerated. It also increases
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self-efficacy, facilitates an employee’s self-expression and
strengthens his/her identification with the role. This, in
turn, may make emotional labor enjoyable and improve
mental and physical well-being [29,30]. Emotional labor
is demanding, therefore, it also results in stress, burnout,
lower job satisfaction or deteriorating health [30-35].
Hochschild [28] has pointed out that emotional labor may
involve surface or deep acting. Surface acting involves
changing one’s emotional expression when dealing with
clients, but only by putting on an appearance and present-
ing signs of the required emotions, such as benevolence,
enthusiasm or interest. Meanwhile, the employee’s per-
sonal emotions remain unchanged. Therefore, despite put-
ting on a happy face, he or she may in fact feel reluctant.
In deep acting, on the other hand, personal impressions
change and this leads to modification of an emotional ex-
pression. In practice, emotional labor means suppression,
hiding, faking or strengthening emotions or their expres-
sion; however, according to Ashforth and Humphrey [30],
the term also refers to expressing true emotions that com-
ply with the standards determined for a given profession.
Emotional labor, perceived as internal emotion regulation
processes [31,36,37], depending on its form, requires ac-
tivation of different strategies. Deep acting requires an-
tecedents, i.e., actions at the beginning of the emotional
process, before an emotion and its expression are fully
experienced. These actions include selection or modifica-
tion of circumstances, focused attention and cognitive re-
interpretation — the way of thinking about a given situation
that will increase or reduce the chances for the emotion to
emerge [36].

On the other hand, surface acting involves modification
of the emotional response, when no antecedents have
been applied or they have proved unsuccessful. Lee and
Brotheridge [37] have distinguished 2 components of sur-
face acting: hiding and faking emotions. Faking emotions
means pretending the feelings which are expected from
an employee and expressing unfelt emotions, while hiding

feelings — suppressing negative or adverse emotions, re-
straining expression of the true feelings or concealing
one’s emotions.

According to Grandey [36], surface acting involves higher
costs and leads to less favorable outcomes than deep act-
ing. Many studies [18,31,34,38-44] confirm this hypothe-
sis. At the same time, research findings have shown a posi-
tive correlation between deep acting and the feeling of
personal accomplishment [31,32,34]. However, there are
some differences between countries regarding emotional
labor, e.g., a study comparing American and Chinese ser-
vice workers [45] has shown that surface acting was less
likely to contribute to job burnout among the Chinese.
The findings have also shown a negative correlation be-
tween deep acting and depersonalization among the Chi-
nese workers, but no such effect was identified in the case
of the American employees. In other words, service work-
ers in these 2 cultures, individualistic and collectivistic,
experience different consequences of emotional labor.
This observation may be of importance in our study, as it
was conducted in a culture characterized by a mixture of
the values from the 2 mentioned above countries.
Previous studies investigating emotional labor have shown
that its type and intensity also depend on various aspects
of a service provider’s personality [34,46-49]. Personal-
ity most often has been analyzed according to the big five
model, which made it possible to identify varied relation-
ships between personality traits and emotional labor.

And so, neuroticism correlated with surface acting, and
agreeableness and extraversion with deep acting [41,50,51].
Conscientiousness negatively correlated with surface act-
ing [50] and positively with deep acting [52], and also ex-
traversion negatively predicted surface acting [53]. A study
conducted in a group of teachers has shown that openness
to experience correlated positively with surface acting and
deep acting [52]. Findings of a survey conducted among
people employed in Korean tourism industry has shown
that extraversion and conscientiousness had a positive
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influence on deep acting; and agreeableness and openness
had a positive impact on both surface and deep acting [54].
Based on the above studies, we predicted that neuroticism
would positively correlate with surface acting, extraver-
sion, and openness; conscientiousness would correlate
positively with deep acting and negatively with surface
acting, whereas agreeableness would show a positive re-
lationship with both surface and deep acting (H1). This
hypothesis may be supported by the following potential
mechanisms [3-5].

Neurotic people are nervous, stressed, unsatisfied and tend
to experience a variety of negative emotions, including
anxiety, guilt, sadness and angry hostility. Their emotional
labor, i.e., showing emotions relevant for the performed
profession, may, therefore, be a form of defense against
an anticipated unfavorable response of the environment
to their authentic negative emotions. For this reason, such
individuals may suppress their real feelings and express
fake emotions expected of them by the clients. Extravert-
ed people, having qualities such as warmth, cheerfulness
and vigor, feel more comfortable in professional interac-
tions requiring a smile, or an expression of enthusiasm or
interest. Therefore, they may engage in deep acting rather
than in surface acting.

Similarly, individuals open to experience, who perceive
interpersonal cues and are generally interested in inter-
actions with other people, may naturally engage in deep
acting. Still, because of their nonconformity, they may be
reluctant to perform surface acting, which requires adjust-
ment to imposed rules and creates artificial interactions.
On the other hand, conscientiousness, which implies ethi-
cal consistency, may foster deep acting as a behavior which
is true to one’s personality and it may mitigate the ten-
dency to hide and fake feelings, as a form of manipulation.
However, for individuals with a high level of agreeable-
ness, appropriate relations and cooperation with others
are so important that they may engage in both forms of
emotional labor.
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Work engagement

The work engagement model predominantly used in re-
search has been proposed by Schaufeli et al. [55]. Work
engagement is defined as “(...) a positive, fulfilling, work-
related state of mind that is characterized by vigor, dedica-
tion, and absorption” [55, p. 74]. Vigor refers to the high
amount of energy and flexibility displayed by an individual
at work. It is also manifested by the persistence and effort
put into work despite any encountered difficulties. Dedica-
tion is related to the sense of pride, meaning and purpose
as well as inspiration and enthusiasm; and it makes occupa-
tional events being perceived like a challenge. Absorption,
on the other hand, is related to being completely focused
on the job. An individual is so preoccupied with his/her
work that he/she cannot take a break, and time is running
very fast [55]. Available studies have reported a higher level
of work engagement among employees from the Western
countries when compared to the Eastern cultures [25,56].
The relationship between personality and work en-
gagement has been confirmed in numerous studies, yet
the findings are inconsistent. Available results suggest that
conscientiousness is correlated with work engagement,
not only in general but also in the aspects of vigor, dedica-
tion and absorption [57-60]. This correlation is positive.
What is more, neuroticism is generally negatively corre-
lated with work engagement [58-60] or vigor [57].
Although essentially related to social involvement, extra-
version is reported to correlate with work engagement in
diverse ways. A study by Woods and Sofat [61] in British
adults employed in office environments, suggests a posi-
tive correlation between extraversion and engagement, yet
this finding has not been confirmed by the study investigat-
ing employees of the freight department of an airport in
China [58]. On the other hand, the correlation between
agreeableness and work engagement was either posi-
tive [58-60] or statistically non-significant.

A high level of openness to experience points to experien-
tial engagement, however, in this case, just like in the case
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of extraversion, associations are diverse — either posi-
tive [60] or there are no relationships [57]. Work engage-
ment is an ongoing process rather than an isolated event.
Therefore, it requires triggering resources by an individu-
al. By using their resources, such as ability to work system-
atically, to plan, meet deadlines and obey rules, employees
are able to engage in tasks they were entrusted with, and
derive satisfaction from them. Hence, these tasks are not
perceived as excessively demanding, but rather as a pros-
pect of development [58].

By reference to the available studies and theoretical
framework regarding work engagement and the big five
model, we put forward a hypothesis that personality traits
related to work engagement include conscientiousness
(positive correlation), extraversion (positive correlation),
agreeableness (positive correlation) and neuroticism
(negative) (H2).

Job satisfaction

Another measure describing functioning at work is sat-
isfaction derived from the performed professional role.
Job satisfaction is the most popular term, emphasizing
a subjective nature of such an evaluation. Job satisfaction
is defined as giving meaning and quality to professional
duties [62]. While describing satisfaction derived from
performance of a professional role, attention is paid to
its emotional and cognitive aspect. Emotional aspect in-
volves feelings towards work and feelings generated at
work [62]. Cognitive aspect, on the other hand, refers to
what individuals think about and how they evaluate their
work [62]. The cognitive aspect may be related either to
individual evaluations (remuneration, working condi-
tions, opportunities for development) or to the overall
evaluation [63].

Correlation between personality and job satisfaction has
been confirmed by research findings [17,64]. However,
correlations between the traits distinguished in the big five
model and job satisfaction vary. Judge et al. [64] carried

out a meta-analysis, which has shown that extraversion
and conscientiousness (both positively correlated) as
well as neuroticism (negatively correlated) were the most
significant traits for professional satisfaction. This find-
ing has been confirmed, for example, by a study focus-
ing on a group of sworn police officers. That study has
shown a negative correlation of job satisfaction with neu-
roticism, and a positive correlation with extraversion and
conscientiousness [17].

While analyzing the relationship between individual per-
sonality traits and job satisfaction, attention should be paid
to certain mechanisms. Individuals with high levels of neu-
roticism experience a greater number of negative events
than others, even at work. On the other hand, extraverted
individuals establish more professional relationships that
can foster greater professional satisfaction, especially in
service professions. Conscientiousness is conducive to
greater professional efficiency, which increases the likeli-
hood of obtaining satisfying benefits from work, both for-
mal (pay, promotion) and informal (recognition) [64].
With the aforesaid findings in mind and based on the big
five model, we put forward a hypothesis that extraversion
and conscientiousness would be positively correlated,
while neuroticism would be negatively correlated with job
satisfaction (H3).

Summing up, the purpose of the present study was to ana-
lyze the relationships between personality traits and work
engagement, emotional labor (surface and deep acting),
and job satisfaction among individuals performing profes-
sions involving providing services.

MATERIAL AND METHODS

Participants

The sample was strictly selected and consisted of 137 par-
ticipants performing service professions from the South-
ern Poland area (Kielce). Their selection was determined
by the nature of the analyzed variables, especially of emo-
tional labor which these occupations involve. Women
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accounted for 90.5% (N = 124) of the group and men for
the remaining 9.5% (N = 13).

The subjects’ age ranged 20-54 years with the mean (M)
of 37.18 (standard deviation (SD) = 10.19), whereas
their work experience ranged 1-33 years (M = 18.12,
SD = 7.41). All the study participants were economi-
cally active and they were employed in service industries
(41% in commercial and 59% in non-commercial sectors).
Professions they performed included, e.g., a nurse, a wait-
ress, a receptionist, a seller, a guide, a coach, an account
advisor. The sample included both commercial and non-
commercial service providers because this approach made
it possible to acquire results concerning service profes-
sions in general.

Approximately 50% of the participants had secondary
education, 21.3% - college education, whereas 27.9%
of them had higher education. The participants most often
described their financial situation as average (46.7%) or
good (41.6%). Sixty-four percent of the respondents were
married, 2.9% of them were widowed, 5.9% divorced,
whereas the remaining 26.5% were single.

Measures

The following questionnaires were employed in the study:

- Personality - traits were measured using the Polish
version of the NEO Five-Factor Inventory by Costa
and McCrae [65]. The inventory measures 5 basic
personality traits included in the big five theory [2],
i.e., neuroticism, extraversion, openness to experi-
ence, agreeableness, conscientiousness. The inventory
consists of 60 items, 12 items per 5 scales. Respond-
ents are asked to indicate to what extent they agree
with each item using a 5-point scale (1 - strongly disa-
gree, 5 —strongly agree). Cronbach’s a for the subscales
ranged from 0.68 to 0.82.

- Emotional labor — was assessed by the use of The Deep
Acting and Surface Acting Scale (DASAS) by Fino-
genow et al. [66], which is an adaptation of the revised
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scale developed by Brotheridge and Lee [37,67]. It is
a 9-item self-report measure, describing 3 different
types of emotional labor (3 items per each subscale):
deep acting, hiding feelings, faking emotions. The items
are scored on a S-point scale from “never” to “always.”
In the Polish version Cronbach’s a for the subscales
ranged from 0.72 to 0.82.

— Job satisfaction. Assessment of job satisfaction was car-
ried out by means of the Satisfaction with Job Scale de-
veloped by Zalewska [62]. It is a 5-item scale measuring
a general, subjective level of job satisfaction in terms
of the cognitive aspect. Each item is rated on a 7-point
scale (1 - “I completely disagree,” 7 — “I absolutely
agree”). The internal consistency of the scale is satis-
factory (Cronbach’s o ranged from 0.81 to 0.88).

- Work engagement — was measured with the Utrecht
Work Engagement Scale [55,68]. The UWES is a 17-
item scale (a full version) and the items are scored
on a 7-point scale (0 — never, 6 — everyday). Dur-
ing the adaptation process, Chirkowska-Smolak [68§]
tested a 1-factor and a 3-factor solution. Both models
had a good fit. Therefore, the UWES may be treated
as a 3-factor and a 1-factor scale in terms of the total
score. In the present study, the full version was used.
The scale describes 3 aspects of engagement: vigor,
dedication, absorption. The scale reliability was also
confirmed, Cronbach’s o ranged from 0.77 to 0.92.

RESULTS

Descriptive statistics and the correlation coefficients be-
tween the analyzed variables are presented in Table 1.
Correlation analysis revealed positive and negative relation-
ships between personality traits and work-related variables.
In terms of emotional labor, neuroticism turned out to be
positively related to faking emotions, and extraversion was
negatively related to hiding feelings. As regards work en-
gagement, neuroticism correlated negatively with vigor; and
extraversion was positively correlated with vigor, absorption
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and general engagement. Openness to experience was posi-
tively associated with vigor, whereas conscientiousness was
positively correlated with all the aspects of work engagement.
Finally, higher extraversion, agreeableness and conscien-
tiousness were related to greater job satisfaction.

Subsequently, a series of regression analyses were per-
formed. Table 2 shows the results of the multiple regres-
sion analysis conducted to reveal whether personality
significantly predicts emotional labor (deep acting, fak-
ing emotions, hiding feelings). Neuroticism, as the only
trait, significantly predicted faking emotions (p = 0.13,
p < 0.001, 95% confidence interval (CI): 0.07-0.18). This

Table 2. Regression results predicting emotional labor

variable explained 17% of variance in faking emotions
(F(5,123) = 4.748, p < 0.001).

As shown in Table 3, all the 5 traits of personality (extraver-
sion, neuroticism, openness to experience, agreeableness and
conscientiousness) accounted for 8-15% of the variance in
work engagement, vigor, dedication and absorption. One
personality factor, i.e., conscientiousness, was significantly
related to work engagement (p = 0.56, p < 0.002, 95% CI:
0.21-0.92), vigor (p = 0.13, p < 0.021, 95% CI: 0.02-0.24)
and dedication (p = 0.32, p < 0.001, 95% CI: 0.16-0.48).
In the case of absorption, the F values indicated that per-
sonality traits had no significant effect.

) Deep acting® Hiding feelings® Faking emotions®
Variable
p SE p i SE p p SE p
Neuroticism 0.04 0.03 0.219 0.04 0.04 0.288 0.13 0.03 0.000
Extraversion -0.03 0.04 0.556 -0.08 0.05 0.120 0.01 0.04 0.789
Openness to experience -0.00 0.04 0.840 -0.01 0.04 0.883 0.02 0.03 0.540
Agreeableness 0.06 0.05 0.251 -0.07 0.05 0.221 -0.01 0.04 0.779
Conscientiousness 0.04 0.04 0.401 0.04 0.05 0471 -0.01 0.04 0.764

“R =0.19, R = 0.038, F(5, 123) = 0.962, p < 0.444.
bR = 0.24, R>= 0.06, F(5, 123) = 1.60, p < 0.161.
“R = 0.41, R2= 0.17, F(5, 123) = 4.748, p < 0.001.

R - the coefficient of determination; R?- the percent of the dependent variable explained by the model; F - the value of statistic test; p — standardized

coefficient; SE - standard error.

Table 3. Regression results predicting work engagement, vigor, dedication, absorption

, Work engagement* Vigor® Dedication* Absorption‘
Variable
p SE p p SE p p SE p i SE P
Neuroticism -0.04 013 0769 -006 004 0146 001 006 0867 001 004 0816
Extraversion 027 018 0134 010 005 0063 007 008 0358 009 006 0.132
Openness to experience ~ 0.16  0.15 0318 005 005 0322 005 007 0480 006 005 0.268
Agreeableness -0.08 020 0683 -002 006 0739 -001 009 0909 -0.05 007 0450
Conscientiousness 056 018 0002 013 005 0021 032 008 0000 012 006 0.054

“R =0.37, R?= 0.14, F(5, 123) = 3.96, p < 0.002.
®R =0.39,R*=0.15, F(5, 123) = 4.42, p < 0.001.
*R =038 R>=0.15,F(5,123) = 4.27, p < 0.001.
¢R =0.28, R*= 0.08, F(5, 123) = 2.07, p < 0.07.
Abbreviations as in Table 2.
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Table 4. Regression results predicting job satisfaction

Job satisfaction®

Variable
p SE p
Neuroticism 0.15 0.07 0.049
Extraversion 0.20 0.10 0.054
Openness to experience 0.05 0.09 0.577
Agreeableness 0.37 0.12 0.002
Conscientiousness 0.20 0.10 0.055

“R =0.43,R?*=0.19, F(5, 125) = 5.77, p < 0.001.
Abbreviations as in Table 2.

Next, the relationship between personality traits and
job satisfaction was assessed (see Table 4). The analysis
showed that the factors significant for job satisfaction
were: neuroticism (f = 0.15, p < 0.049, 95% CI: 0-0.3)
and agreeableness (B = 0.37, p < 0.001, 95% CI: 0.14-
0.6). These variables explained 19% of job satisfaction
(F(5,125) = 5.77, p < 0.001). On the other hand, consci-
entiousness and extraversion were related to job satisfac-
tion indicating a trend (95% CI: 0-0.41).

DISCUSSION

The purpose of the study was to analyze the relation-
ship between personality traits distinguished in the big
five model and emotional labor, work engagement and
job satisfaction in individuals performing jobs requiring
direct contact with a client/patient. Furthermore, an at-
tempt was made to determine to what extent personality
traits account for aspects of functioning at work adopted
in the study.

First, the hypothesis that we put forward, i.e., that there
is a relationship between personality and emotional labor
was partly supported. Only neuroticism and extraversion
correlated with emotional labor, whereas the findings of
regression analysis supported only high significance of
neuroticism in the tendency to express fake feelings. Oth-
er authors have also reported a positive correlation be-
tween neuroticism and surface acting [41,50-52]. Faking

emotions, which is one of the main components of surface
acting, may be interpreted as an attempt to win favorable
approach of the environment.

According to Gore and Pincus [69], neuroticism is cor-
related with destructive overdependence. As neurotic in-
dividuals feel unable to care for themselves, uncomfort-
able or helpless when alone and they experience lack of
self-confidence, they seek relationships as a source of care
or support. Emotional labor may be one of the forms of
a submissive behavior motivated by loneliness and fear of
losing approval [69]. However, the mere act of hiding feel-
ings may be perceived by neurotic persons as insufficient
to gain and maintain people’s friendliness, therefore, they
feel the pressure to evoke a smile, kindness and enthu-
siasm. As predicted, the findings also showed a negative
correlation between extraversion and hiding feelings. At
the same time, none of the examined personality traits
proved to be significantly correlated with deep acting,
which is contrary to the authors’ expectations and earlier
studies.

Indeed, it has been previously demonstrated that individ-
uals who were more extraverted, agreeable [50,51], open
and conscientious [52] tended to engage more frequently
in deep acting. One explanation accentuates assertiveness,
responsibility and reliability of those individuals. They
may be focused more on their professional duties than on
emotions regulation. This tendency may also result from
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the specificity of the Polish population. Polish culture is
described as rather individualistic and at the same time
highly restrained [27]. In such societies employees rely on
formal rules, appreciate tasks more than relationships, are
less likely to experience positive affect and prefer honest
sharing of feelings. Therefore, they are reserved in profes-
sional interactions and less likely to express positive emo-
tions, which, in fact, they do not feel. For Polish service
workers, emotional labor actually might not be a form of
self-expression.

Generally, the weak correlations between personality
traits and emotional labor identified by the study gain ad-
ditional meaning if we analyze the consequences of emo-
tions regulation for professional purposes. As proposed
by Grandey et al. [70], emotional labor, especially surface
acting, leads to the loss of resources as it consumes atten-
tion and energy, weakens the feeling of bond, and conse-
quently leads to stress and burnout. This has been con-
firmed, in particular, by previous Polish studies [34,35].
Surprisingly these were not only both forms of surface
acting, but also deep acting that positively correlated with
emotional exhaustion and depersonalization. Moreover,
no form of emotional labor was positively associated with
personal accomplishment.

These results, not consistent with the theory and other stud-
ies [29,30,32,34], may again point to a specificity of Polish
population. When compared to the employees from other
cultural areas (USA and China), Polish service workers, due
to their individualistic and restrained attitude, experience
more negative and fewer positive consequences of emo-
tional labor [45]. This, in turn, possibly leads to burnout.
Given the above, the only positive correlation between neu-
roticism and surface acting (faking) confirmed in the study
is favorable in the sense that specific personality traits do
not themselves determine either the tendency to engage in
emotional labor or the risk of burnout in service jobs.

Most probably, the use of emotional labor is determined
by an interaction of various personality- and work-related
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factors, such as working conditions, salaries, achievement
and promotion opportunities, atmosphere, well-being in
the workplace, etc. These aspects may compensate emo-
tional costs.

Moreover, in our study surface and deep acting were
positively correlated with job satisfaction. Employees who
assessed their job positively were more likely to perform
emotional labor. Satisfaction with working conditions is
probably a stronger incentive to engage in surface and
deep acting than personality traits.

The second hypothesis was partly supported by the evi-
dence showing that conscientiousness was the most ef-
fective predictor of work engagement. It is consistent
with the finding that conscientiousness was perceived
as a personality-based predictor of job performance
and motivation to work [70]. These results confirmed
the assumptions that in societies with high uncertainty
avoidance, Poland being a good example, precision and
formalization are conducive to work engagement. More-
over, such societies strongly believe in the importance of
obeying rules and regulations. For this reason, employ-
ees who willingly obey rules are able to engage in tasks
they were entrusted with, and draw satisfaction from
their fulfillment [27].

Other personality traits showed single significant correla-
tions (extraversion, neuroticism, openness) with work en-
gagement. While making an attempt to explain our results,
it may be observed that professional contact with a client/
patient requires adjustment to another person at various
levels, as well as flexibility in expressing emotions [28].
Therefore, an average level of neuroticism appears to
be beneficial for work engagement. It may enable higher
flexibility in responding to a client/patient’s needs, and
the employee may also appear to be more approachable,
as suggested by a client/patient’s experience. Moreover, no
correlation between agreeableness and engagement may
account for the results of the study by Poraj [71], as well
as by Tabata et al. [72], in which a negative correlation has
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been found between agreeableness and emotional burnout
as well as depersonalization, and no such relationship has
been identified in the case of job performance. It may be
concluded that agreeableness has protective significance
for negative signs of the lack of involvement, whereas it
has no significance for positive work engagement [71,72].
On the other hand, the unexpected correlation between
vigor and openness to experience may suggest that em-
ployees focusing on looking for new experiences will more
readily engage in professional duties, treating them not as
an obligation but as an opportunity to grow and encounter
someone or something new. This has been also confirmed
by the study conducted among teachers of public sector
universities in Pakistan [59].

The authors found the results related to the correlations
between personality traits and job satisfaction quite sur-
prising (H3). Results of the regression analysis showed
that agreeableness and neuroticism (positive correla-
tion) played a statistically significant role in account-
ing for job satisfaction, which had not been assumed in
the hypotheses.

Previous studies have reported positive correlations or
no associations between agreeableness and job satisfac-
tion [64]. However, no findings have been reported on
a positive correlation between neuroticism and job satis-
faction. Agreeableness is an important trait in professions
involving significant interpersonal interaction; even more
s0, if the job involves providing assistance or care for oth-
ers [73]. Therefore, employees displaying warmth, evoking
confidence, showing kindness and cooperation are likely
to experience signs of appreciation from their clients/
patients. This, in turn, would be conducive to their sat-
isfaction derived from their professional activity. A posi-
tive correlation between neuroticism and job satisfaction
in the regression equation proved rather surprising. This
result was contrary to the findings which have reported
emotional stability to be one of the major personality pre-
dictors related to work efficiency [73].

Highly neurotic individuals display a greater need for en-
gaging in relations with others [61], this need also being
fostered by increased agreeableness. This tendency may
prove positively significant for evaluating one’s work in
a service profession as satisfactory by females living in
male cultures. Polish culture is classified as approximating
the masculine pole in the masculinity-femininity contin-
uum [27]. Extraversion and conscientiousness correlated
only with job satisfaction. Direct interactions with another
person, just like responsibility, reliability, precision and
diligence, are conducive to job performance [74], which,
on the other hand, translates to job satisfaction. There-
fore, it may be concluded that some personality traits may
fulfill a mediating or moderating role between working
conditions and job satisfaction.

CONCLUSIONS

In summary, the study broadens knowledge about corre-
lations between personality and selected aspects of func-
tioning at work. Our results lead to a conclusion that only
some personality traits relate significantly to emotional la-
bor, work engagement and job satisfaction among service
providers. Neuroticism, conscientiousness and agreeable-
ness proved to be the most significant ones. Neuroticism
accounted for faking emotions, conscientiousness pre-
dicted vigor, dedication and general engagement at work;
whereas agreeableness and neuroticism were significantly
correlated with job satisfaction.

The present study also suggests practical conclusions.
What needs to be emphasized is that, being rather individ-
ualist and restrained, Polish service workers treat their job
as a natural expression of their personality only to a minor
extent. From the executive point of view, these are clear
guidelines for those in managing positions. As in our cul-
ture surface and deep acting are difficult and costly to per-
form, to enhance an employee’s involvement in emotional
labor, the use of financial and non-material incentives is
indispensable.
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All satisfying aspects of working conditions can make up
for intrapersonal costs and reinforce motivation for work.
What is more, service workers should be trained in most
effective emotional labor strategies. Improving social skills
and reducing emotional costs would be beneficial not only
for the employers, but also for the employees themselves.
Secondly, the results could be applied in professional coun-
seling and career planning. Person-environment fit, taking
personality into account, can promote job satisfaction [75]
and protect against burnout [76]. This is important as ser-
vice workers are especially prone to job burnout.

Finally, it is necessary to mention limitations of the study.
First of all, the sample was relatively small, which means
that the findings describe trends rather than facts. It would
be advisable to retest the outcomes using a different sam-
ple. Also, the sample was overrepresented by the female
respondents who differ from men, e.g., in the level of neu-
roticism [65]. Controlling gender of respondents in future
studies may be helpful in explaining some unexpected re-
lationships between the variables.

Another issue is the sampling method, and the fact that
the sample was composed of the individuals representing
professions from various service sectors, including com-
mercial and non-commercial ones. This may be important
because studies concerning emotional labor conducted
among workers performing different jobs [34] and in ho-
mogenous groups [35] have provided inconsistent results.
Future studies should pay more attention to the variable
of a profession. Additionally, specificity of the performed
work may be significantly different, e.g., it may generate
diverse stress levels [10], which may consequently be re-
lated to the examined variables. Also, working conditions
such as working time, workplace, or satisfaction with a sal-
ary were not examined. For instance, a study devoted to
nurses indicated that workload, unsatisfactory pay and
promotion conditions, low prestige of the profession,
and job uncertainty were the sources of burnout and low
morale [77]. Those variables may be the mediating or
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moderating factors for the examined correlations. More-
over, all the variables were assessed by the use of self-
report methods, which provide information that may be
imprecise because of their declarative nature.

Indeed, some authors have suggested [49] that in order to
present themselves in a better light, people may refrain
from admitting that they fake emotions. Further research
should take this into consideration by controlling for a so-
cial desirability variable. Another issue is the cross-sectional
character of the study. Due to changes in all the aspects of
functioning at work, a longitudinal study would be more ad-
visable. Finally, it should be noted that validation of the tool
used to measure emotional labor is still pending.
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